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631220011 : Major (MASTER OF BUSINESS ADMINISTRATION PROGRAM)
Keyword : product quality, service quality, customer satisfaction, customer loyalty,
salesperson

MISS NA-MON ANGKAHIRAN : FACTORS AFFECTING CUSTOMERS' LOYALTY
THROUGH CUSTOMERS' SATISFACTION OF MISCELLANEOUS WHOLESELLER THESIS
ADVISOR : ASSISTANT PROFESSOR AMARIN TAWATA, Ph.D.

The objectives of this study were 1) the level of salesperson behavior,
product quality, service quality, customer satisfaction and customer loyalty of
miscellaneous wholesale 2) the influence of salesperson behavior, product quality
and service quality affecting customer satisfaction of a miscellaneous wholesale 3)
the influence of customer satisfaction on. miscellaneous wholesale affecting
customer loyalty. The samples were 150 retailers who used to buy miscellaneous
goods in Ratchaburi and repeated purchase. Data were collected by questionnaires.
The data analysis was done by using statistics including percentage, frequency
distribution, mean, standard deviation, Pearson correlation coefficient and regression

analysis.

The results showed that level of salesperson behavior, product quality and
service quality were high. The level of customer satisfaction and customer loyalty
were very high. The hypothesis testing presented that service quality positively
affected customer satisfaction with statistical significance. Moreover, customer
satisfaction positively affected customer loyalty with statistical significance at 0.01

level.
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2.3.2 MFINAMAINNITUINIS
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R? 9131809 ANNLEASDNDNS WAV ILUSDATENINUA NLFBAIWUTAY
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Std. Error of the Estimate 11804 A1YILAAISEAUANNARINLAZDU NLARINNNTEY

AL UIDATEINUALI NN TR LU TAL
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warudunaanzifoudu | 9 6.00

AyAma

UTENIAn 8 5.30
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Y

a ¥ diy

a 1%

Fusn1sInsIumaduaLdnman dminsvys

drulugiludvesnuien Andusesas 68.70 sevawunfe squvu andudosas 12.00
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FUNDTANAY 2.579U3 9 6.00
g1LnauInNYie 2.51%Y5 9 6.00
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81Lne98udd 2.919Y3 15 10.00
gneUUlve 2.519Y3 13 8.67
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WORANTTUYVDINTNIUYIY X S.D. e
wiinsuneagUlvigniflaieafudud 4.00 | 0.819 ly
WinUETIUVEELNTBII T 4.12 | 0.768 1N
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wilnsnglideyatignieaieafiundndaei 4.02 | 0.798 ly
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wineuneiianuaiila 4.14 | 0.742 1N
wifnsedamudodng 4.26 | 0737 | anndign

33 4.06 0.530 41N
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51943 TUAMMTINUIT sgauamNAaiudaeieminiu 4.06 Fseglusziuuin wazdiu
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N13U3N1998 19U VTN 418 | 0.614 170
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be

SB viangfia weRnssuvaantineuue (Salesperson Behavior)
PQ vin8de A Nvesdual (Product Quality)

SQ yUNEEe AMNINANTUINNT (Service Quality)

CS nuena AuianelavesgnAr (Customer Satisfaction)

CL vixngdis AuReinansvesane (Customer Loyalty)
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§7599 11 UanNAIGUUSEENSaVaUNUYsTE 37196245

fruys SB PQ SQ cs CL Collinearity Statistics
Tolerance VIF
SB |1 0.567 1.763
PQ |0.529* |1 0.658 1.519
SQ [ 0.597** | 0.497* |1 0.554 1.812
CS | 0377** | 0.357** | 0.460% |1 0.760 1.317
CL | 0503** | 0.390** | 0.633** | 0.490** |1

o w

** Jpd Ay eananszau 0.01

[y

PN ! a £ v 6 v & 14 Y @ ' o =
PNAIT1N 11 AdUUsEaNTandunusveslatengosn uLanlimiud AuUsd

d
lAg NN AN TTUVBINTAIIUYIY AMAINVBIFUAT

(Y Y

AMNALNUS AU YT T ALY N INADA

(% 6 o

ANAINNITUINTT UazAuianelavesgnAn AumussnAnfAvesgnAdiauduiusiy
Y1l ded1AgynI9adf (r = 0.503* , 0.390% , 0.633** wag 0.490** a1ua1fu) 4
auduiuglussiuunansazldlufirmadendy usnaniinsieseianiwauduiug
v9903LU5 (Collinearity Statistics) wameAn Tolerance 1411nd 0 wagA VIF laiiu 4

neanuIwUsyneudaszraiu (91350 188, 2558)

4.4 NaNSVIAFRUHNNRFIY

Nndoyafildanuvuasuamusagniuneasduiidanndn Saminswys Sy
150 Ay FITelaldnsiimssiannaeatnedie (Simple Regression) Wagn153iAs1esinnney
wyaad (Multiple Regression) TUN153LATIENENTNAYDINGANTTUYDINLNIUYIY AAN
YosAuA AUANNITUIMT uazamfianelavesgnin fidsadenmasindnivesgndn o

wanalunsei 12-13
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M5 12 UAASNITIATIEVONTNAYDINGANTINYOININIIUYIY ABIAINYOITUAT UAY

ARININNITUTNIT FleAIuanelavedgna?)

s cS
Unstandardized Coefficients Standardized Coefficients Sig.
B Std. Error B t
Constant 1.441 0.420 3.427 0.001**
SB 0.105 0.091 0.110 1.150 0.252
PQ 0.136 0.093 0.136 1.540 0.126
SQ 0.436 0.124 0.327 3512 0.001%**

R? = 0.240, Adjust R* = 0.225, F = 15.405, Durbin-Watson = 2.008

Y

*qydAgyNsaRanszau 0.01

INATNA 12 NUINITHIIVFBUANUFUNUSTENINILUTDATEINENITAINTUILA?

v a |

NnUi1A1 Tolerance UaMuUsdasENNMIANAINNTT 0.1 uagan Variance Inflation Factor

o
U v = v 6

(VIF) vessuUsdaseyniifianiagnds 4 asiuisasulaadudsdasennddlaiiiaauduius

9

U WATKNAN1INAABUAT Durbin-Watson iy 2.008 F98¢/5¥1i19 1.5 - 2.5 LaAd31A

muAaLAdauLTudaT i

a [

NAN1SILATIEUNITaRAB YN AN (Multiple Regression) wanaldifiudn wanns
WATIENNT 3 A1 LALANGANTINVBINTNIUVIY ANAINVRIFUAT LAZAMAINAITUTNNS

anusanensalanuianelavesgnd Anlusesas 22.5 lnenginssuvesniinauee I

N v

dnEnaauIndemuiisnelavesgnAtegaldinudAynieadian 0.01 Mmermdudsedns

[
v v = 1% a a

anaoauInsgIu (B = 0.110) Meiuisufiasaunfgiui 1 aaninvesdudn 18nsnadeuan

somuienelavesgnAed1eliivudAyneadian 0.01 MmeAmdulssansonnesuinggu
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