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Abstract

This research aimed to: 1) examine the influence of the Big Five Personality Traits on
customer satisfaction and loyalty toward food and beverage establishments in Songkhla Old Town;
2) investigate the effect of consumer satisfaction on loyalty. The sample for this quantitative study
consisted of 420 consumers who had previously used the services of food and beverage
establishments in Songkhla Old Town. The sample size was determined using Cochran’s (1977)
formula, and purposive sampling was used. Data were collected using a structured questionnaire.
Statistical analyses included frequency, percentage, mean, standard deviation, Pearson’s correlation
coefficient, and multiple regression. The findings revealed that: (1) the Big Five Personality Traits of
Service Employees, specifically extraversion, conscientiousness, and openness to experience, had a
statistically significant positive influence on consumer satisfaction; and (2) agreeableness,
conscientiousness, emotional stability, and consumer satisfaction had a statistically significant positive
influence on consumer loyalty. The results of this study can serve as a guide for enhancing service
personnel's capabilities to improve customer satisfaction and strengthen customer loyalty. These
improvements can contribute to the competitiveness and sustainable growth of food and beverage

businesses in Songkhla Old Town.
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Table 1 Operational Definitions and Measurement Indicators of Research Variables

Variable Operational definition Indicators References
Extraversion The staff is friendly, 1) Friendliness Costa and McCrae (1992), Tauseef
outgoing, and 2) Communication with customers et al. (2024), Butt et al. (2021),
enthusiastic in 3) Enthusiasm in providing service Huang (2024), and Ou (2021)
communicating with 4) Proactive approach to consumers
customers. 5) Creating a welcoming atmosphere
Agreeableness The staff is polite, kind, 1) Politeness Costa and McCrae (1992), Al-Rifai
empathetic, and always 2) Kindness (2026), Butt et al. (2021), Espafiola
ready to help. 3) Empathy and Janaban (2024), and Thip—akson
4) Willingness to help (2023)
5) Building good relationships with
customers
Conscientiousness The employees are 1) Responsibility Costa and McCrae (1992), Kang and

responsible, meticulous,
disciplined, and perform

their duties correctly.

2) Punctuality
3) Thoroughness
4) Systematic work

5) Commitment to work

Malvaso (2023), Butt et al. (2021),
and Eshete et al. (2025)

Emotional Stability

Employees can manage
their emotions and
handle stressful situations

appropriately.

1) Emotional control

2) Stress management
3) Tolerance to pressure
4) Problem-solving

5) Professionalism in service delivery

Costa and McCrae (1992), Kang and
Malvaso (2023), Giovanni et al.
(2024), Huang (2024), and Nakphaijit
and Boonyanmethaporn (2025)

Openness to

The employees are open

1) Learning new things

Costa and McCrae (1992), Espafiola

Experience to new things, creative, 2) Being open to feedback and Janaban (2024), Udo-Imeh et al.
and adaptable to 3) Creativity (2023), Tangkaew and Smuthranond
consumer needs. 4) Adaptability to situations (2022), and Ramruoy et al. (2024)
5) Continuous self-improvement
Customer Evaluating the overall 1) Satisfied with the overall service. Nakphaijit and Boonyanmethaporn
Satisfaction service experience by 2) Satisfied with the service staff. (2025), and Espafiola and Janaban
comparing expectations 3) Satisfied with the overall experience. (2024)
with actual experience. 4) Satisfied with the quality of service.
5) Satisfied when compared to
expectations.
Customer The intention is to return 1) Repeat business visits Angkahiran and Tawata (2023), Ou
Loyalty for repeat business, 2) Recommendations to others (2021), and Ploymuenwai and

spread the word, and
maintain a long-term
relationship with the

store.

