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Service Quality Affecting Customer Loyalty of Hotel Guests in Songkhla
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ABSTRACT

This research entitled Service Quality Affecting Customer Loyalty of a Hotel in
Songkhla Province aimed to (1) examine the level of service quality and customer loyalty,
(2) compare customer loyalty based on personal factors, and (3) investigate the influence

of service quality on customer loyalty. The sample consisted of 400 respondents,



determined using Cochran’s formula at a 95% confidence level. Data were collected
through a five-point Likert scale questionnaire. 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 significance level was set at 0.05. The findings revealed that the overall level of
service quality was at the highest level (f= 4.75), with assurance receiving the highest
mean score, followed by reliability and responsiveness. Overall customer loyalty was also
at the highest level (f = 4.73), with cognitive loyalty showing the highest mean score.
The hypothesis testing indicated that education level, monthly income, and occupation
significantly affected customer loyalty, whereas gender and age did not show significant
differences. Furthermore, service quality had a positive and statistically significant
influence on customer loyalty. The results suggest that enhancing overall service quality,
particularly assurance, reliability, and responsiveness, can strengthen customer
attachment, repurchase intention, and positive word-of-mouth, leading to competitive

advantage and long-term sustainability in the hotel business.
Keywords: Service Quality, Customer Loyalty, Hotel, Songkhla Province
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