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Abstract

The objective of this research is to study the service marketing mix
and commitment influencing student loyalty toward the Master of Business
Administration Program at Srinakharinwirot University. This research employs the
quantitative technique. Data has been collected by using questionnaires. In this
research, 202 students were interviewed. The statistical analysis employed in
this research includes percentage, mean, standard deviation, independent t-test,
one-way analysis of variance, and multiple regression.

The results of this research are as follows:

The majority of students following the MBA curriculum are female, aged
between 23 and 28 years, with over 5 years of work experience in private
companies and earning monthly incomes lower than or equal to THB19,999.

They are first-year marketing majors in the weekend MBA program.
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The students’ total satisfaction with the service marketing mix in the MBA
curriculum is at a high level. When each aspect is considered, the result shows
that the distribution channel aspect is at the highest level. The price, product
and service, people, process, and physical evidence aspects, respectively, are
also at high levels. However, the promotion aspect is ranked at a moderate
level.

The students’ commitment to the MBA curriculum from the total affective
aspect is at a high level, whereas the total continuance aspect is at a moderate
level.

Students’ behavioral and attitudinal loyalties are at high levels as well.

The results of hypotheses testing are as follows:

The service marketing mix and commitment factors can predict
students’ attitudinal loyalty toward the MBA curriculum by about 54.9%. Affective
commitment is the greatest positive impact factor when predicting students’
attitudinal loyalty. This is followed by continuance commitment and the service
marketing mix toward the product and service aspects, respectively.

The service marketing mix and commitment factors can predict
students’ behavioral loyalty toward the MBA curriculum by about 44%. Affective
commitment is the greatest positive impact factor when predicting students’

behavioral loyalty, followed by the service marketing mix of the process aspect.

Keywords: Satisfaction on service marketing mix, commitment, loyalty
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