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Jitrampa Thaweesri. (2018). Brand Image, Satisfaction, and Integrated Marketing
Communication Tools Influencing on Brand loyalty among KTC Credit Card Users
in Bangkok. Mater's Project. M.B.A. (Marketing). Bangkok: Graduate School,

Srinakharinwirot University. Advisor: Associate Professor Intaka Piriyakul, Ph.D.

This study aimed to investigate the ‘brand image, satisfaction, and the integrated
marketing communication tools influencing the brand loyalty of KTC Credit Card users in
Bangkok. The study samples in this included four hundred KTC Touch customers. The data
were collected through questionnaires and the statistics used to analyze data included
frequency, percentage, mean, standard deviation, Decision Trees, and Multiple Regression
Analysis and the results were retrieved by the statistical Package for Social Science (SPSS)
program.

The results of the descriptive study revealed that most of the informants were
females, twenty to twenty nine years old, with a yearly income of 15,001 — 30,000 baht.
Employees in the private sector and most of the informants owned one credit card and
preferred KTC credit cards.

The results of the Decision Trees revealed that the group aged thirty to fortynine
years of age and had three credit cards and were mostly loyal to the KTC credit card brand.
The group which were most loyal to the brand and employees of state enterprises and civil
servants. It was also found that female employees in the private sector were the least loyal
to the brand. In addition, customers who used KTC credit cards tend not to nor use AEON
credit card and vice versa.

In light of the hypothesis testing, in order of importance, the variables with the best
power predictors of brand loyalty included integrated marketing communication tools, brand
image and satisfaction with beta coefficients of 0.410, 0.381 and 0.095, respectively, at a
statistically a significant level of 0.05. The sub-factor testing results revealed, in order of
importance, that the variables with the best power predictors of brand loyalty were KTC
credit card benefits, the emotional value, personal sales, KTC credit card functions and KTC
credit card symbols with beta coefficients of 0.306, 0.133, 0.133, 0.131 and 0.097,

respectively, at a statistically significant level of 0.05.
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1Tn91ATAR AMERICAN EXPRESS, Mins1aduAniinsinsne
Validation None

Maximum Tree Depth

Minimum Cases in Parent Node

Minimum Cases in Child Node

Results Independent Variables Included fﬁwmu‘ﬁlsﬁﬁmmiaﬁl

Number of Nodes
Number of Terminal Nodes

Depth

Specifications Growing Method CHAID
Dependent Variable Sum Loyalty
Independent Variables e, 80g, 8730, 9818, awsunliinsiesie , MnsAukinsasin

KTC, MinsauAtimsmsan KBANK, Mmnmancniinsasan BBL, 14
ATARANLIRIAIAR AEON, linsa&uAniinsasan KRUNGSRI, Mmsn

AuBnimaAsAn CITIBANK, Mnsaustinsmsan SCB, 1inmansn

100

50

Alsenal 4 nazuUaUNNg CHAID Taaffaulsfunasulssainsians wasfafaulsauae

ANNAITNANAFRRATIAUAN

%

AMNAMNUILNeL 4 WAAIDNNTZUIUNNS CHAID Taeiisouilsdiu  Aa A1y

o

1321N2AERT WAL AL IANNAAAINNANANAAANTIRLAY TANAANE AR AIUAIUIULTHS

a AaA o dlda a 1 o o a a % o a aa
LATARNDNRVINUNA NHANTWARDAIMNANTINNANARNDATIAUATLATIATARNLANT




Sum_Lovyalty

| Mean 3.546
| std. Dev. 0.609
| n 400

| % 100.0

| Predicted  3.546

i

DA ATYLOTIATEH

Adj. P-value=0.000, F=14.952,

df1=2, df2=397

<= 117U (1.1 7w, 3. 3 Tu] =>3.31TU
Node 1 MNode 2 MNode 3
Mean 3.419 Mean 3.769 Mean 3.465
Std. Dewv. 0.622 Std. Dev. 0.554 Std. Dev. 0.555
n 197 n 136 n 67
% 49 .2 % 34.0 % 16.8
Predicted 3.419 Predicted 3.769 Predicted 3.465

