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Abstract

The research objectives were to study a comparison the level of service quality, trust and
loyalty of Nakhon Ratchasima province and Chonburi province’ s service credit union members and
investigate the effect of service quality and trust on the organizational loyalty of members of
service credit union at Nakhon Ratchasima and Chonburi. The sample sizes were 358 member’s
credit union of Nakhon Ratchasima province and 357 member’s credit union at Chonburi province.
The Questionnaire as tool to collect data. The data analysis using descriptive statistics consists of
the frequency, percentage, mean, standard deviation. For hypothesis testing using inferential
statistics consists of t-test and multiple regression analysis

The results showed that; the attitude level of respondents service quality focuses on
tangibility, responsiveness, assurance and empathy are different. The level of opinion about trust of
member of service credit union of Nakhon Ratchasima and Chonburi including competence trust,
communication trust and contractual trust are different, And the level of opinion about loyalty of
members of service credit union at Nakhon Ratchasima and Chonburi including word of mouth
communication, purchase intention, price sensitivity and complaining behavior. The service quality
approach responsiveness and empathy significant influence on the loyalty aspect. Moreover, with
recarding trust approach, competence trust factor and contractual trust affect on the loyalty

approach significantly.
Keywords: service quality, trust, loyalty
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