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ABSTRACT

The objectives of research were to study personal factors, service quality and brand loyalty,
to compare the level of brand loyalty by personal factors, and to find the relationship between service
quality and brand loyalty of customers who using service from Kerry Express (Thailand) Company
Limited in Rangsit market branch. The sample sizes were 375 samples. The statistical used were
frequency, percentage, mean, standard deviation, t-test, F-test, Scheffe’ test and Pearson’s
Correlation. The result found that the majority customers were female, aged between 21-30 years,
bachelor's degree, private’s employees and income per month 10,001-20,000 baht. The overall
service quality was at the highest level and the brand loyalty was at the high level. Customers who
had different age and monthly income had brand loyalty differently. Brand loyalty had moderate

relationship with service quality (r, = 0.55) at 0.05 level of significance.
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