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Independent Study Title The Relationship between Perceptions of Service Quality and

Customer Loyalty of Sirindhorn Science Home

Name-Surname Miss Thanita Kongchum
Major Subject General Management
Independent Study Advisor Miss Nopphawan Photphisutthiphong, Ph.D.
Academic Year 2014
ABSTRACT

This independent study aimed to determine the relationship between perceptions of
service quality and loyalty of the customers of Sirindhorn Science Home. The data were collected
from 400 questionnaires. The statistics used for data analysis were frequency, percentage, mean,
standard deviation, Independent Samples t-test, One-Way ANOVA, as well as LSD and Pearson
product - moment correlation at the significance level of 0.05.

The results showed that most of the respondents were male aged 31-40 years, with
monthly income of 15,001-20,000 baht, mostly workers or employees in private organizations.
They had staying period of 1-3 days at Sirindhorn Science Home and the purposes of staying were
related to works or training. The overall perception of service quality of Sirindhorn Science Home
was at a high level. The perception of service quality in terms of assurance was the highest among
the five dimensions of service quality.

The hypothesis testing showed that gender, age, income, occupation, staying period, and
the purposes of staying did not affect the loyalty of customers of Sirindhorn Science Home.
Further, the perception of service quality in terms of reliability was positively correlated to the
customer loyalty in terms of mind. The perception of service quality in terms of assurance was
positively correlated to the customer loyalty in terms of words of mouth communications.

Keywords: relationship, service quality, loyalty, Sirindhorn Science Home
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a 4 1 { 1
Wﬂﬂ”li'JLﬂiW%‘Vi‘Vﬂﬂ11,11?1EJ(Frequency)elgljﬂleﬂﬁ’Juuﬂﬂﬂ

Frequencies
Statistics
ngilszas
szoznai | Slunsd
1wl 01 51018 GREY 9N Wn
N Valid 400 400 400 400 400 400
Missing 23 23 23 23 23 23
Frequency Table
LA
Valid
Frequency Percent Percent Cumulative Percent
Valid N 186 44.0 46.5 46.5
PIY 214 50.6 53.5 100.0
Total 400 94.6 100.0
91¢
Valid
Frequency Percent Percent Cumulative Percent
Valid 21-30 179 423 44.8 44.8
31-40 177 41.8 443 89.0
41-50 31 7.3 7.8 96.8
5140l 13 3.1 33 100.0
Total 400 94.6 100.0
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swela

Valid
Frequency Percent Percent Cumulative Percent
Valid 1091 15000 36 8.5 9.0 9.0
15001-20000 305 72.1 76.3 85.3
20001-35000 55 13.0 13.8 99.0
35001-60000 4 9 1.0 100.0
Total 400 94.6 100.0
91T N
Valid
Frequency Percent Percent Cumulative Percent
Valid 131915/ 150 355 37.5 37.5
S RRLRVBD
anangy/ 223 52.7 55.8 93.3
GERI
BNYU
EREEVERD 23 5.4 5.8 99.0
qIUAD
é’uq 4 9 1.0 100.0
Total 400 94.6 100.0
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sTazNMAINND
Valid
Frequency Percent Percent Cumulative Percent
Valid 1-3 199 47.0 49.8 49.8
4-7 3 188 44.4 47.0 96.8
st 1 dlaniay 8 1.9 2.0 98.8
Tualsite 4
o
4 §aniaulal 5 1.2 1.3 100.0
Total 400 94.6 100.0
Yagilszasalumsidniin
Valid
Frequency Percent Percent Cumulative Percent
Valid  @0a1gse 24 5.7 6.0 6.0
Winwil
WNNHBUNY 40 9.5 10.0 16.0
ATOUAT
Wi 28 6.6 7.0 23.0
Hn317 g
1
WININTTU 308 728 77.0 100.0
W30ANOUIY
Total 400 94.6 100.0
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J 1 a 4 1 4 1 4
G]’J’OEJNWﬂﬂﬁ’JLﬂiW%‘ViW”IﬂHﬂaEJ(Mean) uazmmﬁmmummgm (S.D.)

