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Abstract

This study aimed to explore: 1) the factors of customer relationship management on customer
loyalty; and 2) the factors of service quality on customer loyalty of tire service center in Nonthaburi
province. Samples in this study included 194 customers of tire service center in Nonthaburi province,
using an accidental random sampling sample size. The research tool in this study was a questionnaire
and statistics used in this study included percentage, means, standard deviation, and multiple regression
analyses.

Findings in the study revealed that 1) Customer relationship management of concerning
communication with customers affected on customer loyalty of tire service center in Nonthaburi province
at a statistical significance at 0.05 level. The correlation coefficient scales were 0.415 to 0.674; whereas
the multiple regression scales (R) were 0.602 and the coefficient determination scales (R?) predicted
entirely at 36.20% And, 2) service quality of responsiveness with customers and assurance with
customers affected on customer loyalty of tire service center in Nonthaburi province at a statistical
significance at 0.05 level. The correlation coefficient scales were 0.384 to 0.659; whereas the multiple
regression scales (R) were 0.561 and the coefficient determination scales (R?) predicted entirely at

31.40%.

Keywords: Customer Relationship Management; Service Quality; Customer Loyalty; Tire Service Center
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