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Service quality affecting customer loyalty in mobile phone shops

: A case study of Jongjaroen Intergroup Co., Ltd.
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ABSTRACT

This research aimed to study the impact of service quality on customer loyalty at
mobile phone shops, specifically at Chong Charoen Intergroup Co., Ltd. Data was collected
from a sample of 400 individuals. Content validity and reliability were tested using a revised
questionnaire administered as a trial out to a 30-person non-sample population, achieving a
reliability coefficient of 1.00. Descriptive statistics (frequency, percentage, mean, and

standard deviation) and inferential statistics (T-test, one-way ANOVA, LSD pairwise



comparison, and multiple regression analysis) were used. The results showed that: 1) The
overall impact of service quality on customer loyalty at the mobile phone shop level was

high; and 2) Overall customer loyalty at the mobile phone shop level was also high.
Keywords: Customer service, Loyalty
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