Frequencies
Statistics
T
VULANIU
anundon/ | asm
ANUNUANY | NINTT
VOIUIMIT | WHANUN
Y A
AU QuUANIo
Y a Ja a A 1Y
uInnMmansa | aanedaeals | uuiuez
a = 1 ] g Y
SUFTUANY 195 Tuusenu
= =1 Aa S I o Ia k) Y ~ Y
avo1alsziey | swmesiia | niwda v lvns
~ 9 o v o ¥ A A 9 o
Foudeenanmely | Insann YOIGNAN | UIMIUALADUTY
1 @ 1 9 Y
oz BB Melu aglunenn | od1e1ielala
N Valid 400 400 400 400
Missing 23 23 23 23
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Frequency Table

Y a dan =) = = = Y o
‘IJTI—!’J‘ntﬂﬂTdﬂﬁ’dﬁ‘Hﬁiuﬂ’J1Nﬁ%’ﬂ1mﬁ%:!1JEJTJliﬂﬂﬁﬂﬂﬂﬁﬂmc!u!m&ﬂwuﬂﬂ

Cumulative
Frequency Percent Valid Percent Percent
Valid Taitfiu 24 5.7 6.0 6.0
9 1
AIYDYIN
N
Taiiiing 40 9.5 10.0 16.0
9
f8Y
1Ry 28 6.6 7.0 23.0
FuAe 308 72.8 77.0 100.0
Total 400 94.6 100.0
Missing System 23 5.4
Total 423 100.0

Y o o a Y a A L) ¢ & o d
ﬂ’nN‘Wii’)N/ﬂ’J]N‘ﬂua’Nﬂﬂli’)Q‘Uiﬂh’ﬂ1‘Mmiﬂﬂﬂi’)ﬁfi)ﬂ]i!‘vui’)u!ﬂﬂiluﬂiﬂﬁﬂi"mﬂ18]1‘14

Cumulative
Frequency Percent Valid Percent Percent
. (=}

Valid Taiiving 2 5 5 5
Y
8
Ry 48 11.3 12.0 12.5
HUAIe 104 24.6 26.0 38.5
HUAIe 246 582 61.5 100.0
961911
Total 400 94.6 100.0

Missing System 23 5.4

Total 423 100.0
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¥

= A 'y v A gy v da
‘n@ua‘ﬁsauummz"lumiaﬂumwsmummgnﬂm

D-

14

aglurionn
Valid
Frequency Percent Percent Cumulative Percent
Valid Taitfiu 1 2 3 3
fe
Ry 26 6.1 6.5 6.8
U 62 14.7 15.5 223
Lﬁuﬁlﬁﬂ 311 73.5 77.8 100.0
GEANEN
Total 400 94.6 100.0
Missing System 23 5.4
Total 423 100.0
mthiiimsusmssezdeuSuesalinaeld
Valid
Frequency Percent Percent Cumulative Percent
Valid Taitfiu 6 1.4 1.5 1.5
fe
Y 22 5.2 5.5 7.0
Fude 99 23.4 24.8 31.8
Hiude 273 64.5 68.3 100.0
GIANEUAL)
Total 400 94.6 100.0
Missing System 23 5.4
Total 423 100.0
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% 1 a 4 =1 [ 9
101 aNamIInTIzTeueunnuuanaa Tae e t-test

T-Test
Group Statistics
Std. Std. Error
LNE N Mean | Deviation Mean
13 AN 186 | 4.6900 33251 .02438
WINANA 4y 214 | 46854 | 33979 02323

Independent Samples Test

Levene's Test for

Equality of
Variances t-test for Equality of Means
95% Confidence
Interval of the
Difference
Sig.
(2- Mean Std. Error
F Sig. t df tailed) | Difference | Difference | Lower | Upper
19 Equal .009 .924 137 398 .891 .00461 .03373 | -.06170 | .07091
15nANA variances
assumed
Equal 137 | 392435 .891 .00461 .03367 | -.06160 | .07081
variances
not
assumed
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fedanamsianziifisuisuanuuana1aIagly One-Way ANOVA

Oneway
ANOVA

MIWITNANA

Sum of Mean

Squares df Square Sig.
Between .198 3 .066 .582 .627
Groups
Within 44.851 396 113
Groups
Total 45.049 399
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Post Hoc Tests

Multiple Comparisons

5995NHNA
LSD
95% Confidence Interval
Mean Std. Lower
(D 218 (J) ©1g Difference (I-]) Error Sig. Bound Upper Bound
21-30 31-40 .00358 .03567 .920 -.0666 .0737
41-50 -.08001 .06547 222 -.2087 .0487
2
51 auhl .01676 .09667 .862 -.1733 2068
31-40 21-30 -.00358 .03567 920 -.0737 .0666
41-50 -.08359 .06552 203 -2124 .0452
2
51 auhl .01318 .09671 .892 -.1769 2033
41-50 21-30 .08001 06547 222 -.0487 .2087
31-40 .08359 .06552 203 -.0452 2124
E
51 éuu"hJ .09677 11120 385 -.1218 3154
51 %‘Hul'ﬂ 21-30 -.01676 .09667 .862 -.2068 .1733
31-40 -.01318 .09671 .892 -.2033 .1769
41-50 -.09677 11120 385 -3154 1218
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Oneway

