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Abstract

The objectives of this study were to study and investigate the relationship between
Product factors, Service factor, Price factor, and Image Store factor with a customer loyalty of
Home-improvement modern trade stores in Bangkok Metropolitan area. Data was collected through
self-administered questionnaires. Samples contained 400 persons who are users of Home-improvement
modern trade stores and live in Bangkok Metropolitan area. Statistics used in the analysis of data
are Frequency, Percentage, Average Value and Standard Deviation. The hypothesis tests used were
correlation coefficient at 0.05 and 0.01 levels.

After the study, the result shown that. Sample group had high level of agreement on
loyalty factors which can be ranked in order based on average value from highest to lowest
value, respectively as following: Product (3.90), Service (3.85), Image (3.78) and Price factor (3.47)
while highest expression shown at loyalty behavior with the repeated purchase (4.37) and pass on
mouth to mouth (4.21). And for moderate level: Protection/defense (3.10) and no store switching
(2.60) at statistical significant of 0.01 level. In conclusion, the results indicated holistically that
Image (0.410) and Service (0.405) store factors had positive relationship on moderate level with
a customer loyalty of Home-improvement modern trade stores, while price (0.399) and product
(0.398) factors had less level of positive relationship with a customer loyalty of Home-improvement

modern trade stores at level of significant of 0.01.

Keywords: Loyalty, Home-improvement modern trade store, Home-improvement
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