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Service quality that affects brand loyalty

of the dental clinic ND dental home
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ABSTRACT

The objectives of this research are (1) to study the personal factors of customers from the dental
clinic, ND dental home, (2) to study the quality of service that customers receive from ND dental home,
(3) to study the brand loyalty of the dental clinic's customers, (4) to compare the decision of the dental
clinic's customers classified by personal factors when they receive the service, and (5) to study the quality
of the service that affects the brand loyalty of the dental clinic's customers by using a questionnaire as a
tool to collect data from 400 of the dental clinic’s customers, the sample group. The statistics used in the

data analysis include t-test, One-Way ANOVA, and Multiple Regression Analysis.

The results show that (1) most of the customers are single females aging between 36 - 45 years
old. Most of them are also officers with a bachelor's degree or equivalent and have salaries between
20,000 and 30,000 baht. (2) there is a high level of staff service quality for the benefit of the dental clinic’s
customers. (3) The brand loyalty of the dental clinic's customers is at a good level. (4) Individual factors
including gender, age, education level, career, salary, and marital status will have the same effective
correlation value with statistical significance at 0.05 level. (5) The quality of service including (1) concrete
service (2) credibility and trust (3) customer responses (4) confidence and (5) empathy had a statistically

significant effect on brand loyalty at 0.05 level.

Keywords: quality of service, brand loyalty
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