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Abstract

This research’s objective was to study 1) relationship between the service quality
and the loyalty of the loan customers of Krungthai Bank of Roi Et Branch and 2) the level
of a service quality and loyalty of loan customers in question. The sample group was 385
loan customers of Krungthai Bank of Roi Et Branch selected by using accidental Sampling.
A questionnaire was used to collect data which were analyzed in percentage, mean,
standard deviation. Multiple regression was used in testing the determined hypothesis of
this research.

The research findings revealed a positive correlation between the service quality
and the loan customers’ loyalty to Krungthai Bank in the study at a very high level.
Considering each of the aspects, it was found that customer Response was at the highest;
tangibility was the second, and service mindedness was the third with a statistical
significance level of 0.05. It was also found that most of the samples were men, aged
between 31-40; they had a bachelor’s degree, worked in government and state enterprise
sections, had an average monthly income of 30,001-50,000 baht. It was also found that the
service quality was overall at the highest level (X = 4.36, S.D = 0.49). it was followed by
the response to the service recipients (X = 4.39, S.D = 0.57), cares and attention (X = 4.38,
S.D = 0.53), service tangibility (X = 4.32, S.D = 0.51), and reliability (X = 4.30, S.D = 0.48). an
opioniion on the loyalty was at the highest level (X = 4.29, S.D = 0.46). concerning

individual aspects, the consumers’ behaviour was ranked first (X = 4.33, S.D = 0.50),

followed by the consumers’ attitude (X = 4.25,S.D = 0.49).

Keywords: Service Quality, Loyalty, Krungthai Bank Loans
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