3) Positive word-of—mouth
4) Loyalty to the store

5) Choosing this store as a first choice

Wichitsathian (2025)
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939 B uuUsaUnIN (Questionnaire) 71 HAUNNFU TR HIINENTIA UYAIINATEUDNNHIEITH
AflAH BT ANATY WALLEMN9EINT S1UI 3 NI I BN9I9NILANNABARRBITINI TSI BAIAN
Aemdmiang uazdnguszasrniaids TaefiandiinusanaansszmnseafiamnduingLssasn (index of
ltem-Objective Congruence: 10C) 9g33¥914 0.67-1.00 uagsiuuuasuawmaaauasdesy Inamaaesly
AuaTnefiddnunsTnaiResiunausanng 41 30 AU WU AdNLsTAvEaannTasAsautia (Cronbach’s
Alpha Coefficient) ﬂgj‘jzij 0.758-0.925 @4§iA1u1nna1 0.70 uanslnILULEBUaINE AHIE TR e
Az lafuroyadunguiane el (Hor et ol 2023) AnsinminasAtsznon (Factor Loading) #ATag

3219 0.514-0.903 AfivinnzanAasiia1genan 0.40 fieaneensula (Har et al., 2023) fssinglumsned 2

dl tdl ! y =1 o/
AT 2 HANITVIARELAMHIAENATLALANULEaTiara9AauILS

Table 2 Results of Validity and Reliability Testing of the Study Variables

Variables Iltems Factor Loading Cronbach’s Alpha
Extraversion (EXT) 5 0.762-0.872 0.902
Agreeableness (AGR) 5 0.536-0.852 0.758
Conscientiousness (CON) 5 0.514-0.809 0.871
Emotional Stability (EMO) 5 0.697-0.889 0.825
Openness to Experience (OPE) 5 0.666-0.899 0.834
Customer Satisfaction (SAT) 5 0.579-0.903 0.925
Customer Loyalty (LOY) 5 0.765-0.874 0.908

e ¥

N15IATIERUDYR

AARBaNaI041 (Descriptive Statistics) Taun AeosAz ARAE zw'quLﬁmLuummﬁm UREEDAITIDENIY
(Inferentiol Stalistics) TAuA MM9ALATER ATENLSEANS EnANTHFIDRES AN uaznIFlATIsAnIsRaeeNYgo)
(Multiple Regression Andlysis) ¥13% Qﬁﬁﬂf@?@ﬁq@ﬂﬂu{@mﬂmLﬁymﬁyw,ﬁ alnlnaayafidansundedowaziind
gorFUNATINNTE Inanissaa RN ey lUn s annacd sem LAz AnHNITaN A E IS
Aneinaannsewges Tnsaisandeuannis Tased

SAT = Bo + BLEXT + BLAGR + B5CON + B,EMO + BLOPE + £ annnad 1

LOY = Bs + BoEXT + PoAGR + BoCON + B1EMO + BOPE + B,SAT + € mmmnafi 2

e B Wi ANRNUSEAVENs0nney

€ b1 ANAITHARIALARDN
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AnaesndnaasiaTnaTuemsuasaaasrtugufiannaeean Snanisadusl

nqusnaenaideluased fe gualnafinelauanissusmnauazed osfugudesniasean
dau 420 A aanlraydunands Anduassas 71.70 fiangaznane 31 - 40 1 Andusasar 32.90 ude
s Aniuseuas 55.70 Usznouendn Aang/gsiaaiudia Anidusesay 45.20 selaadeneifion
15,001-30,000 Anilinsaeay 59.5 wazdnFanisAnuissinBanned Andusesas 45.70 dwsiumginges
wualna wuan gualnesatgudenlrdnissmemsuaniadasinuenasionnaseailuen 6 e
wRde 3 - 4 asimnidau Andusasar 43.60 TasdanlruanisTumneiaan 7:00 - 11:00 1. Anusasas
4380 wazinlsuannslududumg aindngnivdedumg anaaznd Andnsosas 49.30 Sugaayauisariu
SIBIMITUATLAS BIA NINA dsANaeulan n1alaEm wazn1sUsEaN s Anidusoaas 48.60
f?@]qﬂimqﬁwﬁ’ﬂsfum‘i?%u%m‘ilﬁ@ﬁﬂﬁiﬂummﬁﬁuLﬁ'@u Aniinaasas 46.00 i U3 lnARANENanonIS
ﬁﬂﬁu%@ﬂﬂ?%ﬂ%ﬂﬁﬁu"mﬁ@@ Afusesay 433 Renlsuanmstuiowdaeusans Andusesas 614
;Ju’%fﬂmv'quéfmgﬁqmm'ﬁﬂ%m: 3-5 pen9 Aniusaeay 57.10 ﬂ@%ﬁﬂﬁfﬁﬁﬁw%waé@mﬁﬁﬂﬁﬁf@lﬁ@ﬂ%
1315 (@enlanannen 1 99) Aa ATNENINTBINHNITN Aniusasaz 90.00 yualnaganlngsesiula
wiineuanIaaiiulnsuazdsendud Andusasas 31.20 uaswsinemusnisfidansnanonis
Faanlandunnle3n1a5MHemsUaTIAS B9F HE IS BNIANIANIBIIHHNNT gRRD ATIHNGAINIAZN1S M

