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Service quality affects brand image and customer loyalty
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Abstract

This research aimed to (1) study service quality, corporate image, and customer loyalty;
(2) compare perceptions of image and loyalty based on personal factors; and (3) examine the
influence of service quality on corporate image and customer loyalty. The sample group consisted
of 400 individuals who had previously used hotel services. Data were collected using
questionnaires and analyzed using both descriptive and inferential statistics.

The results revealed that: (1) personal factors such as age, education level, occupation,

and spending per night significantly influenced customer perceptions of hotel image at the 0.05



level; (2) age, education level, and occupation also significantly affected customer loyalty at the
0.05 level; and (3) tangible aspects and responsiveness of service quality significantly influenced
the hotel's image, while tangibles, responsiveness, and empathy significantly affected customer

loyalty, all at the 0.05 level.
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