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Abstract

This research aims to study quality of service and service satisfaction that influences word-
of-mouth of SME entrepreneurs in using the credit services of the Small and Medium Enterprise
Development Bank of Thailand. Data was collected by a questionnaire from 400 entrepreneurs of
SMEs operating their businesses in three provinces namely Prachin Buri, Sa Kaeo and Nakhon Nayok.
Descriptive statistics were applied to analyze data including percentage, average, standard
deviation, and following inferential statistics were applied to test hypotheses: t-test, ANOVA and
multiple regression analysis. It was found that different ages and types of business affected
different levels of word- of-mouth to use the credit services. And factors significantly influencing
the use of credit services of the Small and Medium Enterprise Development Bank of Thailand at
the statistical level of 0.05 included quality of service; service personnel and information service

to customers; service satisfaction; providing services equally, on time, adequately and proactively.
Keywords: Service quality, Word-of-mouth, SME entrepreneurs
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