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ABSTRACT

This study aimed (1) to investigate the level of service quality at Sujaree Farm using
the SERVQUAL framework—comprising Tangibles, Reliability, Responsiveness, Empathy,
and Assurance—and (2) to analyze the influence of these Service-quality dimensions on
customer loyalty. The study employed a quantitative approach, collecting data from 402 actual
customers using a validated questionnaire. The data were analyzed using descriptive

statistics and multiple regression analysis to obtain comprehensive insights.

The findings revealed that most respondents purchased in person, followed by
delegated purchases and delivery services. Most customers lived near the store and visited
2-3 times per week, indicating a strong base of regular customers. Overall service quality
was rated at a very high level (Mean = 4.62), with Tangibles and Assurance receiving the
highest scores. Customer loyalty was also high (Mean = 4.59), suggesting a strong intention

to repurchase and recommend the store.

Multiple regression analysis showed that the five service-quality dimensions
collectively explained 65.90% of the variance in customer loyalty (R* = .659, p < .001).
Significant predictors included Empathy (B = .325), Tangibles (B = .221), and
Responsiveness (B = .172). These results highlight the importance of attentive, reliable, and

effective customer service in strengthening long-term loyalty.

Keywords : Service Quality; SERVQUAL; Customer Loyalty; Consumer Behavior; Animal

Feed Retail Store; Multiple Regression Analysis
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