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57750141: MAJOR: BUSINESS ADMINISTRATION FOR EXECUTIVE; M.B.A.
(BUSINESS ADMINISTRATION FOR EXECUTIVE)

KEYWORDS: CUSTOMERS' LOYALTY/ MARKETING MIX FACTORS/ SERVICE
QUALITY PERCEPTION

PATTANUN SRITHONGKHAM: FACTORS INFLUENCING CUSTOMERS'
LOYALTY TO KASIKORN BANK PCL IN MUEANG DISTRICT, CHON BURI PROVINCE.

ADVISOR: NUCHAREE PAKASAT, Ph.D. 70 P. 2016.

This research attempts to study factors influencing customers' loyalty to Kasikorn Bank
PCL in Mueang District, Chon Buri Province. 400 subjects were randomly selected. The
questionnaire was used as a tool to collected the data. The questionnaire asking personal factors
included gender, age, marital status, occupation, education, average monthly income.
Questionnaires were deSig.ned into two patterns: check list and five-rating-scale items, which
were interval scale of Likert's. The data were analyzed to find percentage, mean, standard
deviation, t-test, One Way Anova, Scheffe Analysis for pair analysis, and Multiple Regression
Analysis.

The findings reveal that different personal factors including gender, age, marital status,
and occupation of customers of Kasikorn Bank PCL in Mueang District, Chon Buri Province had
influenced on loyalty to the service without difference. Marketing mix factors had an impact on
customers' feeling and it can be arranged from the greatest to the least as follows: place, people,
process, and physical environment at statistically Sig.nificant level of 0.05, respectively.
Perception on service quality had influenced on customers' loyalty and it can be arranged from the
greatest to the least as follows: reliability, responsiveness, assurance, and empathy at statistically

Sig.nificant level of 0.05, respectively.
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coefficients coefficients
Model
B Std. Beta t Sig..  Tolerance VIF
error
(Constant) 0428 0.170 2.522*  0.012
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R 0.759
R square 0.576
Adjusted R square 0.569
Durbin-Watson 1.936
F ration 76.122%
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Unstandardized Y = 0.428+ 0.063X1 + 0.063X2 + 0.128X3*-0.006X4 + 0.150X5*
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Unstandardized Standardized

Collinearity
Coefficients coefficients
Model
Std.
B Beta t Sig..,  Tolerance VIF
error
(Constant) 0.576  0.145 3.969* 0.000
ﬁ’mmmﬁn%ﬁa 0.213  0.062 0.200 3.414*  0.001 0.290 3.451
ﬁ’mmmfmﬁum 0.211 0.050 0.227 4.196* 0.000 0.339 2.950
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aumsto1lalagnd1l 0234 0050 0240  4.651* 0000 0374 2671

R 0.779
R square 0.606
Adjusted R square 0.602
Durbin-Watson 1.933
F ration 152.170%*
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* Sig..S 0.05
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