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ABSTRACT

The objectives of this research were 1) to study the levels of service quality
and brand loyalty of the PT petrol stations in Phra Nakhon Si Ayutthaya Province; 2) to
compare the level of brand loyalty to the PT petrol stations in Phra Nakhon Si Ayutthaya
Province categorized by personal factors, and 3) to study the relationship between the
service quality and the brand loyalty of the PT petrol station in Phra Nakhon Si
Ayutthaya Province. The sample group consisted of PT petrol station customers in Phra
Nakhon Si Ayutthaya Province. The researcher used W.G. Cochran’s formula to calculate the
sample size which was set at 385 people, and used a questionnaire as the research
instrument. The statistical functions used for data analysis were percentage, mean and
standard deviation. The statistical functions used for hypothesis testing were t-test,
One-way Anova and Least Significant Difference (LSD) with a statistical significance of
0.05, and Pearson’s correlation.

The research findings were as follows:

1) Most respondents were men aged 31-40 years old, holding a bachelor's
degree, with a monthly income of 25,001-35,000 baht and'working as employees in private
companies. The level of service quality of the PT petrol stations in Phra Nakhon Si
Ayutthaya Province was high overall. When considering each aspect's mean ordered
from the highest to the lowest, it was revealed that empathy, reliability, tangibles,
assurance and responsiveness were all at high levels. The level of brand loyalty to the
PT petrol stations in Phra Nakhon Si Ayutthaya Province was high overall. When
considering each aspect's mean ordered from the highest to the lowest, it was revealed
that demonstrating immunity to the pull of the competition was at the highest level,
while referring others, purchase across product and service lines and regular repeat
purchases were all at high levels.

2) The level of brand loyalty to the PT petrol stations in Phra Nakhon Si
Ayutthaya Province differed according to personal factors. Customers with different

levels of education and monthly incomes had different levels of brand loyalty to the



PT petrol stations in Phra Nakhon Si Ayutthaya Province overall. The personal factors
gender, age, marital status and occupation did not produce any significant differences
in the levels of brand loyalty to the PT petrol stations in Phra Nakhon Si Ayutthaya
Province, at the statistical significance level of 0.05.

3) The overall relationship between the service quality and the brand loyalty
of the PT petrol stations in Phra Nakhon Si Ayutthaya Province was highly positive.
When considering each aspect, tangibles, reliability, responsiveness and assurance
were all found to have a positive relationship at a high level, whereas empathy was
found to have a positive relationship at the highest level, at the statistical significance
level of 0.05.
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