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Abstract

The purposes of this study were to (1) investigate and summarize the respondents' opinions
toward service quality and brand equity influencing viral behavior expressed by tourist servicers for
the commuting bus business in the Bangkok district in their present organizations, (2) analyze and
summarize the impact of the relationship between service quality and brand equity influencing viral
behavior expressed by tourist servicers for the commuting bus business in the Bangkok district,
(3) analyze and summarize the direction of the relationship between each factor and viral behavior
among users of commuting bus services with drivers for tourism in the Bangkok district, and
(4) analyze and summarize the differences in the magnitude of the relationship between each factor
and viral behavior among users of commuting bus services with drivers for tourism in the Bangkok
district.

The study involved 400 samples, including staff working at tourist servicers for the
commuting bus business in the Bangkok district, selected using a convenient random sampling
method. The administered questionnaire was validated by three experts, and the Cronbach's alpha
coefficient indicated a reliability value of 0.981. Data analysis utilized descriptive statistics (frequency,
percentage, mean, standard deviation) and inferential statistics using multiple regression analysis
(MRA). The hypothesis was examined at a 0.05 level of statistical significance.

Overall, the research results revealed that the respondents strongly agreed with the aspects
of service quality and brand equity. Additionally, respondents strongly agreed with viral behavior
expressed by tourist servicers for the commuting bus business in the Bangkok district. Specifically,
respondents strongly agreed on the service quality dimensions of tangibles, reliability, assurance,
responsiveness, and empathy and responsibility. In terms of brand equity, respondents strongly

agreed on product awareness, product association, product value, and product loyalty. For viral



behavior, respondents strongly agreed on customer viral behavior experience and attitudes toward
viral behavior.

Finally, the findings indicated that service quality and brand equity directly affected viral
behavior expressed by tourist servicers for the commuting bus business in the Bangkok district at a
0.05 level of statistical significance.

Keywords: Service quality, brand equity, viral behavior
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