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ABSTRACT

This research aimed to analyze the service quality, customer satisfaction levels, and
the impact of service quality on customer satisfaction among users of heavy machinery rental
services provided by Pornmae Construction and Rental Co., Ltd. The sample comprised 198
customers within the Eastern region who utilized the company's services in 2022. One
representative per company was selected, resulting in a total of 198 participants. A purposive
sampling method was employed, specifying criteria where participants were representatives
of companies that had used the services for more than one year. Statistical analyses included
the following descriptive statistics: frequency, mean, percentage, and standard deviation, as
well as inferential statistics such as correlation coefficients and multiple regression analysis
using the Enter method.

The findings indicated a significant positive relationship between service quality and
customer satisfaction at a significance level of .05. Furthermore, the increase in service
quality positively influenced customer satisfaction at a significance level of .05, thereby
prompting customers to return for repeat services.

Keywords: Service Quality; Loyalty
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