A ilsznay 5 luasnawla (Decision Nodes)

76

annnisznat 5 wansluuadnaula (Decision Nodes) A119UTRsLATAAND S

PINUANNANDFDMTVRL

¥ o

a s
ALRATIATARLANT

Gain Summary for Nodes

Node N Percent Mean

2 136 34.0% 3.77
3 67 16.8% 3.47
1 197 49.3% 3.42

Growing Method: CHAID

Dependent Variable: Sum Loyalty

A ndsenau 6 nnsanauauaasluafAadKla (Gain Summary for Nodes)

v o o

AMNNINLILNaL 6 LwandnisanduALaasInuasndula (Gain Summary for

I
o

Nodes) 1iuma Tuua? 2 HAneduggn  Devtnsasis 3 lu HAeded 3.77 J8nsnase



1

1 ¥ 1
= A A o

AYNALNANAZIgA 7898981 Tuuea 3 Aefietinsashn 3 lu Auld HANwaswiny 3.47 uay

Yuaf 1 0a 1esAsen 11U JARAYINAL 3.42 AMNATFL

Risk

Estimate Std. Error

.344 .027

Growing Method: CHAID
Dependent Variable:

Sum Loyalty

nisenen 7 AponndesiulunimageuununRauliuiainnssindula

Model Summary

Specifications Growing Method CHAID
Dependent Variable Sum Loyalty
Independent Variables WA, 91g), 81T, 91818, TR Ausntingimssn KTC,

TinsauAtngAsan KBANK, 1insauating
\AgAR BBL, ldnsauAniingiasan AEON, 1Hma
AuATRsATAR KRUNGSRI, lasnaumtingsinsas
CITIBANK, ldns&uAniimnsinsan SCB, lins@uAn

11m91A9AM AMERICAN EXPRESS, Mmnsa&uAnting

LATAR
Validation None
Maximum Tree Depth 3
Minimum Cases in Parent Node 100
Minimum Cases in Child Node 50

Results Independent Variables Included m%‘w, LA

Number of Nodes 6
Number of Terminal Nodes 4
Depth 2

nilsznau 8 ngzuqunig CHAID TaalfquilsfiuAasiuilszannsAans wasfaulsniy Aa

ANNHABNANARAAIIRUA
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@ﬂﬂﬂﬂwﬂixﬂ'ﬂ‘u 8 LL@@]\Ta\?ﬂﬁ"ZUQUﬂqi CHAID IﬁﬂNWQLLﬂ?ﬁu AR
o - o & o o a a v Wy o & = .
ANULIZINNTIANRMNT WAZALLTAINADAITNANTNANAFAFATIRIAN 1@N@@Wﬁ AR ANVTWLASLNA N
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aAa o o a a % % a aa
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Sum_Lowalty

Adj. P-wvalue=0.000, F=17.914,
df1=2, df2=3297

2 IR ST & AT 1 T T s F e T 4 B &1 AUTeTsy; 3.
OTOOE e WD ADIn T, S P AT AL S I FILD 20
LA LML Ssan LD S

Mode 1 Mode 2 Mode 3
WMean 3.877 WMean 3 .608 Mean 3.374
Std. Dew. 0.552 Std. Dew. o512 Std. Dew. 0.55849
r 49 r 167 r 174
%o 14 .8 %o 41 .8 o 43 .5
Fredicted 2.877 FPredicted 2.602 Fredicted 2.374

| =
LT

Adj. Powalue=0.041, F=4.250,
df1=1, df2=172

1. ill"‘l}_l Q,VT‘Q\J

Mode 4 Mode 5
Mean 3.44949 Mean 3.312
Std. Des. 0.653 Std. Dew 0513
n 58 n 116
% 14 .5 k) 289 .0
Fredicted 344949 Fredicted 3.312

