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Quality of Service Affects the Loyalty of Public Motorcycle Service Users
in Bangkok
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Abstract

This study research on service quality that affects the loyalty of public motorcycle
users. In Bangkok which has the following objectives, 1) to study the opinions about the
quality of service of public motorcycles in Bangkok, 2) to study the opinions about the
loyalty of the users of public motorbikes In Bangkok, 3) to study the service quality that
affects the loyalty of the users of public motorcycle service In Bangkok. Is a quantitative
research. Data were collected by using 400 questionnaires. Hypothesis testing about service
quality that affects the loyalty of public motorcycle users. With multiple regression analysis,
the quality of service affects the loyalty of public motorcycle users with statistical
significance at the level of 0.05, with R square = 0.543, meaning service quality in all 3 areas.
Could explain 54.3 of the variances in the loyalty of public motorcycle users. When
considering each aspect found that. Side of results the highest explanatory ability was Beta = 0.402,
followed by the physical environment with Beta = 0.383 and the interaction with Beta = 0.056
respectively. From each side of the tests, it was found that. In the aspect of interaction, the
P-Value =0.198 is greater than the significance level of 0.05, meaning that the interaction.
Unable to explain the loyalty of public motorcycle users. For the physical environment and
the result, the P-Value =0.000 is less than the significance level of 0.05 which means the
physical environment and the result. Able to explain the loyalty of public motorcycle users
with statistical significance at the level of 0.05. Service quality and loyalty of public

motorcycle users in Bangkok in general, the average value is at a medium level, when
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considering in each aspect, it is found that the result is at the average level, followed by the
physical environment. Have a mean at a medium level and the interaction Have a low
average respectively. Loyalty of public motorcycle users in Bangkok in the overall, it was
found that the average was at a high level. When considering in each aspect, it was found
that the preference was in the highest level, followed by reuse behavior engagement and

word of mouth with a low level of average respectively.
Keywords: Quality of service, Loyalty
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