\Aeafignan Andusesas 33.81
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Table 3 Analysis of Mean, Standard Deviation, and Pearson’s Correlation Coefficient

Variables EXT AGR CON EMO OPE SAT LOY
X 4.381 4.100 4.421 4.385 4.338 4.430 4.258
S.D. 0.655 0.587 0.614 0.644 0.486 0.651 0.666
Extraversion (EXT) 1
Agreeableness (AGR) 0.460%** 1
Conscientiousness (CON) 0.740** 0.522** 1
Emotional Stability (EMO) 0.198** 0.145%** 0.189** 1
Openness to Experience (OPE) 0.664** 0.521** 0.689** 0.557** 1
Customer Satisfaction (SAT) 0.759** 0.384** 0.647** 0.214** 0.602%* 1
Customer Loyalty (LOY) 0.677** 0.606%* 0.722** 0.255** 0.628** 0.675** 1

**Statistically significant at the 0.01 level

. e e .
A3 NT 3 wan1sasenun yuslnafannAnfiuneyadanniwiesnUsznauresmineuLing
ayTuszivanfigannau Tnanunsdaiulumannsinedsey lussduainiign se9aemniis AN

Tupanepnsned auniadawe awnisdalagnisBoung uazaunisussidszuen auandy wenand
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afsnelauazanasinindensslnaoy lussdusnnfigrisii dalsingusnanei 2 nan1siasizn
AN WIS A8 AT ANLTEANE anduus i85 @1 (Pearson’s Correlation) W11 A9u151ARNATNNA
avAsznaud Anaduius BsuanaenuianalauazacnasindnfvasyuilnnesediedAgmieain
sz 0.01 TngfAnogazmang 0.145 - 0.759 ANANNANHEIENIFTamNATHAYTRAIAY 0.80 uanslA
TunalnAnTyriauduius Bany (Mulicolinearity) f Aannmunzandmsunisiidaudludiaszn

msanassdagoiludidunslla (Shrestha, 2020)
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Table 4 Multiple Regression Results for Consumer Satisfaction

Unstandardized Standardized
Collinearity Statistics

Coefficients Coefficients
Variables t Sig.
B Std. Beta Tolerance VIFs
Error

(Constant) 0.584 0.201 2.897  0.004**
Extraversion (EXT) 0.575 0.049 0.579 11.790  0.000** 0.400 2.502
Agreeableness (AGR) -0.028 0.042 -0.025 -0.654 0.513 0.666 1.502
Conscientiousness (CON) 0.148 0.052 0.139 2.665 0.008** 0.353 2.830
Emotional Stability (EMO) 0.003 0.041 0.003 0.086 0.932 0.597 1.675
Openness to Experience (OPE) 0.178 0.079 0.132 2.252 0.025* 0.279 3.583

R? = 0.601, Adj.R? = 0. 596, F = 124.569, p < 0.000, Durbin-Watson = 1.780

*Statistically significant at the 0.05 level, **Statistically significant at the 0.01 level