A ndsznay 9 Tnuasmndwla (Decision Nodes)

nAndszney 9 wasslnumdndnla (Decision Nodes) WALALBNTNANBNTAE

ANHABNANARANINAUANLTRTIATARLATE
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Gain Summary for Nodes

Node N Percent Mean

1 59 14.8% 3.88
2 167 41.8% 3.61
4 58 14.5% 3.50
5 116 29.0% 3.31

Growing Method: CHAID
Dependent Variable: Sum_Loyalty

nndsznau 10 n1gansuaLLesluafn@lla (Gain Summary for Nodes)

NN 9zNaL 10 LaRINIFanaRALLad IUARAZWLA (Gain Summary for

Nodes) Al Tuua 1 HANRALGIEA AR BATWNINIIUTFIAUAA HANRALN 3.88 NBvEnasie

u q

ANNALNANAGIEA 9898910 Tiuadl 2 @1@ndsnanis/miinerusnanig HAeaawiniy 3.61

dl = o ISP dl 1 o dl = o
uaz TuAT 4 a1 TNNININLeNT L (MWATNE) HANLRAENINL 3.50 WAL TUAN 5 AV TWNIENU

NI (IWANCDN) NANRAEINAL 3.31 ATNATAL

Risk

Estimate Std. Error
.336 .026

Growing Method: CHAID
Dependent Variable:
Sum_Loyalty

nwilsznau 11 Aranddesiulunimeaaeuununisiuliivienissingula
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Model Summary

Specifications Growing Method CHAID
Dependent Variable Smouitldiiasinsaa
Independent Variables i, 01g, 0130, 51014, asidudninsasia KTC, ldasdudiiasinsan

KBANK, ldasdusninnnsan BBL, 1danaudninnnsdin AEON, 14¥a
Fudninnnsan KRUNGSRI, 1danaudianasan CITIBANK, 14#a5
Fudinnasan SCB, danaudniaansdan AMERICAN EXPRESS,

I¥asdudninsinsan

Validation None

Maximum Tree Depth 3
Minimum Cases in Parent Node 100
Minimum Cases in Child Node 50

Results Independent Variables Included | o4

Number of Nodes 5
Number of Terminal Nodes 4
Depth 1

AWUeznal 12 Ngzuqun1e CHAID TaslsaulsdiunasiullszansAnans wazsoulsniy Aa

1 v
ANUIUTATLATAAN D AVTINUA

a o

AN niszney 12 waaedanszuIunis CHAID TaalFaul 96w Aa

¥ % o A o o a Q;d us/j ¥ o o &
ANULTZEINIANART UWAZFAILLIAIN AR ANUAULTATIATARNDAVIAUNA 1®N@@Wﬁ AR BY
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Node 0

| Category % nh

Fr———-—-—--- | LRI 49.2 197 |i

N RRET | mo 29y 228 9|

| ®22% : =3 3w 112 45|

g #33w A®m4 a9udw 168 67 |

L”-””ﬂm”dl | Total 100.0 400 |!

___________ |__1:

[
Adj. P-value=0.000, Chi-square=519.
175, df=3
|
==120280 {120-29 4, 2.30-38 0] {2.30-39 11, 3. 40-48 1] = 3.40:-49 J
MNode 1 MNode 2 MNode 3 MNode 4

Category % n Category Y n Category % n Category % n
m| 117y 99 4 180 B 1170 44 4 B 117y 11.0 1@ By 85 7
LIRS oo o B3 27 12 83 LR 74 4 LR 54 4
337 oo o 3.3 11 1 H33dw 815 44 337 0o o
B4 4t3wly 06 1 B4 47ualy 33 3 B4 4dwily 00 0 B4 49uald B5.1 B3
Total 45.2 181 Total 28 9 Total 135 54 Taotal 185 74

nwidsznau 13 ussmawla (Decision Nodes)

anandszneay 13 wanaluuasindula (Decision Nodes) Tufnuanguazaiuau

v

o a dld o
UATLATARANDRINUNA

Classification

Predicted
Observed 1.1 % 2.2 3.31n 4. 4 W'y Percent Correct
1.1 180 4 91.4%
2.2 0 83 4 91.2%
3.3 % 0 1 44 97.8%
4. 4 Wil 1 3 0 63 94.0%
Overall Percentage 45.3% 22.8% 13.5% 18.5% 92.5%

