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The Influence of Marketing Mix on Trust, Satisfaction
And Customer Loyalty of Siam Commercial Bank,
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ABSTRACT

ARTICLE INFO

The objectives of this research were to develop and validate a causal relationship
model of influence of marketing mix on trust, satisfaction and customer loyalty of
Siam Commercial Bank Public Company Limited with empirical data. The researchers
used quantitative methods which involved empirical research. The instrument of
research was a questionnaire used to collect data form 421 customers of total 30 branches
of Siam Commercial Bank Public Company Limited, Ratchadapisek (Thapra) Area Office.
The statistics used in data analysis were frequency, percentage mean, standard
deviation and structural equation model analysis.

It was found that the model was consistent with the empirical data. Goodness of fit
measures were found to be Chi-square (Xz) = 464.207; Degree of freedom = 463;
p—value = 0.475; Relative Chi-square (Xz/ df) = 1.002; Comparative Fit Index
(CFI) = 1.000; Standardized Root Mean Square Residual (SRMR) = 0.028; Goodness
of Fit Index (GFI) = 0.942; Adjusted Goodness of Fit Index (AGFI) = 0.917; and
Root Mean Square Error of Approximation (RMSEA) = 0.002. It was also found that
(1) marketing mix in the dimension of product or service had a positive and direct
influence on trust; (2) marketing mix in the dimension of price had a positive and
direct influence on trust; (3) marketing mix in the dimension of place had a positive

and direct influence on trust; (4) marketing mix in the dimension of promotion had a
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positive and direct influence on trust; (5) marketing mix in the dimension of product
or service had a positive and direct influence on satisfaction; (6) marketing mix in the
dimension of price had a positive and direct influence on satisfaction; (7) marketing
mix in the dimension of place had a positive and direct influence on satisfaction;
(8) marketing mix in the dimension of promotion had a positive and direct influence
on satisfaction; (9) trust had a positive and direct influence on satisfaction; (10) trust
had a positive and direct influence on customer loyalty; and (11) satisfaction had a

positive and direct influence on customer loyalty.
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l"']ﬂ;ﬂsli] (Leonidou, Leonidou, Coudounaris, & Hultman, 2013)

5. aulszaumamsaaaluiamunansas nseusMsiansnanauIndeanuianely
(Lombart, & Louis, 2014; Casidy, 2014; Hyun & Kim, 2011)
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Louis, 2014; Casidy, 2014; Hyun & Kim, 2011)
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4. IYUAT 1 10
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7. @a1Ang 1 10
8. DUUMA 1 10
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14, INFIINYY 08 114 3 25
15. OUUFIIALIA 1 (MUNBAT-11A) 1 10
16. W33 2 (DU.7) 1 10
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18. ANAZUDY 1 10
19. DUUIBNFY 1 10
20. wnINedmMAlulagnszaounNaI5u3 1 10
21. DUUNNTUUNATY 2 1 10
22. nythudm (U9Ueu) 1 10
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24. 90UN0I 19 (FIadqn) 1 10
25. wizilszuaq 3 25
26. ﬂuuuﬂsgﬂdjﬂuﬁuf(aumﬂamw) 1 10
27. 19Ag (W3zlszuaq) 2 25
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. . y
TumsAnTEHmmMANNNgUasia mdulszansuoarha adrsialuszay .70 vl (Hair,
Black, Babin, Anderson & Tatham, 2006) A181M1931UNTI8V0V0IAAL YA (Corrected
Item—Total Correlation) Zoafiendaus 0.3 auly (Field, 2005) c?nﬁ'i%’ﬂ”lﬁmaﬁnﬁamnmﬁfjﬂ,ﬂﬂ
mammaaﬂ%(n 51) wazdoyafifuaswesngugnimauFesims lnowdad $16a i)
Sinaaid auuSsendmn (vnwaw) (n = 421) HAMTAATIZHNLN YoR0wnnde Lag
Fusnndarnaaiidun a1 2