MNANINT 4 HANITIARBLANIEITHIAUATINY (Multicolinearity) w91 A1 Tolerance fANaga1919
0.279-0.666 B9gana1innen 0.10 WazA" Varionce Inflation Factor (VIF) 8831974 1.502-3.583 @aginan
N 10 AINTBLEUDUILIBY Hair et al. (2023) uanstniiuandautlsdassudannnduiusdnluszdud
nalmAntTamntzIsiaunsIny Salasmsizasdmiunsin [lAnsmginisanneswges

HAMTATERINARUTEEAT 1 WU21 LS aesiAdNLsEANE nnafaTiUS LAY (Adjusted R?)
Wil 0,596 uanem faullsBasansnsnesunenaulslamnaiwelarasalnalasasas 59.60 e
A1a0i91edaus wu yaAnameasAlszney auniailame amnnsdniilumdnnts wazauniaide
Tagniadengiavenaidsuanmanauiene lanasualnasnawnaazsdessin lenafiaanisman dwsy
AunaUziUazien uazAIunIaAEuamsetTolndaanananaienels ilaidenfeuann

AvEnasnadnlsrAnEanaeaN1nsgN (Beta) Wuan aunnsilawmefianina@auanasaainfonalanin

v '
tZ

o v . o v ! Y . o -
NN IBIRINN T@LLﬂ ﬂﬁuﬂ’]‘iﬂﬂﬂusﬁuﬂﬂﬂﬂ"l‘i LL@Z@WHﬂ’]‘iLﬂ@T@Zﬂﬂ"I‘jL‘iﬂug ATNATAY NIHITALYYUHNNNTT

WENIHAZUWHNIRTT I (AFia)

SAT = 0.579EXT - 0.025AGR + 0.139CON + 0.003EMO + 0.1320PE + € ﬂuﬂﬁ‘iﬁ 1
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Table 5 Multiple Regression Results for Consumer Loyalty in Songkhla Old Town

Unstandardized Standardized Collinearity
Coefficients Coefficients Statistics
Variables t Sig.
B Std. Beta Tolerance VIFs
Error

(Constant) -0.563 0.190 -2.959  0.003**
Extraversion (EXT) 0.091 0.053 0.090 1.733 0.084 0.299 3.342
Agreeableness (AGR) 0.325 0.040 0.287 8.231  0.000** 0.665 1.503
Conscientiousness (CON) 0.346 0.052 0.319 6.622  0.000** 0.347 2.879
Emotional Stability (EMO) 0.089 0.038 0.086 2.329 0.020* 0.597 1.675
Openness to Experience (OPE) -0.027 0.074 -0.020 -0.361 0.719 0.276 3.627
Customer Satisfaction (SAT) 0.290 0.046 0.283 6.301 0.000** 0.399 2.504

R? = 0.666, Adj.R? = 0.661, F = 137.436, p < 0.000, Durbin-Watson = 1.949

*Statistically significant at the 0.05 level, **Statistically significant at the 0.01 level

NPT 5 HANITNAFALINIIZTWLERATING (Multicolinearity) WL37 A7 Tolerance HANDY3EMI1Y
0.276-0.665 @4g4n21LND4H 0.10 LALAT Variance Inflation Factor (VIF) 85551219 1.503-3.627 &41nan
U 10 AMNTBIENBUUZIDY Hair et al. (2023) uanstiifinuan daulsdassludannuduius duluazdy
AnaiAntTmnzaaniasn sy SadanamsnzandmiunshliUlnasinisannany g

NANNTITEHIRGUTERIAT 2 Wi9n wudnaesiiandlsz s nisimuaiiuiiueg (Adusted R?)

Wi 0.661 uan9In FawlsBaszantsasdueANLLssmIBeANessninArey A lnAlnspaas 66.10
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LOY = 0.090EXT + 0.287AGR + 0.319CON + 0.086EMO — 0.0200PE + 0.283SAT + € ﬂNﬂ’I’ﬁﬁ 2
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