Growing Method: CHAID

Dependent Variable: swauitldiasasaa

Andsznay 14 nsansusuresivunsngdula (Gain Summary for Nodes)
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aannndszney 14 wapsnisitadszinnaesivuasnaula (Gain Summary for

v
o a o

Nodes) Adi a1uauinatingAsAnndawouinsiNIunINegeiatingashn wuan a1

u 9

| A

natnswAsae 1 Tu a1g 30 - 39 U Detimsishn 2 lu 81g 40 - 49 1/ Da

o

29 - 30 1l dquln

imsiasha 3 Tu uaz a1y 50 Tawll fetinsasha 4 luauhl

Risk

Estimate Std. Error

.075 .013

Growing Method: CHAID
Dependent Variable: swauiildianasan

nisznay 15 ArpudedulunmeaseunauRaulduiansindula

Model Summary

1A3AA
Validation None
Maximum Tree Depth

Minimum Cases in Parent Node

Minimum Cases in Child Node

Results Independent Variables Included I¥asaudianasin AEON, e1dw, swauildiasmsan
Number of Nodes

Number of Terminal Nodes

Depth

Specifications Growing Method CHAID
Dependent Variable 1dnsdudninsinsan KTC
Independent Variables i, 01g, 013w, 51014, landudniasnsan KBANK, ldasnaudiinsasan

BBL, l¥anausnianasan AEON, ldanaudniannsan KRUNGSRI,
I¥andudniasnsaa CITIBANK, ldanaudniasnnsan SCB, 1¥angum

iasinsin AMERICAN EXPRESS, 1¥asaudniasinsan, s1uuiildiias

100
50

Alsznau 16 nezuUaunig CHAID Taadfaudlsfunafnulszainsdians wazfauilsniy Aa

AINAUANTRILATART |4
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AMNANLTENAL 16 WAAYIDNNITLIUNNT CHAID Tasfsaudafunamiullszainsg
ANgS uazfaulany Aa MAUA1LTRIAIARN1E TANaanS Aa TEnIAUATTRIIAIAR AEON

= o o a elldl
AVTIN LLASITUIRLATIATARNNDD

TATRUAIRTIATAN KTC

Node 0
Category % n
f--Tommm———- 1 B 0. Liiinsiasin KTC 42.5 170
1 0. Tudiasiasaa KTC ! B 1 jiiinsiasae KTC  57.5 230
| W 1dmsiasaa KTC Total 100.0 400

T RuATnTIAT6a AECN
Adj. P-value=0.000, Chi-square=53.247, df=1

0. Mudittsinstn AEON 1.ﬁu”mi|n|ﬁém AEON
Node 1 : Node 2
Category % n E Category % nl
B 0. Maudihsiasan KTC 34.3 114 )| ® 0. idivmsinsdn KTC 824 56 |:
B 1 {iiinsinséen KTC 65.7 218 'I® 1biiasiasda KTC 176 12}
Total 83.0 332 | Total 17.0 68|,
| = T '

odn

Adj. P-value=0.000, Chi-square=27.890, df=1

2. WUNWRSFINMAD; 129512015/ MinAs2S; 6. 4.53A0 e/ Ion2ovAoms; S.indsuong/Madsenounndn

B AUsAFsL; 3 WihvIUSEID NI

Node 3 Node 4
Category % n Category % n
B 0, Lusiinsiasia KTC 27.6 74 B 0, Bisiiasinsan KTC 62.5 40
B 1 jiiainsan KTC 72.4 194 B 1 fihsiasdn KTC 375 24
Total 67.0 268 Total 16.0 64
=

