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ABSTRACT

The objectives of this research were (1) to study the level of perceived service
quality, trust, and loyalty among Generation Z customers in Thailand, and (2) to examine
the influence of perceived service quality and trust on the loyalty of Thai people in
Generation Z. The data were analyzed by descriptive statistical and multiple regression
analysis. The results showed that Consumers' opinions on the three research variables,
namely perceived service quality, trust and loyalty, were at a high level, and the study found
a significant influence of perceived service quality and trust on the loyalty of Generation Z

consumers in Thailand. Suggestion from the research is that business marketing executives
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should develop activities that promote perceived service quality and trust among Generation
Z consumers. This is because the increased perceived service quality and trust leads to
higher customer loyalty. This will lead to business success through continuous repeat

purchases and consumer word-of-mouth.

Keyword: Perceived Service Quality, Trust, Loyalty, Generation Z
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ABSTRACT

The service business is important to the growth of countries around the world,
whether it is the tourism and hotel industry, the aviation industry, the medical industry, the
beauty industry, or technology and communication services. This research aims to study
customer loyalty issues in service businesses. The researcher is interested in exploring what
key factors affect customer loyalty in the service sector. Based on literature reviews and
research related to customer loyalty in the service sector, it was found that the key factors
affecting customer loyalty comprised five factors: corporate image, service marketing mix,
service quality, customer trust, and customer satisfaction. Therefore, the researcher
suggested that service business executives or marketers should focus on these five factors

when defining a mission statement, strategic planning, marketing planning, and the creation
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for activities of each department in the organization. The actions of a business in relation to

these factors will ultimately influence customer loyalty.

Keyword: Customer Loyalty, Key Factors, Service Business
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ABSTRACT

The objectives of this research were (1) to study the level of job satisfaction and
organizational commitment of private sector employees in Bangkok, and (2) to study the
influence of job satisfaction on organizational engagement in employees in the private sector
in Bangkok. The population of this research was employees working in private organizations
in Bangkok. An online convenience randomized method was collected with a complete
questionnaire of 300 participants. The data were analyzed by descriptive statistical and
simple regression analysis. The results showed that The level of the respondents' opinions
on job satisfaction variables and organizational commitment variables was at a high level,

and it was found that job satisfaction had a significant influence on the organizational
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commitment of private sector employees in Bangkok. Research suggests that Executives of
private sector organizations in Bangkok should focus on human resource policy in promoting
activities related to job satisfaction in order to create organizational commitment. Supporting

such activities by executives will ultimately lead to the success of the organization.

Keyword: Job Satisfaction, Organizational Commitment, Private Sector
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ABSTRACT

Human resources are one of the key elements that make an organization successful
in its operations. Good human resource management is an important starting point for the
success of the goals set by the organization. In this study, the researchers reviewed the
literature and research related to job satisfaction. Because many previous studies have found
that Job satisfaction is essential to productivity, organizational engagement, and
organizational success. The goal of this study is to create a model or conceptual framework
from research that will benefit organizations in human resource management in the future
as well as academic benefits that other academics can use. like this in future studies. The
results of this study found that the main factors influencing job satisfaction consist of four
factors: job characteristics, work compensation, work promotion, and work environment. The

researcher suggested that corporate executives should manage the organization's human



resources by focusing on promoting activities related to these key factors. The result will

ultimately lead to the success of the organization.

Keyword: Job Satisfaction, Human Resource Management, Organizational Success
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