a d d Aa A v
MInazivInlszneudsEvey
Ao o a 4 4 a [ v J 3‘ o J .
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Factor Loading) Hutnasinimuannaine uaazdulsdunalddetinniminesdlsznon
A 2 [
faua 0.5 AalsuelsdeaiiA Average Variance Extracted: AVE f4Li6 0.5 1agA1ANMNe451v0
9
! g . . e ' v ' . a J

uaazanlsuele (Composite Reliability: CR) foaliAdaug 0.7 (Hair, et al., 2010) HAN1TUAIILH
AIR1519% 2

ti' a d ~ a 4 J a A o
M319A 2 HAMITAATIZHAINNUNGT LAZNAMITUATIZH0IALTZNOUITIBUIU

Sauls Cronbach’s Average Variance Composite
Alpha Extracted (AVE) Reliability (CR)
NAMUNAnS UM IoUT M3 0.845 0.552 0.831
Nad I 0.863 0.524 0.868
NARUAININMITIATIHUIY 0.792 0.565 0.796
NAMUMIAUETUNMINY 0.839 0.519 0.843
A Biiieriels 0.909 0.618 0.907
Anuianela 0.899 0.533 0.889
ANUTNANA 0.892 0.613 0.888

a 4 o a A v 1 9 Iy 9 a [ % =) 4
HANIANTIZH 09N Tz NEUIFBUTUNUIN deandesnudeyaFlszant laviia la-aunas
1 LY 1 a 1 [ 1 d o o 4 1 LY
(OUAWNINY 459.826 AN0IMDEZ (df) HAWMAY 459 Ala-auadsduimg (y%dh Tauiiny
1.001 AN p-value HAUNINY 0.480 A1 RMSEA UAWNINY 0.002 MATHIINUDIAURASMNAIETD
YoaWUNMANINTIIU (SRMR) HAUMIAD 0.028 AIAUADAAGDIVDIATHIATLALAIL
A =) LY 1 v Av [ A d' [ Y = [
naNNaY (GFD) AN 0.943 uazmawilinseaunnunannaunlsuun (AGFD Iaumny
0.917 Mariiiasedunnuaoandest)soumen (CFD TAUNIAY 1.000
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Chi-Square=459.826, df=459, p-value=0.480, RMSEA=0.002
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a 4 4 a A o 9 a A
namsansIzHeInlsenoudeudualellsunsuamsa ANITNN 3

ti' a o J a A o 9 a
MA1I1N 3 Wamsans1eHoInlsenowdiudualellsunsuaasa

51ﬂﬁnaaﬁﬂsznauu1ﬂig1u mdaszans
fmudsaaunala R
Loading SE t-value ﬁ%‘ammnﬁm
PRD2 0.723 0.038 14.662 0.523
PRD4 0.742 0.039 15.765 0.550
PRD5 0.794 0.041 17.092 0.630
PRD6 0.710 0.041 14.632 0.504
PRI 0.738 0.038 17.183 0.545
PRI2 0.737 0.037 17.093 0.543
PRI3 0.783 0.035 18.629 0.613
PRI4 0.771 0.035 18.160 0.594
PRI5 0.569 0.040 12.224 0.324
PRI6 0.726 0.036 16.680 0.527
PLA1 0.713 0.040 15.148 0.508
PLA2 0.754 0.038 15.990 0.568
PLAS 0.787 0.045 14.573 0.620
PRM1 0.651 0.038 14.284 0.423
PRM2 0.746 0.037 16.918 0.557
PRM3 0.764 0.037 17.686 0.583
PRM4 0.736 0.039 16.254 0.542
PRMS5 0.699 0.038 15.434 0.489
TRS1 0.744 0.036 17.348 0.554
TRS2 0.795 0.034 18.899 0.632
TRS3 0.791 0.036 18.857 0.626
TRS4 0.771 0.035 18.270 0.595
TRS5 0.804 0.036 19.476 0.647
TRS6 0.811 0.034 19.450 0.658
SATI1 0.705 0.039 15.981 0.497
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A:' a 4 4 a A o Y a [
AN 3 Hams AT IzHeeAlsenouFseududleTdsunsuamsa (919)

