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Independent Study Title  Service Quality and Image Affecting on the Customer’s
Loyalty for Using Tire Service Center

Case Study S.K. Yang Yont Chiang Rai

Author Sittikorn Jiarpinitnun
Degree Master of Business Administration (Business Administration)
Advisor Piyatida Pianluprasidh, Ph. D.

ABSTRACT

This study aims to study the image of a comprehensive tire service center
affecting the loyalty of customers who come to use a comprehensive tire service
center in Chiang Rai. To study the service quality of service centers that affect the
loyalty of customers who use the service of a comprehensive tire service center in
Chiang Rai. The sample group was 400 people who came to use the service at the
service center. The descriptive statistics were percentage, mean, standard deviation.

and multiples regression analysis and correlation coefficient.

The results showed that Behavior of service users with service centers, it was
found that most of the service users would use service with service centers during the
period. Monday to Friday The most frequent use times are 9:00 a.m. to 12:00 noon.
The type of service that users use the most is tire change and those who are involved

in the decision to use the service are close friends.

The image of a comprehensive tire service center affects the loyalty of the
customers who use the service with a comprehensive tire service center. It was

statistically significant at 0.05. Considering each item, it was found that the image of

(8)



the integrated tire service center in all 5 aspects affected the loyalty of the customers
who came to use the service at the integrated tire service center. Each aspect had a
statistical significance of 0.05 considering each item, it was found that the item with
the highest value was The trust and reliability of employees followed by the brand
Immediate access to services Operational safety and service center responsibilities The
least valuable was the convenience of the facility within the service center. The image
of a comprehensive tire service center affects word-of-mouth behavior. purchase
intention price sensitivity repeat service Each aspect had a statistical significance of
0.05 when considering each item. It was found that the item with the highest value
was The re-use of the service was followed by the purchase intention. price sensitivity

and the least value is word-of-mouth behavior.

Service quality of a comprehensive tire service center It was found that the
service quality of a comprehensive tire service center in all 5 aspects affected the
loyalty of the customers who came to use the comprehensive tire service center. Each
aspect had a statistical significance of 0.05. Service center customers had the highest
level of perception of service quality of service centers. When comparing each aspect,
it was found that the quality of customer confidence building service had the most
effect on the loyalty of the customers first, followed by customer response. attention
to customers Confidence and reliability and the least is the concrete service and
service quality of the service center affects the loyalty of the customers who use the
service of a comprehensive tire service center in terms of word-of-mouth behavior
purchase intention price sensitivity repeat service When considering the comparison in
each aspect, it was found that the service quality of the service center affected the
loyalty of the users the most. Intention to purchase, followed by reuse of services.

Word-of-mouth behavior and the least is price sensitivity.

9)



The correlation between the overall image of the service center and the
loyalty of the service users was found that accepted the assumptions meant that the
image of the service center as a whole was related to the overall loyalty of the service

users with a moderately positive correlation. Statistically significant at 0.01 level.

Relationship between overall service center image and customer loyalty
regarding word- of-mouth behavior, it was found that the overall image of the service
center was related to the loyalty of the service users. Word-of-mouth behavior there
was a moderate positive correlation with customer loyalty. Word- of-mouth behavior

statistically significant at 0.01.

Relationship between overall service center image and customer loyalty
regarding the purchase intention, it was found that the overall image of the service
center was related to the loyalty of the service users. Purchase intention with a

moderately positive correlation. Statistically significant at 0.01 level.

Relationship between overall service center image and customer loyalty in
terms of price sensitivity, it was found that the overall image of the service center was
related to the loyalty of the users. Purchase intention with a moderately positive

correlation. Statistically significant at 0.01 level

Relationship between overall service center image and customer loyalty in
terms of re-using the service, it was found that accepting the assumptions meant that
the overall image of the service center was related to the loyalty of the service users.
Price sensitivity with a moderately positive correlation. Statistically significant at 0.01

level.

The relationship between overall service quality and overall user loyalty was
found that overall service quality was related to overall user loyalty with a high level

of positive correlation statistically significant at 0.01 level.

(10)



The relationship between overall service quality and customer loyalty in
terms of word-of-mouth behavior, it was found that accepting the assumptions meant
that the overall service quality was related to the loyalty of the users. Word-of-mouth

behavior with a moderately positive correlation. Statistically significant at 0.01 level.

The relationship between overall service quality and customer loyalty in
terms of purchase intention, it was found that overall service quality was related to
customer loyalty. Intent to buy with a high level of positive correlation. Statistically

significant at 0.01 level.

The relationship between overall service quality and customer loyalty In
terms of price sensitivity, it was found that overall service quality was related to
customer loyalty. Price sensitivity with a moderately positive correlation. Statistically

significant at 0.01 level.

The relationship between overall service quality and customer loyalty
regarding the return of service, it was found that accepting the assumptions meant that
the overall service quality was related to the loyalty of the users. The return of service

again with a high level of positive correlation statistically significant at 0.01 levels.

