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Abstract

The main objective of this research is to study the impacts of service quality and
employees’ loyalty on organization’s image. 400 employees of one of Thailand’s major
commercial banks, who work at the bank’s headquarters and the Rat Burana branch, were
chosen as respondents for this research. Questionnaires were used to collect data. Descriptive
statistics, including percentage, means, and standard deviation, were used to analyze data. A
multiple regression analysis was employed to test the hypotheses. The data analysis reveals that
most respondents are female, aged between 21-30 years, and single. They hold bachelor’s
degrees and are mostly operating staff. The results indicate that the sampled employees strongly
agree with the bank’s overall service quality, with tangibility receiving the highest rating score. As
for employees’ loyalty, willingness and dedication receive the highest rating scores. In addition,
organization’s image is also strongly agreed by the employees. The results from the hypothesis
tests indicate that 2 dimensions of service quality, responsiveness and empathy, affect the bank’s
organization’s image. Finally, the findings suggest that 3 dimensions of employees’ loyalty,
organizational pride, trust and acceptance of organizational goal, and willingness and dedication,

affect the bank’s organization image.
Key words: Customer loyalty, Organization image, Service quality
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