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ABSTRACT

This research aimed to study: 1) The level of customer satisfaction through
branch channels of Pico Finance; 2) The factors affecting the corporate image of the
Pico Finance business; 3) The factors affecting the corporate image of the Pico Finance
business Demographics affecting customer satisfaction through branch channels and
corporate image of Pico Finance business; 4) Behavioral factors affecting customer
satisfaction through branch channels and image of Pico Finance Business, and 5) The
management factors of service quality that affect customer satisfaction through branch
channels and corporate image of Pico Finance business. It is a qualitative and quantitative
research (mixed methods). There were research tools such as questionnaires answered by
368 customers who received services from Pico Finance. The statistics used in the data

analysis were percentage, mean, standard deviation, and analytical statistics. The hypothesis
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was tested using F-test, Chi-Square test and multiple regression analysis. The results

showed that: 1) The level of satisfaction of service users through branches of the Pico

Finance business was at a high level (X = 4.03). 2) Factors affecting the organization's
image were service processes, confidence and trust in using the service, and the care and
understanding of service users. 3) Different demographic factors affected the satisfaction
and corporate image differently. 4) For behavioral factors affecting the satisfaction and
corporate image, it was found that there was no correlation between the purpose of
applying for credit and satisfaction and image. Customer type and satisfaction were
related. There was no relationship between customer type and corporate image. There
was no relationship between the credit limit and satisfaction and image. 5) Service quality
management factors affecting customer satisfaction through branch channels and
corporate image of Pico Finance business indicated that for satisfaction aspect, service
quality management factors affecting satisfaction included the concreteness of the
service, responding to the needs of service users, and the care and understanding of
service users. For corporate image aspect, Service quality management factors that
affect the corporate image were service processes, confidence and trust in using the
service, and the care and understanding of service users.

Keywords: Pico finance, Service quality, Satisfaction, Corporate image.
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