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ABSTRACT

This research aims to study the influence of service quality on the loyalty of bakeries
and pastries delivery service users of private transport companies in Thailand. This research
used a sample of 400 people. Ten service users and five entrepreneurs were interviewed. The
research instrument consisted of a questionnaire and an interview form. The instrument was
validated by three experts. Regarding reliability, the questionnaire was checked by using a
Cronbach’s alpha coefficient, with a result of 0.98. The content analysis was used to analyze
the qualitative data. In terms of the quantitative data, the correlation coefficient analysis and
the multiple regression analysis were deployed. The research result revealed that: 1) there
was a positive relationship between the quality of private transportation services in Thailand
for delivering bakery and pastry products and the loyalty of service users, and 2) regarding the
quality of private transportation services in Thailand for delivering bakery and pastry products,
responsiveness had the most influence on service users’ loyalty, followed by tangibility and
assurance.
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fAIILUY t p-value VIF
Std.
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318YAAA
msmauauawiapﬂ%’u%maﬁ 0.43*  0.05 0.46™* 8.05** 0.00** 3.27
50157

MU0 *11e8a p-value<0.01, *nngis p-value<0.05
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