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Abstract

The purposes of this research were 1) to study service quality and customer
loyalty, 2) to compare customer loyalty of users, classified by personal factors,
and 3) to explore service quality affecting customer loyalty in Teddy House Thailand,
Central World.

The population of this research was 5,327 members of Teddy House
Thailand shop. The sample size was calculated using Krejcie and Morgan’s formula.
The sample size was 357 members. The convenience sampling was applied for data
collection. A questionnaire was used as a research instrument. Data were analyzed
using statistics, including frequency, percentage, mean, standard deviation and multiple
regression analysis.

The results of this research indicated that 1) overall service quality of
Teddy House Thailand, Central World was at the high level. The service quality
dimension with the highest mean was tangibility (X =4.16). Overall customer loyalty
was at the high level. When individual aspects were considered, an aspect with the
highest mean was expressive behavior (X =4.16). 2) When customer loyalty was
compared based on personal factors, it was found that the samples with different
gender, age, marital status, service rate, and service period had different customer
loyalty with a statistical significance level of 0.05 and 3). Service quality dimensions
affecting customer loyalty were tangibility ( X =4.16), reliability (X =4.09), responsiveness
(X =4.04), assurance ( X=4.09), and empathy ( X = 4.13). All five dimensions of
service quality could predict customer loyalty in Teddy House Thailand, Central World.

Keywords: Service Quality, Customer Loyalty, Teddy House Thailand Central World Branch
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3. mi%ﬂé‘l (Cognitive Aspect)
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