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Abstract

The purposes of this research were to 1)study the level of service quality; service
perception and the intention to use the services of the Small and Medium Enterprise
Development Bank of Thailand (SME Development Bank), Chonburi Branch, 2) study the
influence of service quality on the intention to use the loan services of the SME
Development Bank, Chonburi Branch, and 3) study the influence of perception of services
that affect the intention to use the loan services of SME Development Bank, Chonburi
Branch. Data were analyzed by descriptive statistics and inferential; Pearson correlation
analysis and multiple regression analysis.

The results showed that; 1) The level of service quality; service perception and the
intention to use the services of the Small and Medium Enterprise Development Bank of
Thailand (SME Development Bank), Chonburi Branch all were high. 2) The influence of
overall service quality was the most important. The service quality on
trustworthiness aspect and the instilling trust aspect were different. 3) The factors
that most affected the intention to use the service were: service quality in knowing

and understanding customers.
Keywords: service quality, perception theory, SME Development Bank
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