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Independent Study title: Service Quality Affecting Customer Loyalty of Bank of Ayudhya
Public Company Limited at Ocean Chumphon Branch
Author: Miss Apaporn Niyomtum; ID: 2573001795; Degree: Master of Business Administration;

Independent Study adviser: Sritana Boonyasait, Associate Professor; Academic year: 2016

Abstract

This objectives of this study were: (1) to study customer loyalty level of Bank of
Ayudhya Public Company Limited at Ocean Chumphon Branch; (2) to study service quality level
of Bank of Ayudhya Public Company Limited at Ocean Chumphon Branch; (3) to compare
customer loyalty by personal factors; and (4) to study service quality affecting customer loyalty of
Bank of Ayudhya Public Company Limited at Ocean Chumphon Branch.

This study was a surrey research. The population was 3,558 customers who had fixed
deposit accounts of Bank of Ayudhya Public Company Limited at Ocean Chumphon Branch and
the sample size was 360 customers. The study instrument was a questionnaire. Data analysis
included frequency, percentage, mean, standard deviation, t-test, one-way ANOVA, least
significant difference test and multiple regression analysis.

The results of this study were as follows: (1) Customer loyalty of Bank of Ayudhya
Public Company Limited at Ocean Chumphon Branch was at the highest level in overall and each
aspect. (2) Service quality of Bank of Ayudhya Public Company Limited at Ocean Chumphon
Branch was at the highest level in overall and each aspect. (3) Customers with different gender,
age, status, education level, occupation and monthly income had different loyalty at 0.05
statistically significant level. (4) Service quality affecting customer loyalty of Bank of Ayudhya
Public Company Limited at Ocean Chumphon Branch consisted of aspects of assurance, tangibility

and empathy which predicted customer loyalty at 84% with statistically significance at 0.05 level.

Keywords: Service quality, Customer loyalty, Bank of Ayudhya Public Company Limited
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