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RESEARCH ARTICLE

THE RELATIONSHIP BETWEEN PERCEIVED SERVICE QUALITY
AND SERVICE LOYALTY IN DRUG STORES, BANGKOK

Channarong Chokbumrungsuk1, Kanyada Anuwong2 and Somying Poomtong2

'Rajvithi hospital, Bangkok

2Faculty of Pharmaceutical Sciences, Srinakharinwirot University

Abstract

Objective: The aim of this study was to explore the relationship between perceived service quality (PSQ) and
service loyalty (SL) in drugstores. Methods: Using a self-administered survey, data were obtained from a convenience
sample of 408 customers from 12 drugstores randomly selected from the following six counties; Patumwan, Bangkapi,
Prawet, Khlong Toei, Bang Khun Thian and Bangkok Noi. The questionnaires consisted of three parts: questions on
demographic data, the SERVQUAL by Parazuraman et al. and the Behavioral Intentions Battery by Zeithaml et al.
Results: The results showed the PSQ positively and significantly correlated with SL (r=0.719, p < .05). Results from
stepwise multiple regression indicated three significant predictors of SL with r2=5.26: empathy (B=0.396; p<0.05);
tangibles (B=O.207; p<0.05); responsiveness (B=O.190; p<0.05). Reliability and assurance did not appear to have a
significant effect upon SL. Conclusion: The findings from this study can be useful for drugstore owners and professional

organizations to improve pharmacy services, as well as maintain and build customer loyalty in the future.

Key words: drugstores, service loyalty, service quality
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