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Abstract

The purpose of this research is to study how service quality affects satisfaction and the
loyalty of official business support to customers. This research used a mixed research method,
using data analysis techniques to analyze structural equation models. The qualitative samples used
in the research are six business owners or entrepreneurs, five people, including influencers, and
food review consumers who have experience in Michelin-Bib Gourmand restaurants in Bangkok.
The tool used for data collection is in-depth interviews, and the sample group is 400 customers of
the restaurants awarded the Bib Gourmand by Michelin in Bangkok. The instrument used for data
collection was a questionnaire. The results show that customer satisfaction has a positive effect on
customer loyalty, and service quality has a positive effect on customer support for official business.
At the same time, service quality has an insignificant effect on customer satisfaction. Customer
satisfaction and service quality have an insignificant effect on customer loyalty; customer
satisfaction has an insignificant effect on customer support for official business; and customer
loyalty has an insignificant effect on the importance of customer formal support. Findings from the
research found that the service quality path affects customer formal support and the customer

satisfaction path affects customer loyalty. This can be applied in restaurants or roadside
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restaurants by improving the quality of service in order to continue to grow the restaurant business

sustainably.

Keywords: service quality; customer satisfaction; customer loyalty; customer advocacy
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7) makiauaran1aAnENAde neAdedsamnin Tannafnensiees shaoyaiilrannnisdunisol
BIRNHAFIATIZINIFLLTWHY (Latent variable) $9MUNTRIATIEAATINNITNIUNIUITIHINTTHHITTIN
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Tuliuuudiany firoinsennasnanndniuaoyaidelazdne naafie fa1la-auads (X2 = 98.50,

df = 99, X% df = 0.995, RMSEA = 0.000, CFl = 0.999, GFI = 0.972, AGFI = 1.000, P - value = 0.495
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HANMSAATIEAANENUTERNTLAWN BN ABIRIAG (Causal influence) wAzAN t - statistic WaAILAR

AT 2 WATAINT 2
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