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The Effect of Satisfaction in Service Quality towards Finance and Securities

Company's Brand Loyalty in Bangkok
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Abstract

The objective of the study was to explore the effect of service quality towards finance
and securities companies’ brands loyalty in Bangkok. The samples of the study were 427 people
who were the customers of the finance and securities companies in Bangkok selected by using
the purposive sampling method. Questionnaires were used as the data collection tool. The
Cronbrach’s alpha coefficient of reliability of the questionnaires in service quality is 0.924 and is
0.918 in loyalty. The statistical data analyses were descriptive statistics using frequency and
percentage and inferential statistics using Multiple Regression Analysis. Coefficients were
afterward tested under of 5% significance. The factors of service quality in Tangible, Assurance
and Empathy affected the finance and securities” brands loyalty in Bangkok and the factor of
Empathy had the most influence.
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