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Service quality and user experience affecting customer loyalty
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ABSTRACT

This research aimed to (1) examine the levels of perceptions toward service
quality, user experience, and customer loyalty, and (2) analyze the influence of service
quality and user experience on customer loyalty among residential high-speed internet
users in Phuket Province. Multiple regression analysis was employed to test the research
hypotheses.

The sample consisted of 400 residential high-speed internet users in Phuket
Province, selected using convenience sampling. A questionnaire was used as the
research instrument, which was validated by experts for content validity and tested for
reliability using Cronbach’s alpha coefficient. Data analysis included descriptive statistics
such as frequency, percentage, mean, and standard deviation, as well as multiple
regression analysis to examine the influence of independent variables on customer loyalty.

The results revealed that respondents had a high level of overall perceptions
toward service quality, user experience, and customer loyalty. The findings from multiple
regression analysis indicated that service quality and user experience significantly
explained customer loyalty. Key service quality factors influencing loyalty included the
modernity of equipment and systems, service reliability, and overall satisfaction with
service quality. Meanwhile, user experience factors significantly affecting customer loyalty
included internet speed matching the subscribed package, convenience in managing
services through digital channels, and system stability.

The findings suggest that customer loyalty toward residential high-speed internet
services in Phuket Province results from the integrated effects of service quality and user
experience. These results can serve as practical guidelines for internet service providers
to improve service performance, enhance user experience, and develop effective

customer retention strategies in a highly competitive market.

Keywords : service quality, user experience, customer loyalty, residential high-speed

internet, Phuket Province
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