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ABSTRACT

The purposes of this study were to investigate 1) level of satisfaction on service quality; 2) customer
loyalty to the service; 3) relationship between satisfaction on service quality and customer loyalty at Toyota
Chairatchakarn Limited, The findings revealed that most respondents were male, 31-40 years old, employed at a
private company, having a monthly income of above 16,001 baht, using services about 2-4 times. The respondents
were satisfied with overall service quality at a high level. When inspecting among individual aspects, it was found
that the aspect of image was at a high level, followed by dependability and assurance to customers; 2) overall loyalty
toward service image was at a high level, followed by dependability and assurance to customers; 2) overall loyalty
toward service quality was at a high level. When inspecting among individual aspects, it was found that the aspect of
using services was at a high level, followed by word-of-mouth reference, and pricing sensitivity, significantly at .05
level; 3) satisfaction on overall service quality moderately related to customer loyalty at Toyota Chairatchakarn

Service Center, significantly at .05 level
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