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Abstract

esearch Title Servic i
Rese eTvice Qhahty that Influences Customer Loyalty of Thai Lion Air
Eesenrcher 2 Mr. Cedre Tong Ecoffey
Degree : Master of Business Administranon
Maijor General Manapement

Aduisor ' %
............... s sl g

The purpose of this rescarch aims for: (1) study provide service qmﬁtygfwlsm_ﬂir.
and (2) study customer loyalty for using service with Thai Lion Air. The research was conducted
by representative sample around 400 persons. Data were collected ki st R
percentage. mean. standard deviation, One-way Anova: f-test and Pearson Correlation for
hypothesis tesing.

The finding research was: majority of answerers are female average age between 21-29
years old, marital status is single. who has completed their education in Bachelor Degree, they
carcer are an employee in private company and average income 20,001-40,000 per month.
(therwise, in provide service quality opinion of Thai Lion Air show thau (1) reliability,
{2} reaction, (3} surencss, {(4) comprehension, and {5) image. In addition to customer loyalty opinion

of Thai Lion Air says that; (1) sensitivity for price factors, (2) word of mouth, (3) intent to purchase,

and {4) complaint.

I'he hypothesis testing found that: provide service quality of Thai Lion Air i image,
teliability. reaction. surcness and comprehension had influence for customer loyalty of Thai Lion
Air in the leve! of statistical significance .03.
< on scrvice quality with Thai Lion Air in flight

Majority of customer had opinion les
Lion Air should be has fraining service program for staff to

attendant courteous. Therefore That



uaderstand and provide the cosrect Service, F‘unmm;p cusiomer loyalty apinion with Thai Lion

Aur lessn complaint, so Aidine should e “xpand contact information to customer for suggestion

abont service and Airiine would be gey the information 1g develop serviee ns well,
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