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Abstract

The objective of this research paper is to verify the quality of service that affects the loyalty
of customers towards the company that manufacturing and distributing medical materials in
Chachoengsao province. The data were collected by a qualitative research method by using a
questionnaire as a research tool to obtain the results. The questionnaires were given to a group
of 400 corporate customers. The questionnaire is divided into 4 parts, which part 1 and part 2 are
questions about general characteristics and consumer behavior of the respondents. In these parts,
the questionnaire is a check list type which consists of 4 questions in each part. The questions in
part 3 and part 4 is about customer loyalty towards the company that manufacturing and
distributing medical materials in Chachoengsao province in terms of quality of service and loyalty
in 5 level rating scale. The questions consisted of 33 questions in these parts with the .96 of the
reliability values. The statistics used in data analysis were in percentage, mean, standard deviation,
F-test, Chi-square test, Pearson product moment correlation, and multiple regression. The results
of the research indicated that a group of 400 corporate customers is satisfied with the quality of
service and reliability and trust, which has the highest average and followed by service quality in
terms of concrete service, and the aspect with the lowest average was the service quality in terms
of customer response. The results of comparing behavior with different service quality had a
statistically significant difference in customer loyalty, according to the reasons for purchasing and
by individual aspects at the .05 level.

Keywords: Quality of Service, Loyalty, Medical Materials
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