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Services quality factors influence on the decision to use the loan services of

Muangthai Capital Public Company Limited in Phra nakhon Si Ayutthaya Province
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Abstract
The objective of this research were to study the decision to use loan services of Muangthai Capital Public
Company Limited in Phra Nakhon Si Ayutthaya Province. The sample consisted of 400 people. Data were collected
by questionnaires, using the purposive sampling method. The statistics used for data analysis are mean, standard

deviation and multiple regression coefficients.
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The study showed that the level of services quality factors and decision level for loan services, overall are

were at the highest level. The results from the hypothesis testing found that the overall services quality factors

affected the decision to use the loan services of Muangthai Capital Public Company Limited in Phra Nakhon Si

Ayutthaya Province, namely the loan process, public relations, and personnel, at the statistical significance of 0.01,

and the places and facilities, at the statistical significance level 0.05. Moreover, the independent variables can

predict the dependent variable at 44% by considering the adjusted R’ at 0.44. The results of this study can be used

as a guideline to improve the services of Muangthai Capital Public Company Limited, in the planning and formulation

of marketing strategies to be able to respond to customer needs appropriately, which lead to the decision to use the

loan services of Muangthai Capital Public Company Limited in the future.

Keywords: services quality, decision making, loan service
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Figure 1 Conceptual framework.
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Table 1 The mean and standard deviation of the services quality factors.

services quality factors X S.D. results
1. credit process 4.40 0.40 highest
2. personnel 4.37 0.43 highest
3. place and facilities 4.30 0.49 highest
4. public relation 4.24 0.55 highest
total 4.33 0.37 highest
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Table 2 The mean and standard deviation of the decision making.

decision making X S.D. results
1. well-known and famous for a long time 4.43 0.53 highest
2. reasonable interest rate 4.38 0.56 highest
3. fast credit process 4.45 0.56 highest
4. honesty to customers 4.43 0.58 highest
5. variety in services 4.38 0.58 highest
6. appropriate installment period 4.33 0.56 highest
7. providing fast and easy to understand loans information 4.37 0.58 highest
8. providing post-credit services 4.36 0.56 highest
9. promotion activities 4.39 0.58 highest
total 4.38 0.38 highest
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Table 3 The results of multiple regression analysis of independent variables that use to forecast decision

making to use the loan services of Muangthai capital public company limited in Phra Nakhon

Si Ayutthaya Province.

services quality factors B Std.error S t Sig
1. credit process 0.26 0.04 0.28 5.49 0.00"
2. personnel 0.14 0.04 0.16 3.18 0.00
3. place and facilities 0.09 0.04 0.11 1.98 0.04°
4. public relation 0.19 0.03 0.27 5.83 0.00"
constant 1.36 0.17 7.69 0.00"
R=0.66 adjusted R square=0.44 F=78.47

'<0.05, 'p<0.01
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