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ABSTRACT

This research aimed to examine the service quality factors and customer
loyalty levels in using Supersports stores’ services, and to investigate the relationship
between service quality factors and customer loyalty among consumers in using
Supersports stores’ services. The quantitative approach was employed in this research.
Moreover, the questionnaire was used as a data collection tool with the reliability
value of .978. The reliability values were separated by each dimension as follows: the
service quality had a reliability value of .981 and the customer loyalty had a reliability
value of .974 The research sample consisted of 400 Bangkok residents with prior
purchasing experience at Supersports stores. A multiple-stage sampling method was
employed to select the research sample. The data were analyzed by statistical
methods, which included mean, standard deviation, and Pearson's product-moment
correlation analysis.

The results showed that the service quality factors of the Supersports stores
score were at a high level with a mean score of 3.56 (5.D.=.861), and the customer
loyalty levels among consumers in using Supersports stores’ services in Bangkok were
also at a high level with a mean score of 3.62 (S.D.=.652) Moreover, after analyzing
Pearson's product-moment correlation, it was found that the service quality factors
had a significant positive correlation with customer loyalty among consumers who had
used the services of Supersports stores in Bangkok at a statistical significance level
of .05.

Keywords: Service / Service quality / Customer loyalty / Supersports Shop
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