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Abstract

The objectives of this research were; 1) to study the extent of service quality
of Siam Motors Industries Co., Ltd., Rayong Province 2) to study the extent of customer
loyalty and 3) to study the relationship between service quality and customer loyalty.
The sample consisted of 290 company representatives who regularly use the
company's services to purchase or rent forklifts and one-stop warehouse equipment.
The research instrument was the questionnaire. The statistics analyses were frequency,
percentage, mean, standard deviation, and Pearson's product- moment correlation
coefficient at the statistical significance level of 0.05.The results revealed that the
overall service quality of Siam Motors Industries Co., Ltd., Rayong Province was the
highest. Understanding and knowing the customer was the highest followed by
responsiveness, reliability, assurance, and tangibles, respectively. The overall customer
loyalty of Siam Motors Industries Co., Ltd., Rayong Province was the highest. Complaint
behavior was the highest followed by purchase intention, word- of-mouth behavior,
and price sensitivity. The results of hypothesis testing indicated that there was a
positive relationship between the service quality and customer loyalty. Overall, there
was a moderate positive correlation between service quality and customer loyalty.
The assurance was the highest correlation followed by tangibles, reliability,

responsiveness, and understanding and knowing the customer, respectively.
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