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Perceived service station image and service quality
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ABSTRACT

The purposes of this study were to investigate and summarize respondents'
opinions toward perceived image of service stations, perceived service quality, and
brand loyalty of oil service station users in Prawet District, Bangkok, and analyze and
summarize the impact of these factors on brand loyalty.

A sample of 400 respondents was selected using convenience sampling
method. The administered questionnaire was approved for its content validity by
experts, with a Cronbach's alpha coefficient of 0.934 indicating high reliability. Data
analysis employed descriptive statistics including frequency, percentage, mean, and
standard deviation, as well as inferential statistics using multiple regression analysis
(MRA). The hypotheses were examined at a 0.05 level of statistical significance.

Overall, the research results revealed that respondents rather agreed with the
perceived image of service stations and perceived the service quality as rather good.
They also rather agreed with brand loyalty towards oil service stations in Prawet
District, Bangkok.

In detail, regarding the perceived image of service stations, respondents rather
agreed with aspects of environmental management, resource preparation, safety
management, and station reputation. For perceived service quality, respondents
rated assurance as excellent, while reliability, tangibles, responsiveness, and empathy
were perceived as rather good. Concerning brand loyalty, respondents rather agreed
with both attitudinal and behavioral aspects.

Finally, the findings indicated that both perceived image of service stations
and perceived service quality directly affected brand loyalty of oil service station
users in Prawet District, Bangkok, consecutively at a 0.05 level of statistical

significance.
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