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ABSTRACT

This study is quantitative research, aimed to study (1) the perceptions of
service quality in the local supermarket (2) the customer loyalty and (3) the relationship
between perceptions of service quality and customer loyalty in the local supermarket,
Chiang Mai. Data were collected from 400 local supermarket's members in Chiang Mai.
SERVQUAL Scale research tool was modified from Parasuraman, Zisthaml and Berry
{1988) using the 7 — point Likert scales range from 7 to 1 (7 = strongly agree and 1 =
strongly disagree). These instruments showe;j accepiable reliability, which wewe
greater than .80. The statistics used to analyze data analysis including frequency,
percentage, mean, standard deviation and Pearson Product Moment Correlation.

In this research, the majority of the respondents were female, older than
36 years of age. Most of them held at least a bachelor degree, work for private
companies, government officer and entrepreneur, eaming maore than 20,000
Baht/month. The result also indicated that the respondent’s perception of service quality
showed the mean score from 6.08 to 6.23, The highest rated dimension was "tangibles”
and the lowest rated dimension was “responsiveness”. The 5 - item of the reliability

dimension showed the mean score 6.13. The 4 - item of the assurance dimension



showed the mean score 6.13. The 4 — item of the tangibles dimension showed the mean
score 6.23, The 4 — item of the empathy dimension showed the mean score 6.09. The
5 — item of the responsiveness dimension showed the mean score 6.08. The result also
indicated that the respondent's customer loyalty showed the mean score from 5.69 to
6.19. The highest rated dimension was “word — of — mouth” and the lowest rated
dimension was “price insensitivity”. The 3 — item of the repeat patronage dimension
showed the mean score 5.88, The 2 - item of the price insensitivity dimension showed
the mean score 5.69. The 1 — item of the word - of — mouth dimensian showed the mean
score B.19. Results demonstrated that service quality in term of reliability, assurance,
tangibles, empathy and responsiveness were significant explanatory variables of
customer loyally.

Implications of this study would help enhancing the quality of the service
and creating customer loyaity to a local supermarket in Chiang Mai as well as for

business sustainability.
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