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ABSTRACT
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Surat Thani Province
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Major Business Administration
Academic Year 2020
Independent Study Advisor Dr. Wanwichanee Thongintarad Chairperson

The objectives of this study were to study: 1) the service quality of marine transportation;
2) the customer loyalty of marine transportation; 3) the relationship between the service quality of
marine transportation and the customer loyalty; and 4) the service quality affecting the customer
loyalty of marine transportation.The population of the study included 70,3@0@[ people in Koh
Samui District and the sample of 400 people were selected by stratified “sampling. Data were
collected by a questionnaire with the reliability of 0.976. The data( analyzed by frequency,
percentage, mean, standard deviation, Spearman Rer(& Correlat Coefficient, and multiple
regression analysis.

The research findings were as follows. 1 @ over. rV|ce quality of marine transportation
in Koh Samui District, Suratthani Province w; igh L é&e sample gave the most priority to the
response to customers. 2) The overall} é@ rahsportation was in a high level; the loyalty
on price sensitivity of the sample w. e hi level. 3) The overall relationship between the
service quality of marine transp n an%’\ customer loyalty showed a very strong positive
correlation. 4) The service qu@ of ransportation regarding physical properties, customer
care, trustfulness, and reliability coul t the customer loyalty and showed a positive correlation
at a statistical significance level o 5. The findings of the study showed that if there is a need to
develop the service quality, rine transportation, the service providers should firstly develop
physical properties, follow: ﬁ customer care, trustfulness, and reliability, respectively, to build up

the customer loyalty i

Keywords: service quall;y, customer loyalty, customer, service of marine transportation
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