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ABSTRACT

The independent study was aimed to study service quality effect to brand loyalty
of customer, AMS International Company Limited and to compare the opinion’ s level of
service quality of customer who bought the products from this company. The service
quality composed of tangibles, reliability, responsiveness, assurance, and empathy. There
are cluster sampling and accidental sampling which choose a sample from customer who
purchased at that time. There are instruments for record and analyze data consisted of
345 questionnaires, frequency, percentage, mean, standard deviation, Independent
sample t-test, One-way ANOVA, and Fisher’s Least Significant Difference (LSD).

The study indicated that the most customer were male, 41-59 years old, graduated
with Bachelor's degree, working in other position (as marketing, commerce, owner
business, sales, sales assistant, delivery staff, engineer, and general public) and income
rate 15,000-25,000 Baht.

The opinion of service quality of customer indicated that the responsiveness in
overall at the highest level. Then the opinion of loyalty of customer indicated that the
share of wallet in overall at the highest level.

The hypothesis testing was tangibles and assurance fitness with loyalty of customer, AMS
International Company Limited but reliability, responsiveness and empathy were not

fitness with loyalty of customer.

Keywords: service quality, brand loyalty, and customer
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