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Abstract

This research aimed to: 1) examine the levels of technology adoption, service
innovation, and customer loyalty; 2) analyze the effects of technology adoption and
service innovation on customer loyalty; and 3) compare these variables across the study
areas. The sample consisted of 400 users of cleaning services provided through online
platforms in Bangkok, Nonthaburi, Samut Prakan, and Songkhla. The participants were
selected using convenience sampling. Data were collected using a five-point rating-scale
questionnaire and analyzed using descriptive statistics, multiple regression analysis, and
one-way analysis of variance. The results indicated that overall technology adoption was
at the highest level (X = 4.27, S.D. = 0.32), service innovation was at a high level (X = 4.20,
S.D. = 0.26), and customer loyalty was at the highest level (X = 4.29, S.D. = 0.32).
Technology adoption (B = 0.547) and service innovation (B = 0.279) had statistically
significant positive effects on customer loyalty at the .05 level and jointly explained
50.60% of the variance in customer loyalty. No statistically significant differences in
technology adoption, service innovation, or customer loyalty were found across the study

areas.

Keywords: Technology Adoption, Service Innovation, Customer Loyalty, Online Cleaning Service

Business
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