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ABSTRACT

The objective of this independent research is to (1) study the service quality and customer
loyalty, (2) compare the customer loyalty according to different personal factors, and (3) study the
influence of service quality on customer loyalty : a case study of ACE Medical Clinic.
The independent variables were 6 personal factors including gender, age, status, education level,
occupation, and monthly income, and service quality of 5 aspects according to the concept of
Parasuraman, A., & et al. (1988) consisted of tangible, reliability, responsiveness, assurance, and
empathy, while the dependent variables were customer loyalty of 2 aspects according to the concept
of Johnson, M. D., & et al. (2006) consisting of attitudinal and behavioral. Data were collected from
a sample of 400 ACE Clinic Medical service users aged 20 years and over through a questionnaire
that was designed in accordance with the objectives. Data were analyzed by the descriptive statistics
such as frequency, percentage, mean, and standard deviation, while the inferential statistics such as
t-Test, one-way ANOVA, and multiple regression analysis. The study found that (1) the overall
service quality of ACE Medical Clinic was at a very highest level, with a mean of 4.37 (S.D.=0.29),
and overall customer loyalty at ACE Medical Clinic was at a very highest level, with a mean of
4.35(S.D.=0.29), (2) customer loyalty was not different according to personal factors of Ace Clinic
Medical service users at a statistically significant level of 0.05 and (3) service quality significantly
influenced customer loyalty for ACE Medical Clinic service users was 36.15 percent at

a statistically significant level of 0.01.
Keywords : Service Quality, Customer Loyalty
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