NRATALIRSIATAR
Adj. P-value=0.004, Chi-square=13.198, df=2

<=1i1 Tu (11 '?u,|2.2'?u] >2.|2'?L|

Node 5 Node 6 Node 7
Category % n Category % n Category % n
B 0. uifivhsiashe KTC 28.1 36 [ |® 0. Yuiidbsiasde KTC 44.4 24| |® 0 divhsiaséio KTC 16.3 14
B 1 iipsiastia KTC 71.9 92 B 1 jiinsinshn KTC 55.6 30 B 1 .iipsiaséia KTC 837 72

Total 32.0 128 Total 13.5 54 Total 215 86

nwdsznay 17 wuamnawla (Decision Nodes)

o a

annAndszneu 17 wanaluunmmndaula (Decision Nodes) JA1URTIRWAN

o a dgy v = ° o a A
U@]?Lﬂ?ﬁm'ﬂlﬁ] ATUBNTN LLASATUIULIATLATARNOR
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Classification

Predicted
Observed 0. hitihiasinsda KTC 1.fasiasda KTC Percent Correct
0. lifinsinsin KTC 96 74 56.5%
1. 5iinsinsdn KTC 36 194 84.3%
Overall Percentage 33.0% 67.0% 72.5%

Growing Method: CHAID
Dependent Variable: 1das1dudniasiasan KTC

nwilsznay 18 nMsutivilszinmaadinsnshanang
annmisznau 18 uansnisuivilszinnaesildisnistinaashnang A9 an
frauuuudeunn Wlinsnsanand Anduieaas 56.5% wazldiinsnshnana Anidu
Fataz 84.3%

Risk

Estimate Std. Error
.275 .022

Growing Method: CHAID
Dependent Variable: 14anaudnins

insan KTC

nwilsznau 19 Aranudesiulunimaseuukunisiuliinisingula

AN 7 WATISRANNAFIUNG 3 1D

ﬂuuﬁgmﬁ 1 PNANEINTARAN Usznaufag Auilssleminanuadiingasanmn

v Ly o

Auglanening AuANLRIAIAR LazAIUN19FUEANINNNNRNTIIIRTRTIATAR NRENENE

flaANNALINANAFaATIAWANLINTIATARLATT TaangamnanIuag taanisldatanisanenzit
AYNOADNRNYAM (Multiple Regression Analysis) Tnefidensaulsdgszidinaunisannasdon
% Enter Werdupmuidesiubenay 95 nsuaniuviiedfiasanufgusedies sig. fiaandy
0.05 UN1BANNIN ANNAFIUVAN (Hy) aegnilfjias uazaaniuannngIuses (H,) uiEe Sig.

o

N1NNG1 0.05 MN1YAININ ANNAFIUNAN (H,) Aazgneaniy uazifjiasdunngiuses (H,)

u

v
Y o

ANNIDTEUANNAFIUNWATA WA
H,: MWANEIRIAUANTRIIATAR LdRBNENaFaAITNasTNANAaATIAWAN

o a e
URTLATARLANT
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a ]

H,: AInaneaingndudniinsiassn A8vsnasannasininasansauan

o a A
URNTIATARLANT

dsrTandne9iinsiashn LazA1uLIn19999AudUTN191TRIIATARLANT NHENTWAS

o

ANANINANAReATAUANTRIATARLANT Tulaangamnwaiuag InanislEananians v
AYNDADNRNYAM (Multiple Regression Analysis) Tnefiidensulsdaszidingaunisnnnasdon
7% Enter Wazdunnuidesiusenas 95 nssensunieljiasannfigiuseiionn sig. fiaund
0.05 UN1BANNIN ANNAFIUVAN (Hy) aegnilfjias uazaaniuannngiuees (H,) uiEe Sig.

