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Abstract

This research article aimed to study the following: (1) The effect of service quality on trust,
customer satisfaction, and decisions to use services. (2) The effect of trust on customer satisfaction and
decisions to use services. (3) The lack of direct effect of customer satisfaction on decisions to use the
Personal Loan Service at Sinsakhon Industrial Estate, Mueang Samut Sakhon, Samut Sakhon Province.
This study was quantitative in nature. The sample consisted of 270 employees from Sinsakhon Industrial
Estate, selected through simple random sampling. A questionnaire was used as the research tool, and
the statistical methods included percentages, means, standard deviation, and analysis using Structural
Equation Modeling (SEM).

The findings of the study revealed that 1) Service quality had a direct effect on trust, customer
satisfaction, and decisions to use services, with path coefficients of 0.803, 0.212, and 0.192,
respectively. Additionally, service quality had an indirect effect on customer satisfaction and decisions
to use services, with path coefficients of 0.601 and 0.487, respectively. 2) Trust had a direct effect on
customer satisfaction and decisions to use services, with path coefficients of 0.748 and 0.436,
respectively. However, trust had no indirect effect on decisions to use services. And, (3) Customer
satisfaction did not have a direct effect on decisions to use services, with a path coefficient of 0.168.
The findings of this study emphasize the importance of developing service quality and fostering trust
and customer satisfaction to encourage customers to select sustainable services and continue reusing

them.

Keywords: Service Quality, Trust, Customer Satisfaction, Decisions to Use Service
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