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A Study of Service Quality Affecting the Customers’ Loyalty to a Spa Business

in Udon Thani Province
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Abstract

A study of service quality affecting the customers’ loyalty to the spa business in Udon Thani province
aimed to examine; 1) level of service quality of spa business in the province, 2) level of customer loyalty to the
service quality of spa business in the province, and 3) level of service quality that affects the customers’ loyalty
to a spa business in the province. Data collection tools consisted of questionnaire. In this study, samples were
400 customers who had a power to make a decision on choosing spa service in the area of Muang Udon Thani
district of the province. Reliability of the questionnaire was 0.94 analyzed by Cronbach’s alpha coefficient.
Data was analyzed by the computer program. Statistics used in the study were frequency, percentage, mean,
standard deviation, and t-test was used for comparing the means of two independent groups, One-Way ANOVA).
And data were analyzed by testing hypothesis using the Pearson Correlation Coefficient.
The results indicated that

1) Questionnaire Respondents mostly were female, between 26-35 years old, Bachelor Degree, single,
and private company employees. Their monthly incomes were less than 15,000 Baht. The frequency of using
spa service monthly was 1-2 times. The cost of service was 501-1,000 Baht each.

2) The quality of service overall was high (X = 3.80). Service process has the highest mean score.
The rest ones; distribution channel, marketing promotion, price, physical environment, and products or services,
were all rated high.

3) The quality of service that influences customer loyalty to the spa service overall was rated as high.

4) The quality of service that influences customer loyalty to the spa service were different depend
on each variation; genders, ages, educations, social status, and occupations

5) The relationship between the qualities of service affects level of customer loyalty to spa business
service in general found that level of quality of service affect the customer royalty at low level. In specific aspects,
all 7 aspects were at low level, sort by ascending order of their relationship as follow; personal, service process,

distribution channel, physical environment, marketing promotion, products or services, and prices.

Keywords : Service Quality, Customer Loyalty, Services, Business service spa
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