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Abstract

This research aims to 1. examine the influence of brand equity on the
decision-making process for using the Sukjai Regular Income Loan service at the
Government Savings Bank, Lamphun Branch 2. investigate the effect of service
quality on the decision-making process for using the Sukjai Regular Income Loan
service at the Government Savings Bank, Lamphun Branch and 3 study the impact
of customer relationship management on the decision-making process for using
the Sukjai Regular Income Loan service at the Government Savings Bank, Lamphun
Branch. This study employs a quantitative research approach with a sample of 255
respondents. Data were collected using questionnaires administered to customers
who use the Sukjai Regular Income Loan service at the Government Savings Bank,
Lamphun Branch. The data were analyzed using percentage, mean, and standard
deviation, and multiple regression analysis was applied to test the hypotheses at
a statistical significance level of 0.05.

The results indicate that 1. brand equity in terms of perceived quality,
brand association, and brand loyalty significantly influences the decision-making
process for using the Sukjai Regular Income Loan service at the 0.05 level 2. service
quality in terms of tangibility, reliability, responsiveness, and empathy significantly
affects the decision-making process at the 0.05 level and 3. all dimensions of
customer relationship management significantly influence the decision-making
process for using the Sukjai Regular Income Loan service at the 0.05 level.
Keywords: Brand Equity; Service Quality; Customer Relationship Management;

Decision-Making Process
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