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Areewan Dachadilok 2014: Corporate Image and Customers’ Trust Affecting Customers’ Loyalty in
Government Saving Bank, Bang Kruai Branch. Master of Business Administration, Major Field:
Business Administration. Faculty of Business Administration. Thesis Advisor:

Mr. Paitoon Chetthamrongchai, Ph.D. 175 pages.

This research aims to 1) study the corporate image in the eyes of the customers who use the services
of Government Savings Bank 2) to study the trustiness level of customers who come to the bank 3) to study
the level of customers brand loyalty toward the bank. 4) to find out the differences of personal factors that
affect the level of corporate image in the opinions of customers who use bank services 5) to learn the
difference between personal factors that affect the trust level of customers who use bank services 6) to
examine the relationship between corporate image and the level of customer brand loyalty towards the bank,
and 7) to study the relationship between trust and the level of customer brand loyalty towards the bank. This
research uses a survey research method by collected 400 completed questionnaires. Then, this research
analyzed by descriptive statistics, frequency, percentage, mean and standard deviation. Statistical inference

uses t-test, F-test, LSD, and Pearson correlation coefficient at 0.05.

The results showed the bank corporate image, trustiness, and the bank loyalty are important for the
sample populations at a high level. The result of this study showed that personal factors, such as gender, age
and occupation, have different effects on consumers’ points of view about corporate image. This effect has
statistically significant at the 0.05 level. Personal factors, including age and education level, have different
influence on trust levels of customers at 0.05 significant level. Overall of corporate image is related to the
level of customer brand loyalty at a positive relationship, and has a 32.10 percentage. Overall of trustiness is

related to the level of customer brand loyalty at a positive relationship, and has a 36.90 percentage.

For suggestions of this research are banks should focus on several things. First of all, creating a
positive image, especially making a clearer safety in this field. In addition, banks should more focus on
building trust in ability of a service provider, for example, improving staff’s service knowledge and their
ability to provide services. Finally, banks should have financial stability and responsibility for customers’

deposits, which definitely have a security.

Student’s signature Thesis Advisor’s signature
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Tun1511A1ANIT0NY (Reliability) ¥esuuvaouniy gany1lanaaon Tasii

d' Y d%l (% 1 o 1 d' 9 2K o d‘d o
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1 v g
uazihdeyah ldumannudonu (Reliability) vowuuvaounudremana amduilszans

9aW (Alpha coefficient) AIA1TNNUIN VU 1

v '
MINHUINA V1 Wamsnadoumdulseansoan (Alpha coefficient) A0

Scale Scale

Squared Cronbach'’
Mean Varianc

Multiple s Alpha if

MWANHAIDIANIVBITINATOONAY if Item e
Correlatio Item
Delete if Item
n Deleted
d Deleted
1. theveniuuaznanimsiianudanu 13047  106.526 0.519 0.854
2. thefesunasiivinaluginlidaunaiiuldie 130.84  106.935 0.411 0.852
3. fiaomiensoetiafivane 130.77  105.719 0.549 0.817
4. Taowildlnsdmiugnfagsesuinaiisane 131.14  106.961 0.240 0.912
5. fimslduimssaluifasuaes wu nseshnuazaen 130.81  106.235 0.727 0.847
QuiAselfuayn
6. Htheuaaninsaimudnunoundsedadanu 130.97  108.839 0.233 0.881
7. anwimegluiiaia azaanlumsiums 130.81  102.478 0.732 0.871
8. fwinnuwdansiuliuimsgnilumananin 13091  105.664 0.541 0.846
9. fiminamlfuimsedudivane 130.84 105915 0.813 0.897
10. winauldusmsgnamnavediamuiisunu 130.81  104.481 0.573 0.871
1. dupeunslfidmsdmivgnd lidudon 130.87  109.091 0.358 0.863
13. ﬁigw‘%mim‘%mﬁ'u wasHouhiinzen 130.77  106.537 0.477 0.845
14. imsldusmsaenedansuiees wu Teudu Usedudda 13121 101.666 0.655 0.894
Hrazmassglna

15, winamianuseudon gam 130.94  104.281 0.538 0.862
16. winauiinnuianuannse 130.92  104.996 0.0820 0.845
17. winafianuaddwezinlel¥izng 130.94  104.682 0.857 0.831
18. winawdomiadilade 130.87  105.018 0.434 0.889

19. wiinawdanuianuamisn 13092 104.996 0.0820 0.845
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Scale Scale
Squared Cronbach'
Mean Varianc
o e - Multiple s Alpha if
MNADHAUDINNIVBIFTHIAITOONTY if Item e
Correlatio Item
Delete if Item
n Deleted
d Deleted
20. winafianuianuawse 130.92 104.996  0.0820 0.845
21, wifnewdinnudalaazdulaliusng 13094 104.682  0.857 0.831
22. winamdemsidhlaie 130.87 105.018  0.434 0.889
23. wiinawlduimsfisansa gndeauiuh 131,11 102.039  0.628 0.910
24, winaudanwsunglumsiUiaauiiuedid 130.74  104.889  0.529 0.896
25. winanuaameldedramunz ey 130.84 105.604  0.520 0.897
22. i lums IS mssenhaiieduminzay 130.87 107.547  0.351 0.899
26. anmiimsvessumsianlasaselumslshizms 130.81 106235  0.727 0.897
27. imanuinsnnududeyagni Idedialasasit 130.97 108.839  0.233 0.884
28. wiinadisesssulumsian dodadgasa 130.81  102.478  0.732 0.881
29. Tszuundeinnstlanaon 24 wu. 13091 105.664 0.541 0.987
30. Twinawusnmanulasansdsediain 130.84 105915 0.813 0.914
31. L?Jummﬁfias?i”mmnmu 130.87  104.740 0.870 0.864
32. fuannfumsiuisyoadhnlszsu 130.81  104.481  0.573 0.863
33. Tanusudaseunedenu 130.87 109.091  0.358 0.864
34. ﬁgmzmqmiﬁuﬁﬁum 130.77 106.537  0.477 0.864
35. fanwiidede 13121  101.666  0.655 0.885
36. Tedesfiannsumson 130.94 104281  0.538 0.874

EREY

Cronbach's Alpha = 0.872

4

9 ! J
Wy mdudszansoarh (Alpha coefficient) mmﬁmmmmﬁauwumim‘umm

a S A [ o 4 a Y v v A Y A
AN UNUADANTINANHUDIAUDITUINTODNTU ﬂ’J"Ill]l’J’J"Nclﬁl HAgAITHIINHNAVDNGNAIND

0.872
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