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ABSTRACT

Independent Study Title Factors Affecting Customer Loyalty to Vibharam Hospital
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Advisory Committee Dr. Punyapon Tepprasit

The purpose of this research was to 1) study the loyalty of service users at Vibharam
Hospital 2) study the influence of service quality and the image of the hospital on customer loyalty,
and 3) suggest ways to build customer loyalty through service quality and image of the hospital. It is
quantitative data from general users of Vibharam Hospital calculated by using the Yamane sample
size determination formula at the confidence level of 95 percent. The instrument used in the
research was a questionnaire. Statistics used in data analysis were measurements such as
perceniage, average, and standard deviation. The hypothesis testing used multiple regression
statistical modeling processes to analysis relationships of the different variables.

The results showed that most of the respondents were married males between 51-60 years
old with a bachelor’s degree and employed having an average monthly income between 30,001-
40,000 baht. Opinions about the quality of service and fairness of service was overall at a high level.
When considering each in order, from most of the three average values, in aspect of creating
confidence for customers, responding to service needs and reliability in the service positioned
respectively.

The results of the hypothesis testing of Vibharam Hospital's service quality found that the
service quality of the hospital had an influence on the loyalty of the service users. Vibharam Hospital
responding to factors such as service needs and the aspect of creating confidence among customers
influenced the loyalty of the users of the hospital statistical significant at a level of 0.05; and, results
of the hypothesis testing also found that Vibharam Hospital’s image along with the expertise in
treatment influenced the loyalty of service users with statistical significance at the level of 0.05 as
well.

Keywords: loyalty, service quality, service users, influence
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