ANOVA

MIWITNANA

Sum of Mean

Squares df Square F Sig.
Between 418 3 139 1.237 296
Groups
Within 44.630 396 113
Groups
Total 45.049 399
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Post Hoc Tests

(%

[ =
NITWINNNA

Multiple Comparisons

LSD
Mean 95% Confidence Interval
Difference
D3 wld ORRE G (12)] Std. Error Sig. Lower Bound Upper Bound
@'iﬁmﬁ 15001- .07999 .05916 177 -.0363 .1963
15000 20000
20001~ 13822 .07197 .056 -.0033 2797
35000
35001- 10185 .17694 .565 -.2460 4497
60000
15001- @%Tﬂ’j? -.07999 .05916 177 -.1963 .0363
20000 15000
20001~ .05822 .04918 237 -.0385 .1549
35000
35001- .02186 .16895 .897 -.3103 .3540
60000
20001- @%Tﬂ'j? -.13822 .07197 .056 -.2797 .0033
35000 15000
15001- -.05822 .04918 237 -.1549 .0385
20000
35001- -.03636 17385 .834 -.3782 .3054
60000
35001- @%Tﬂ’j? -.10185 17694 565 -.4497 .2460
60000 15000
15001- -.02186 .16895 .897 -.3540 3103
20000
20001- .03636 17385 .834 -.3054 3782
35000

98




Oneway

ANOVA

M3WTNANA

Sum of Mean

Squares df Square F Sig.
Between 615 3 205 1.828 141
Groups
Within 44.433 396 112
Groups
Total 45.049 399
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Multiple Comparisons

MININANA
LSD
Mean 95% Confidence Interval
Difference (I-

o 1HN @) 01N )] Std. Error Sig. Lower Bound Upper Bound
dswms/  gni 03467 03537 328 -.0349 1042
sgamne - wilnau

1ONIFU

1U0agIN 16705 07501 027 0196 3145

AU

ﬁu@] 13444 .16970 429 -.1992 4681
gni/ 313/ -.03467 03537 328 -1042 0349
winau 19MNY
1ONYU L%T”U’E‘N‘Igiﬁi] 13238 .07336 .072 -.0118 2766

AU

ﬁu@] .09978 .16898 .555 -.2324 4320
Wwesgine 3w/ -16705" 07501 027 -3145 -.0196
AU T RRLAID)

Qﬂ%}N/ -.13238 .07336 .072 -.2766 0118

Winau

1oYW

ﬁu@] -.03261 18147 .857 -.3894 3241
ﬁluq 31973/ -.13444 16970 429 -.4681 .1992

3gIamNY

Qﬂ%)N/ -.09978 .16898 .555 -4320 2324

wWinau

1ONIFU

1$1vBIFINY 03261 18147 857 -3241 3894

AU
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Oneway

ANOVA

MIWITNANA

Sum of Mean

Squares df Square F Sig.
Between .069 3 .023 203 .895
Groups
Within 44.980 396 114
Groups
Total 45.049 399
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Multiple Comparisons

MISNANA
LSD
@) Mean 95% Confidence Interval
(D szozian izﬂznmﬁ Difference Lower
ﬁ!ﬁlgljiﬁ)ﬂ 1D ()] Std. Error Sig. Bound Upper Bound
1-3 7 4-7 U -01674 03428 626 -.0841 0506
s 1 05507 12153 651 -.1839 2940
Sl
Tua Tsina
4 dlansd
4 §alavian -.05327 15260 727 -3533 2467
Tl
4-7 3 1-3 U 01674 03428 626 -.0506 0841
Faust 1 07181 12166 555 -1674 3110
Slanian
Talua Tside
4 dlansd
4 §lavian -.03652 15271 811 -3368 2637
T
Faud 1 1-3 71U -.05507 12153 651 -.2940 1839
Slanidy 4-7 U -.07181 12166 555 -3110 1674
Tudlife 4 dlansiau -.10833 19213 573 -.4861 2694
addan
4 daian 13 5 05327 15260 727 -2467 3533
T 4-7 U 03652 15271 811 -2637 3368
s 1 .10833 19213 573 -2694 4861
Sl
Tua Tsina
4 Flan
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sz iamsanun

d (v} d
1WasINIANN

a ¢
ala

sz IAdIvaY

Fia1 A
[ o = v
TULASN 20 NUAWUT 2531
205/143 1.1 AUNTAYI 014009 3.ayn 5151715 10270
= =

sEAUNTONANET T59i5ouaIwIa
szaulTyanas Wy inemdastuda

a 14 a 4 =
191 palaeans auIemansiazina lulag
ymameaoma TuTagsyuenasylys
061-3825860

thanita.mba53@gmail.com
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