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ABSTRACT

The objective of this research was to Service Quality Affecting Consumers
Loyalty of Parcel Delivery Service for Flash Express Co., Ltd. in Trang Province. A
sample of 400 people. Descriptive statistics are frequency, percentage, mean, and
standard deviation. and inferential statistics are T-Test and one-way analysis of
variance, using the LSD method when finding a statistically significant difference of 0.05
and multiple regression analysis. The results of the study found that (1) service quality
is at a good service level with an average of 3.98 (2) loyalty in using the parcel delivery
service of Flash Express Co., Ltd. is very loyal with an average of 3.84 (3) Different
aged, Education and incomes have different loyalties in using the parcel delivery service
of Flash Express Co., Ltd. (4) Tangible, Responsiveness, Assurance and Empathy
affect loyalty in using the parcel delivery service of Flash Express Co., Ltd. of
consumers in Trang Province because Service Quality is recognized by the continuous
experience of service. and have realized that this is good service quality until it makes
the consumer impressed and there is maximum satisfaction in receiving the service,

which leads to loyalty in using the parcel delivery service of Flash Express Co., Ltd.

Keywords : Service Quality, Loyalty, Flash Express Co., Ltd.
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