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Abstract

The purposes of this study aimed to (1) to survey and summarize customer
opinions on service quality. trust in corporate reputation and the customer's decision to
use mortgage loans; and (2) to analyze and summarize the influence of service quality.
Reliance on corporate reputation for customer's decision to use home equity loans using
quantitative research techniques. the administered questionnaire with the reliability value
of 0.969 and approved content validity by the experts were employed for data collection.
The 200 samples were randomly selected by using the convenient sampling method.
Both descriptive and inferential statistics were applied including percentage calculation,
frequency, mean, standard deviation, as well as, multiple regression analysis The
hypothesis testing was performed at the statistical significance level of 0.05.

The research finding was revealed that the average respondents strongly gave their
opinions with a high level of emphasis on service quality factors. Respondents gave high
importance to agreeing in all aspects, in order of averages, namely: Physical aspects,
service reliability Respectively, the respondents gave their opinions at the level of having

a high level of trust on the trust factor for the organization's reputation and the



respondents were quite agreeing with their decision to use the loan service. for housing
of GHB customers

In the correlation analysis, it was found that service quality factor And the trust
factor on corporate reputation influenced the decision to use the mortgage loan service
of GHB customers at a statistically significant level of 0.05.
Keywords : : service quality, corporate reputation trust, decision to use mortgage loan

services
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Aane: R-square = 0.97, df= 0.19, F= 340.38, P < 0.05*
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