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Monruedee Thanawatsakarn. (2015). Factors Affecting Customer Loyalty of Independent
Pharmacies In Bangkapi District, Bangkok. Master ‘s Project, M.B.A. (Pharmacy
Organization Management). Bangkok: Graduate School, Srinakharinwirot

University. Project Advisor: Asst. Prof. Dr. Patcharee Duangchan.

The objectives of this study were to determine customer loyalty and examine
factors affecting the customer loyalty of Independent Pharmacies In Bangkapi District,
Bangkok. The study sample was 280 customers of Independent Pharmacies In Bangkapi
District, Bangkok, who were selected by quota sampling. Questionnaire was used as a tool
to collect the data. The statistical tests include descriptive statistics; frequency, percentage,
means, and standard deviation for characteristics of sample and all variables. Inferential
statistics; t-test, One-way ANOVA and Pearson Product Moment Correlation Coefficient
were used for hypothesis testing.

The results demonstrated that most of the sample were female (66.8%), aged
between 25-34 years old (42.1%), worked as employee in private companies (38.6%) had a
monthly income between 10,001-20,000 Baht (32.9%), graduated with Bachelor degree
(49.6%) and the period of being customer was 1-2 years (32.1%). The averaged overall
customer loyalty was 3.34 representing the moderate level of the customer loyalty to
Independent Pharmacies In Bangkapi District. With regards to the dimensions of the
customer loyalty, it was found that word of mouth communication showed the highest score
of averaged customer loyalty (3.95 + 0.75), followed by purchase intention (3.69 + 0.61)
and price sensitivity (2.87+ 0.78), respectively. The factors that were found significantly
affected the customer loyalty were: demographic characteristics as regards to gender,
which male and female showed statistical difference in only complaining behavior
(p = 0.012), and average income (p = 0.006); the overall customer satisfaction (r = 0.422,
p < 0.05), which pharmacist satisfaction showed the strongest positive correlation with
customer loyalty (r = 0.507, p < 0.05), followed by product satisfaction (r = 0.347, p < 0.05)
and place satisfaction (r = 0.307, p < 0.05), respectively; and trust (r = 0.525, p < 0.05),

which the correlation coefficient between overall trust and word of mouth communication



showed the highest value (r = 0.793, p < 0.05), followed by purchase intention (r = 0.588,
p < 0.05) and price sensitivity (r = 0.234, p < 0.05), but the correlation coefficient between

overall trust and complaining behavior was not significant at 0.05 level (r = 0.014, p > 0.05).
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