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Abstract

The objectives of this research were to develop and validate a casual relationship
model of the influence of the service quality on brand image, customer satisfaction and
customer loyalty of Advance Info Service PLC (AIS). The model involved eight latent
variables: tangibles, reliability, responsiveness, assurance, empathy, brand image, customer
satisfaction and customer loyalty. The researchers used quantitative methods which in-
volved empirical research. The research tool was a questionnaire to collect data from 407
AlS’s customers. The statistics used in data analysis were frequency, mean, and structural
equation model analysis. It was found that the model was consistent with the empirical
data. Goodness of fit measures were found to be: Chi-square 595.98 (df = 565, p-value =
0.09); Relative Chi-square (¥%/df) 1.06; Goodness of Fit Index (GFI) 0.94; Adjusted Goodness
of Fit Index (AGFD 0.91; and Root Mean Square Error of Approximation (RMSEA) 0.01. It
was also found that (1) Service quality in the dimension of tangibles, reliability, assurance
and empathy had a positive and direct influence on brand image. (2) Service quality in the
dimension of reliability, responsiveness, assurance and empathy had a positive and direct
influence on customer satisfaction. (3) Brand image had a positive and direct influence on
customer satisfaction (4) Brand image had a positive and direct influence on customer

loyalty. (5) Customer satisfaction had a positive and direct influence on customer loyalty.

Keywords: Service Quality, Brand Image, Customer Satisfaction, Customer Loyalty
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drdtynvatifrla-auas = 595.98 fievAndasy
(df) winfiu 565A1 p-value = 0.09 f1 ¥/df =
1.06 A1 GFI = 0.94 A1 AGFI = 0.91 A1 NFI =
0.99 fin NNFI = 1.00 A1 CFI = 1.00 A1 RMR =
0.03 wazA1 SRMR = 0.01 uazA1 RMSEA = 0.01
wefiinausilun1snsrsaaunnaannde vy
TnmaiudioyaiBoussinsfon 7 lifiioddiny
nadiR (A1 p-value ®1Nd 0.05), Anla-

ANT9 2

auAFaNTmS (yY/dp Yisenin 2.0; A1 GFI 810
nd1 0.9, A1 AGFI §7nn1 0.9, A1 NFI 8ann-in
0.9, A1 NNFI &1nni1 0.9, A1 CFI §7nn7n 0.9,
A1 RMR tiagnd1 0.05, A1 SRMR tiaanin 0.05
uazA1 RMSEA tieandn 0.05 (gnana Soglef,
annda AnT9I0 wazivdina ﬁty‘[tymu"imﬁ,
2552, N 125-126; @3 ¥oudin, 2546, wii 9-
11; Hair, Black, Babin, & Anderson, 2010)

a = o = o . P P : ar -«
InBrian1uasg SNBNaN SN UasBNEWAT INYSVAUTINNTSUSNSTIABNEWaRaN AN OINT 18UAT

AIArals UAZAIINIITNANGYBIGNAT

Aadsun IMG SAT LOY
# DE 1E TE DE IE TE DE IE TE
udseruvg
TAN 0.13* 0.13* -0.08 0.07 -0.01 0.03* 0.03*
©oee | | ©oe | ©0on | won | wos ) 0.06) | (0.06)
REL 0.35%» 0.35** | 0.10* | 0.20** | 0.30** 0.26** | 0.26**
(0.05) i 0.05) | 0.05) | (0.04) | (0.06) i (0.05) (0.05)
RES 0.00 0.00 0.10* 0.00 0.10 0.07* 0.07*
(0.04) ) ©0.04) | 0.05) | 0.03) | ©.0%) i (0.04) 0.04)
ASS 0.32%* 0.32%* | o.16* | 0.18% | 0.34** 0.30** | 0.30**
0.07) ) (0.07) (0.09) (0.05) (0.09) ) 0.07) (0.07)
EMP 0.14* 0.14* | o0.12* | 0.07* | o.19+ 0.16* 0.16*
0.05) " | 005 | 006 | ©ov | ©on ) ©.05) | (0.0
IMG 0.55%* 0.55** | 0.24%* | 0.46** | 0.60**
(0.10) 0.10) (0.09) (0.09) (0.09)
SAT 0.66** 0.66**
i i i i ) ) 0.07) ) 0.07)
Aulsfunald TAN1 TAN2 TAN3 TAN4 TANS REL1 REL2 REL3 REL4 RELS5 RES]
)4 0.39 050 0.75 061 052 068 0.74 0.68 0.77 0.78 0.73
#ubsFuna'ld RES2 RES3 RES4 RESS ASS1 ASS2 ASS3 ASS4 EMPI EMP2 EMP3
)rd 0.59 058 0.67 062 059 066 053 061 0.63 058 0.63
danlsfunald EMP4 IMG1 IMG2 IMG3 IMG4 IMGS IMG6 SATI SAT2 SAT3 SAT4
):¢ 0.61 037 062 057 051 063 059 0.65 057 0.67 0.6]
AmlsFunald SAT5 LOY1 LOY2 LOY3 LOY4 LOYS LOY6
K 0.63 0.61 0.60 0.66 0.65 0.59 0.57
wausurlalu IMG SAT LOY
):4 0.66 0.74 0.74

RMSEA=0.01. RMR=0.03, SRMR=0.03, CN=472.87

x}=595.98, df=565. ledf——-l.oé, prvalue=0.18, GFI=0.94, AGFI=0.91, NFI=0.99, NNFI=1.00, CFI=1.00,
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