YamsAuATIBEsE  ANUAUTUSTENINANAIMNITUINSAUANUANAYR LTINS USEM aeunanis
2nEMNTIL 110 JmiInTres

{398 ugduns) winves Yy uimsgsiaumdndin a1913vusmssia anninendesusgsuys
9191387USNW A3 8057 HlSamas Un1sAinwn 2565 91w 85 il

UNANED

v
Aav Aao

mia%ummqﬂizmﬁtﬁa 1) ﬁmsnizé’uqmmwmiﬁmwaqﬁﬁw #YIUNANTREINNTIY 1A

=2 1Y o

Jainseees 2) Anwisvauanuinfvedliusmaustn agnunanisanavingsy Iin Jminszees way 3)
AnwianuduiusseninuInnsuinsivauinAveliuIn1susey agiunanisgranssy 911n
finszeos nquitogailldlunisfine Tdun fumisniulduinsiideviouhsanesafiuazqunanl
ATIAUAIATUINRTINERTIAUUTENT 117U 290 AU AvuavuIanguileg1laeldansAtuIuves Taro
Yamane uagl#38nsdusosnslngldanutnaziu (Probability sampling) warldnisduiies smuutugf
(Stratified sampling) w3asdlefldlumsideduuuuasuay aﬁﬁﬁi%’imiwﬁﬁﬁay‘a 6w Aaenud ansesas
Anade mdudonuunnigiu waevaaeuaunfigiunidelnenisinseiad A TalU s A anduiug
WUULESE (Pearson’s correlation) Seduiladndeymeadnissau, 05

HANTANINUTY ANAINNITUINITVOIUITEN agrunanisanamnssy 91in Jminszees lu
ansfiannimnisuinag eglussdunniign lnsfuiifienladogaanie sunisdilauas $ingné
s99RuND  FunnsmavaYsIgnAn duawtndeiie funstiannudiulaungndn wazduaiandy
JUsTTNVRINITUINNT dauanudnivesliuinisuien deunanisanaivnssy 1in Swmiassees wuh
Tunmsawfiauind egluszdusnniian lnesuditidaadegeanfe sunginssunisiedou sesaunie
Frumnuddlatio Funginssunisusnie laedumuseulviione santsndeUANNAgIY WU
ANAINAITUTNITVOIUTEN ag1unan1sgnamnssy 91in Jamdnszees yndu dauduiusidauinds
AuAnAveslduInIg uSEn agnunanisanaIvnssy 31in Jandaszees lagluawsiunudn 4
mnuduiudiBauineglussdulaunans lassunislianusiulauigndn fnnuduiudgean sesasnde
mudugUsssuvesnisuinng mnudedie msnouaussgndn uaznisidilauaziingndn

AEAY ANNIUINT ANUANFARLTUINS USEW aenunan1senaInnssy e dminssees

A

ANHDUDUNENE oo

A

AETDTDDIDITINUTATY oo



Independent study title: Relationship between Service Quality and Customer Loyalty of Siam
Motors Industries Co., Ltd., Rayong Province
Researcher: Mr.Chantra Namthong. Degree: Master of Business Administration Dhonburi Rajabhat

University. Independent study advisor: Dr.Sittichai Farlangthong. Academic year: 2022.
85 pp.

Abstract

The objectives of this research were to: 1) study the level of service quality of Siam
Motors Industries Co., Ltd., Rayong province, 2) study the level of customer loyalty of Siam Motors
Industries Co., Ltd., Rayong province, and 3) study the relationship between service quality and
customer loyalty of the company. The sample size was determined by Taro Yamane's formula,
using probability and stratified sampling, and consisted of 290 representatives of companies who
regularly used the services to purchase or rent forklifts and one-stop warehousé equipment
directly with the company. The research instrument was a questionnaire. The-statistics used for
data analysis were frequency, percentage, mean, standard deviation, ‘and hypothesis testing by
Pearson's product-moment correlation coefficient at the statistical significance level of .05.

The results revealed that Siam Motors Industries Co., Ltd:; Rayong province, had overall
the highest level of service quality. The aspect with.the, highest mean was understanding and
knowing the customers, followed by the aspects ofiresponsiveness, reliability, reassurance, and
tangible service respectively. Overall, Siam Motors Industries Co., Ltd., Rayong province, had the
highest level of customer loyalty. The aspect of complaint behavior had the highest mean,
followed respectively by purchase intention, word-of-mouth behavior, and price sensitivity. The
results of hypothesis testing indicated a positive relationship between the company’s service
quality and its customers’.loyalty. Overall, there was a moderately positive correlation between
the company’s service ‘quality. and customer loyalty. The reassurance aspect had highest correlation,
followed by tangibles, reliability, responsiveness, and understanding and knowing its customers

respectively.
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