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ABSTRACT

This research article aimed to 1) examine service quality, brand image, and customer
loyalty, 2) to compare brand image and customer loyalty classified by personal factors,
and 3) to investigate the effect of service quality on brand image and customer loyalty. This
study was a quantitative research design. The conceptual framework was developed based
on the concepts of hotel brand image, service quality theory, customer loyalty theory,
and demographic characteristics. The sample consisted of 400 customers who had previously
used hotel services. The sample size was determined using the Krejcie and Morgan method.
The questionnaire was used as the instrument. The data were analyzed using descriptive
statistics, including frequency, percentage, mean, and standard deviation, as well as inferential
statistics, including t-test, One-Way ANOVA, and multiple regression analysis. The results
revealed that 1) personal factors, including age, education level, occupation, and hotel
expenditure per night, significantly influenced customers’ attitudes toward hotel brand image
at a statistically significant level, 2) differences in personal factors, namely age, education
level, and occupation, resulted in significantly different levels of customer loyalty,
and 3) service quality in terms of tangibles and responsiveness significantly affected hotel
brand image from the customers’ perspective, while service quality in terms of tangibles,
responsiveness, and empathy significantly influenced customer loyalty at a statistically

significant level.
Keywords: Service quality, Corporate image, Customer loyalty
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918 F - test 0.002* HGRY
FEAUNITANY F - test 0.010* IRERLY
Felel F - test 0.391 Ufjes
TN F - test 0.034* 8o35U
AlgTglunsldusnislsausy F - test 0.006* BOUSU
Iuauiulunsiinlsssy F - test 0.098 Ufjvas
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M13199 2 Mylaseitifediuyanaiuanssiudwaliiauing

.. aantidly  Andeddny NANSNAEBUY
2 INIF R -
n1mAgaY ANNAFIY

LW F - test 0.509 WAGH
21 F - test 0.013* RHGY
FEAUNITANY F - test 0.002* gou5u
selel F - test 0.359 Ufjas
91T F - test 0.050* gy
Altaglunsldusnislsusy F - test 0.078 Ufjas
Juauiulunisiinlssy F - test 0.409 Ufjvas
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NaadansEau 0.05
auuRgIun 3 aanlviusnisdeasian nanual

M19199 3 NTIATIENNTOANRENYAMYBIAMNIAUINTAINasaNNENYaIveIgNA

AN liU3NTS b Std. Error  Beta (B) t Sig.
Al 0.425 0.102 4.159 0.000*
Frudsisudedld X, 0.592 0.068 0.59 8.729 0.000*
Frumutdede X, -0.059 0.094 -0.060 -0.633 0.527
AUNITADUAUDY X, 0.226 0.087 0.230 2.589 0.010*
frueusiule X, 0.213 0.113 0.219 1.884 0.060
guanuelald X, -0.064 0.083 -0.067 -0.771 0.441

R=0.902, R’=0.814, R’Adj = 0.812

N9 3 wanTiATEEsseasaesutsmslEnuld fevas 812 Tasnud
sudsiTudesls uazdunsmevaussdstasenmdnuaivesgnAegailtudAymneaiai sy
0.05 Inesudsidudeslidmadenndnuaivesgnanniign (b Wiy 0.592) wagfunsmeuaLes
(b wiriu 0.226) sagulirirmauninliusnsdamadenmdnualvesgnailasunisatvayuy a1nse

afraaunisldaad Y = 0.425 + 0592 (X,) - -0.059 (X,) + 0.226 (X5) 0.213 (X,) - -0.064 (Xs)
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Aaunwliu3INIg b Std. Error  Beta (B) t Sig.
Al 0.379 0.077 4.937 0.000
Fudeisudold X, 0.300 0.051 0.311 5.881 0.000*
Frupuindeie X, 0.031 0.070 0.033 0.442 0.659
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fueusivla X, 0.119 0.085 0.126 1.399 0.163
puaulald Xs 0.337 0.063 0.363 5.373 0.000*

R=0.943, R’= 0.889, R’Adj = 0.887

* fiddAyneananseeu 0.05
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