Keywords: Image, Quality of Service, Loyalty
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2.2 WUIAALASNGEANEINUANNINAITUING

2.2.1 ANUVINEYBIAIINTTTUSAMAINATITUIANS
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2. finaunnlaimeil (Variability Heterogeneity) Ain1maadn15usn1staenlul
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2. JEAUANINNITUINNS
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ZZ
ansg n=——
3 4FE
1.96% 3.8416
n= =
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HlofiusIUTINdayaulazRTINEOUAINY NABIVBILUUAB UL 400 YATeUSosuan
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a o
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pgELUTBUIBUATSPBaY (Percentage of Frequency) AUIMMIANLRAY (Mean) Lazdiu
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1. admanssauun (Descriptive Statistic)
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M19199 4.1 TuuLarIeuavtayailUTInaULUUADUNUTILUN AU

LI U (AL) Sovaz
Y18 263 65.8
AN 137 34.3
594 400 100.0

N899 4.1 FIIUEABULUUABUIINTIINLA 400 AL WUTT HROULUUABUAINTINN
TUsNiUNNANEUINITENTNBUALUUATUINAT (AN 40710, B9euATEITe) daulngdu

ey $1uau 263 Au Anduieuay 65.8 uazwAndgsdiuau 137 anduiovay 34.3

M13199 4.2 TunulazIegavayamilureEnauLUUda UL ILUNAINe Y

a1 w7 (AW) Souaz
20-24 1 32 8.0
25-34 1 149 373
35-44 1 121 30.3
45-54 1 51 12.8
55 Yauly a7 11.8

394 400 100.0

P13 4.2 Suaugpeunuuasun LN 400 AU WU dRoukuuasuauinld
USNSHUNNANGUSNNTENTNSUALUUATUIAT (MAINL0A.IA. B1N8UATes1e) drulvgiient
25-34 9 910U 149 au Anduseway 37.3 sesawnded 01y 3544 T §1udu 121 A
Anudusosay 30.3 fo1y 45-54 T S1uau 51 au Andudosay 12.8 fieny 55 FAulY Ty

47 au Aovlufowar 11.8 uazlieny 20-24 U §1uau 32 au Anidudesas 8.0
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STAUNTITANEN U (AL) Sovaz
snilseufng 9 2.3
5eUAN©Y 69 17.3
ITFTTRIATR 72 18.0
YTy 181 45.3
geanIUTyen3 69 17.3

394 400 100.0

M5NA 4.3 MUIUERBULUUABUANNTIIVAA 400 AU WU HRauluudauaIuiunly
UIN5AUNNANGUINITETALUALUUATUINDT (MAN.LOE.LA. 8198 UALTE9518) dulg)
fisgdunsfinwegluszaudiaans w181 au Anluseway 45.3 sesaunfelisziu
nsfnwegluszaueyUSyy/Uia. 9w 72 au Anduseway 18.0 dsvdunsdnwieglu
seaulisendne 31w 69 Au Anduiesay 17.3 fsgiumsAnweglusedugeninUseynss
° a < v = 1Y = ! 1Y 5 Y = o
U 69 au Anlusesas 17.3 uasiisgaunisAnwegluseau anindseudnyr J1uiu

9 au Andusoay 2.3

M13199 4.4 TunularSegarlayailUroEnaULUUAUNNUTIUUNAN TN

1IN UM (AU) Sovay
Uniseu/unAnY 15 3.8
WUNMUUTENLONVU 128 32.0
Us¥NaugsnaaIum 124 31.0
NUNNUITFIAUNY 30 7.5
SuTwng 63 15.8
Sudaiily 21 5.3
NHUNUNKIINYEE il 1.0
WU 5 1.3

P151NTUIUEY 6 15
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21U U (AL) Sovaz
LNBAINT 1 0.3
199U 1 0.3
ASABUANGLY 1 0.3
Unasu 1 0.3
39U 400 100.0

A15197 4.4 ﬁTWU’Ju&E@@ULLUUﬂ@UﬂWNﬁﬂ%M@ 400 AL WU %W@ULLUUE@UOW@J%@J’]

TFUTNISAUN AU UTNITENTOBUALUUATUINRT (MAN.LoE.LA.8198 UMY Ea518) dulng

fliondwdundnauuismenyu 91w 128 au Andusevar 32.0 sesaunfedsznaugsia

AU 97U7U 124 AU AncduSesaz 31.0 SUTIYNIS 91U 63 AU AnDUSeEay 15.8

wilnausgIania 1uau 30 au Anduievas 7.5 Suineiall S1uau 21 au Andudeuay

5.3 dniseu/indAnen 1w 15 au Anduiesay 3.8 S151vmstiuny S 6 au Andu

Asaeumaun 31w 1 au Andudeway 0.3 wavinamu S 1 au Andusesaz 0.3

Sovay 1.5 w1 911U 5 AU Antdusesas 1.3 ninuLiInenss 37U 4 Ay Aaduy

$o8az 1.0 1N¥AINT 971U 1 AU Actdusesas 0.3 11991U 31u7u 1 Ay Antdudesay 0.3

M13199 4.5 PunularSegavtayamluvesnauluudeunuunmueliiadesieiou

selfiadasaifiou U (AU) Jouay

N3 10,000 UM 48 12.0
10,001-20,000 un 148 37.0
20,001-30,000 um 75 18.8
30,001-40,000 uwn 48 12.0
40,001-50,000 U 31 7.8
50,001 v wAuly 50 12.5
394 400 100.0
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P13 4.5 FIURBULUTADUNLTINA 400 AL WUTERBULUUADUN LAY
UIN5AUNIAUGUTNITETAEUALUUATUINDT (MAN.1BA.LA.8NIBUAITEI518) dulng
ﬁimlé’mﬁwialﬁauaejﬁ 10,001-20,000 U F1U7U 148 AU Andusaay 37.0 5998930
fiseldadedeifoust 20,001-30,000 v1n S1uau 75 au Aniduiesas 18.8 T1eldladesie
Aoudaus 50,001 T UlU S1uau 50 au Andudesas 12.5 s1eldeaereatieusinid
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d1uu 21 au Andudesay 5.3 WniSeuAindne $1uau 15 au Anduieeas 3.8 41519013
Urungy 37U 6 Aau Astdusosay 1.5 uitu 91uiu 5 au Andusesas 1.3 wiineu
WNINYIaY U 4 au Anldudoas 1.0 theasns 91wau 1 au Aadudesaz 0.3 1199
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