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Service quality and the trustworthiness affecting the customer’s loyalty in

using the service of Chom-in farm in Danchang District, Suphanburi
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Abstract
The objectives of this research was 1) to study the customer’s attitude toward Chom-in farm in Danchang
District, Suphanburi and 2) to study the service quality and the trustworthiness affecting the customers’ loyalty in
using the service of the farm. The employed sample group consisted of 400 customers who used to use the service
of the farm. The specific sampling was adopted by selecting only tourists who voluntarily offered the information. The

tool for gathering data was a questionnaire. The statistics used for analyzing data ware means (X), standard
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deviation (S.D.) and the multiple linear regression analysis (MRA) at the significance of 0.05. The research results

revealed that the level of the attitude concerning the service quality, the trustworthiness and the loyalty was generally

high. In addition, the hypothesis test results demonstrated that the service quality of the room were sufficient and

there were variety of food options and the well-managed security system affected the customer’s loyalty in using the

farm’s services. For the trustworthiness, the farm could do what it had promised to the customers in specified time.

Customer’s feedback and complaints were neatly treated and their problems were immediately solved. The room

reservation and payment systems were accurate and reliable. With effective management, the farm could provide

services in accordance with its vision and mission which influenced the customer’s loyalty in the farm’s services.

Keywords: service quality, trustworthiness, loyalty
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dependent variables
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customer’s loyalty in using the service
of Chom-in farm in Danchang District,
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Figure 1 Conceptual framework.
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Table 1 The mean and standard deviation of the service quality factor.

service quality X S.D. results
1. available and variety 4.60 0.66 highest
2. standard and quality 4.29 0.68 highest
3. fastand accurate 413 0.75 high
4. employees service 4.00 0.95 high
5. security system 3.86 1.05 high
total 418 0.61 high
Table 2 The mean and standard deviation of the trustworthiness factor.

trustworthiness X S.D. results
1. organization management 4.29 0.88 highest
2. expertise in service 4.21 0.76 highest
3. reservation and payment system 415 0.79 high
4. keeping promises 4.08 0.89 high
5. paying attention to customer feedback 4.04 0.95 high
total 4.15 0.65 high
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Table 3 The mean and standard deviation of the customer’s loyalty in using the service.

customer’s loyalty in using the service X S.D. results
1. | will recommend Chome-in farm to others 4.45 0.74 highest
2. | chose this as the first place to stay 4.29 0.82 highest
3. | don't mind to stay elsewhere 4.03 0.95 high
4. nextyear, | will come to Chom-in farm again 4.02 0.98 high
5. 1think, l'intend to be a customer of Chom-in farm only 3.74 1.24 high
total 411 0.75 high
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Table 4 The result of multiple regression analysis of the service quality affecting the customer’s loyalty

in using the service of Chome-in farm in Danchang District, Suphanburi.

service quality B Std. error f3 t p

1. available and variety 0.26 0.05 0.23 489" 0.00

2. standard and quality 0.02 0.05 0.02 0.43 0.66

3. fastand accurate 0.09 0.05 0.09 1.78 0.07

4. employees service 0.05 0.04 0.07 1.16 0.24

5. security system 0.29 0.03 0.41 7.66" 0.00
constant 1.01 0.23 4.39 0.00
R =0.64 adjusted R square = 0.41 F =56.40

'p<0.05, p<0.01
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Table 5 The result of multiple regression analysis of the trustworthiness affecting the customer’s

loyalty in using the service of Chom-in farm in Danchang District, Suphanburi.

trustworthiness B Std. error f3 t p

1. organization management 0.23 0.04 0.26 545" 0.00

2. expertise in service 0.01 0.05 0.01 0.24 0.80

3. reservation and payment system 0.14 0.05 0.15 293 0.03

4. keeping promises 0.11 0.05 0.13 217 0.03

5. paying attention to customer feedback 0.20 0.04 0.25 454" 0.00
constant 1.14 0.19 5.92 0.00
R=0.64 adjusted R square = 0.40 F =55.26

©<0.05, p<0.01
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