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57750128: MAIJOR: BUSINESS ADMINISTRATION FOR EXECUTIVE; M.B.A.
(BUSINESS ADMINISTRATION FOR EXECUTIVE)
KEYWORDS: SERVICE QUALITY/ SATISFACTION ON SERVICE/ BRAND EQUITY/
LOYALTY
WARARAT PORNYING: MODEL OF LOYALTY ON DECISION TO USE
SERVICE OF CUSTOMERS OF TOYOTA TSUSHO FORKLIFT (THAILAND) CO., LTD.

ADVISOR: NUCHAREE PAKASAT, Ph.D., 104 P. 2016.

The present study examines the effect of loyalty on decision to use service of
customers of Toyota Tsusho Forklift (Thailand) Co., Ltd. The study aims to examine 1) the effect
of service quality on loyalty, 2) the effect of satisfaction on loyalty, and 3) the effect of brand
equity on loyalty. The reseacher collected data from 400 customers in Thailand. The statistics
used to analyze data included percentage, mean, standard deviation, One-way ANOVA, F-test,
and t-test. The hypothesis testing was confirmed with multiple linear regression analysis.

The findings showed that all respondents were in the companies where folklitfs were
used. The hypothesis testing results revealed that

1. The factors of service quality which affected the loyalty were reliabitliy of
products and serivicing.

2. The factors of satisfaction which affected the loyalty were product development
and process.

3. The factors of brand equity which affected the loyalty was were reliabitliy of

products.
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Unstandardized Standardized Collinearity
coefficients coefficients
Model
B Std. Beta t Sig.  Tolerance VIF
error
(Constant) 2.060 0.173 11.937*  0.000
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