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Independent Study Title Service Quality Affecting Customer Loyalty of Inspection Service
for Gas Leak Detection and Alarm Devices in the Automotive
Industry: A Case Study of M2P Technology Co., Ltd.

Name - Surname Mr. Pramoul Meeyod

Major Subject Business Engineering Management

Independent Study Advisor Miss Duangporn Puttawong, Ph.D.

Academic Year 2018

ABSTRACT

This research aimed to (1) examine the level of service quality and customer loyalty,
(2) investigate the difference of personal factors affecting customer loyalty, and (3) study the influence
of service quality on customer loyalty.

The sample was 210 customers in engineering positions in the automotive industry who
used the inspection service of gas leak detection and warning devices with M2P Technology Co., Ltd.
They were selected from twenty companies through purposive sampling and stratified sampling
divided proportionally. A questionnaire was used to collect data. The data were analyzed using
percentage, mean, standard deviation, Pearson correlation coefficient, and multiple regression
Analysis at the statistical significance of .05.

The results showed that the service quality in 5 areas: 1) Assurance 2) Reliability 3) Empathy
4) Tangibles and 5) Responsiveness, were evaluated as at high level in descending order. The customer
loyalty in 2 areas: 1) Attitude and 2) Behavior, were evaluated as at high level in descending order.
The hypothesis testing revealed that (1) the personal differences of gender, age, marital status,
education level, and positions did not affect the loyalty of customers using the service of gas leak
detection and warning devices inspection; except the work experience and (2) service quality in

empathy, assurance, and tangibles affected the customer loyalty.

Keywords: service quality, customer loyalty, gas leak detection and warning devices
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