N1NNG1 0.05 MN1BAININ ANNAFIUVAN (Hy) Aazgneaniy uazifjiasdunngiuses (H,)

v
Y o

ANNIDTEUANNAFIUNWATA WA

aa a '

Hy: AanuNswalalunisldiinisinaasin ldiansnasaniuasininase
a v o a aa
AINAUANTRILATARLATT
= Y a o a aa a 1 o o a
H;: Aauianalalunisldtznininsinshn Haninasaniinasingnasa
a v o a aa
AINAUANTRTLATARLATT

a = ~ A A o
ﬂNNmE']u‘VI 3 LATANHAARE1ININNITAAIALLLATLIIAT UsenaLaAae

% s -8

A1UN1T TN AU TZIIAUNUE A11N1TRATNNITUNE A1UN1TE18TANITNIY LAY

Aaa a '

E1UN1IARIANIIATE REANENAARAINNAITNANAAARINAUANTATLATAA AT Tl
naannavuAg Inanisldatnnnsdimsnziniunnneswa (Multiple Regression Analysis)
TnefiAensuLlsagssidingunisnaneadngds Enter W¥svduninuidaitoaay 95 N1z
uda?@ﬁﬁl,mﬁaumﬁgmﬁi@lﬁ'ﬂm Sig. #8891 0.05 MNNLAIINIT ANNFAFIUNAN (H,) azgnu]ias
wazeaNFUANNAFIUIRS (H,) LAiLTa AN Sig. 47NN 0.05 UNNEANNIN ANNAFIUNAN (Hy) A2

Qneeniy uazdiesannngiues (H,)

4
Y o

ANNIDTEUANNAFIUNWATA LA

| |
A A A

H,: ATE9NARAA1TNNNITRAIALLLATLINAT ITEVENasaANasininAse

a v % a s
ATIAUATLRATLATAR LANT

1
A

H,: LASR9HaAR41INNNNIAAIALLILUATLNNAT RanEnasanluasininase

a v o a A
ATIAUATLRATLATARLANT
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FIN9NN 7 HANNTILANZINNINANBENIANIIBIN INANHIATNAUAT A NaNala uazLATaIa

dl v a g . . % as
041N NNTAANALLLATLNNAT TaalEn199iAT e Multiple Regression (#2898 Enter)

wnasANnLlsilsau SS df MS F Sig.
Regression 61.401 3 21.467 101.679** 0.000
Residual 83.606 396 0.211
Total 104.007 399

o o o

“LlgALUNNANANI=ZAL 0.05

%

ANANTN 7 LAAINANITILATIZTUNITDANDENYANBINTNAN DI AT RUAN

= dl A dl dlda a | o o a
AINNINETA LAZIATEINAARANININNITAAIALLLATLANAT NHANTNAGABAINAIINANAGS
meNAUANTRSIATAMATNE WL AN Sig. Winfiu 0.000 Fetiaendn 0.05 na19ke U asansAgIy
WAN (Hy) wazeaniuanumgIuge (H,) uN18aINd1 NMNaneningauan auienela uay

LATRNHAADANININNIIAANALLLATLNGAT HANTNAADAINNAITNINAARATIRALANTNTLATAR

)

o o

ala 1 al o and‘ [ % v o a dl :/I v U
LANT BN UIAIATYNI9ATANTLAL 0.05 mmmmmﬂummgmmm% LAZAINITNATY
ANNIINENNIDITUEUATILH A1NITDATUIUNIANEN UL ANTDADAEUAIFINGINIDI LA A

$1919 8
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A1919 8 HANNIILATIIEENITNANBUNV AL BINTNANHDIATIAUAN mwﬁqw'ﬂ@ LLZ\]ZLﬂdﬁ"ﬂ\?ﬁﬂ

'’
py Aaa a ) o o a a v o a P
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Node 0
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| |1 duamiasaa KTC Total 100.0 400
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THaTRuARTIATA0 AEON
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28w

Adj. P-value=0.000, Chi-square=27.890, df=1
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Node 3 Node 4
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Adj. P-value=0.004, Chi-square=13.198, df=2

<=117u (1.1 7w, 2. 270] >2.2%

Node 5 Node 6 Node 7
Category % n Category % n Category % n
B iiunsinséin KTC 28.1 36 | |® 0. "Lifivasiaste KTC 444 24 | |® 0 “idinsiasén KTC 16.3 14
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