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56710241: MAIJOR: BUSINESS ADMINISTRATION FOR EXECUTIVE; M.B.A.
(BUSINESS ADMINISTRATION FOR EXECUTIVE)
KEYWORDS: DEPOSIT/ SERVICE QUALITY/ BANK CONSUMER LOYALTY
NEUNGRUTHAI CHAIYAWONG: FACTORS AFFECTING CUSTOMER
LOYALTY OF KRUNGTHAI BANK PUBLIC COMPANY LIMITED,
WATTHANANAKORN BRANCH. THESIS ADVISOR: CHONTICHA MATHURAMAYTHA,

D. Eng. 119 P. 2016.

The study attempts to study demographic factors and service quality factors affecting
consumer loyalty of Krungthai Bank Public Company Limited, Wattananakorn Branch using
questionnaire as a tool to collect the data from 393 consumers depositing their money in
Krungthai Bank Public Company Limited, Wattananakorn Branch, Sa Kaeo Province. The data
were analyzed to find descriptive statistics including frequency, percentage, average and, standard
deviation whilst inferential statistics to test research hypothesis including t-test, F-test, multiple
regression analysis.

The findings reveal that demographic factors had influenced consumer loyalty of
Krungthai Bank Public Company Limited, Wattananakorn Branch. When considering in each
factor, it was found that the type of account affected consumer loyalty of Krungthai Bank Public
Company Limited, Wattananakorn Branch. Moreover, the service quality in the dimensions of
tangibility, reliability, responsiveness had an influence on consumer loyalty of Krungthai Bank
Public Company Limited, Wattananakorn Branch. It can be seen that for the new organization
management, the use of service quality strategy could be implemented to enhance the
effectiveness of the service, to establish consumer loyalty and to respond directly to the needs of

consumers in order to get advantage in the high competition.
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RELIABILITY /VARIABLES=VAR00002 VAR00003 VAR00004 VAR00005 VAR00006
VARO00007 VAR00008 VAR00009 VAR00010 VAR00011 VAR00012 VAR00013 VAR00014
VA R00015 VAR00016 VAR00017 VAR00018 VAR00019 VAR00020 VAR00021
VAR00022 VAR00023 VAR00024 VAR00025 VAR00026 VAR00027 VAR00028 VAR00029
VARO00030 VAR00031 VAR00032 VAR00033 VAR00034 VAR00035 VAR00036 VAR00001

/SCALE('ALL VARIABLES') ALL /MODEL=ALPHA /SUMMARY=CORR.

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases  Valid 30 100.0
Excluded" 0 0
Total 30 100.0

a. Listwise deletion based on all variables in

the procedure.

Reliability Statistics

Cronbach's
Alpha Based on
Cronbach's Standardized

Alpha Items N of Items

934 934 36




Reliability
Notes
Output Created 06-1.71.-2559, 17 191 28 WA
Comments
Input Active Dataset DataSet0
Filter <none>
Weight <none>
Split File <none>

Missing Value Handling

Resources

N of Rows in Working Data File
Matrix Input

Definition of Missing

Cases Used

Syntax

Processor Time

Elapsed Time

30,

User-defined missing values are treated as
missing.
Statistics are based on all cases with valid data for

all variables in the procedure.

RELIABILITY

/VARIABLES=VAR00002 VAR00003
VAR00004 VAR00005 VAR00006 VAR00007
'VAR00008 VAR00009 VAR00010 VARO00011
VAR00012 VAR00013 VAR00014 VARO00015
VAR00016 VAR00017 VAR00018 VAR00019
VAR00020 VAR00021 VAR00022 VAR00023
VAR00024 VAR00025 VAR00026 VAR00027
VARO00028
VAR00029 VAR00030 VAR00031 VAR00032
VARO00033 VAR00034 VAR00035 VAR00036
VARO00001

/SCALE('ALL VARIABLES') ALL

/MODEL=ALPHA

/SUMMARY=CORR.

0:00:00.000

0:00:00.016

[DataSet0]
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