ﬁmﬁnmﬁﬂsxnaummgm mdaszans
fudsaunala R
Loading SE t-value ﬂ%mmaﬁm
SAT2 0.793 0.035 18.746 0.629
SAT3 0.705 0.035 16.029 0.497
SATS5 0.727 0.037 16.718 0.528
SAT6 0.713 0.035 16.129 0.508
SAT7 0.730 0.034 16.789 0.533
SATS 0.733 0.036 16.823 0.538
LOY1 0.727 0.036 16.833 0.529
LOY2 0.800 0.034 19.314 0.641
LOY3 0.786 0.033 18.811 0.617
LOY4 0.779 0.034 18.571 0.607
LOY5 0.820 0.036 20.069 0.673

XZ =459.821, df = 459, Xz/df= 1.001, p-value = 0.480, GFI = 0.943, AGFI = 0.917, RMSEA = 0.002

walgana i 2 uazaared 3 Hedadelli

Tuaamsiadulsarnlszaunamsaaialuiadunaas umuazusns (PRD) Laadna
ﬂ'waﬂfmﬁﬂmﬁﬂizﬂaummgm(StandardizedFactorLoading)uﬂmmummcﬁmmgmﬁﬁmuﬂ
fio iAWIAAT1 0.5 4 PRDS ﬁfhﬁymﬁﬂmﬁﬂi:ﬂaummgmqaﬁqmmﬁu 0.794 39983931 PRD4
UAUMIA 0.742 Tag PRD2 AWM 0.723 1oz PRD6 ﬁmﬁmﬁﬂmﬁﬂixﬂanuwﬁsgwuﬁ1ﬁfgﬂ
101 0.710 t’humﬁmwﬁmmwmmmﬂﬁaummgm (SE) uazm1a0a t-value BEAAINAI
simiinesdiszneudazmuand1aaIn 0 odniifudiAamemaiansedy 0.01 dumaudios
w50 R Wudadruanulsiuszringdunlsdunaldiuesnilsznousan (Communalities)
waaanad1 PRDS TiAAnuifiosgafiqaniify 0.630 1098911 PRD4 i 0.550 Tas PRD2
fiAumiy 0.523 wag PRD6 Hnufiesdifiganiiiu 0.504

Tuaamsiadaualsarlszaunamanaaluiaaiugia (PRI) taana ?h"llﬂﬂfwiﬁﬂ
94A1U5¥NOUINATIIU (Standardized Factor Loading) 1@ﬂfhvimmmﬁmmgmﬁﬁmmﬁa A
11T 0.5 &4 PRI3 ﬁfh‘ljlmﬁﬂmﬁﬂizﬂaummgmqaﬁqmﬁwﬁn 0.783 5890911 PRI4 1fin
911191 0.771 1ae PRI1 HAUNIAD 0.738, PRI2 HAMNIND 0.737 , PRI6 HAMNIND 0.726 Lag PRIS
ﬁﬂ'niymﬁﬂmﬁﬂs:ﬂaummgmﬁﬁqmmﬁu 0.569 dAauMITATILHAANUAMIANTEY
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WIAITIY (SE) 1azmada t-value HAAINAI ﬁymﬁ'ﬂmﬁﬂazmuu@iazﬁm@mﬁqmﬂ 0 9819
Tfeddamediadaiiszay 0.01 daumanuiissnse R Hudadiuanuulsfiusening
fnlsdunaldiueefilszneusdy (Communalities) HaAIWAIN PRI3 ﬁmmmgﬁmqaﬁqmmﬁu
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