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Jintana Sisaed. (2006). Customers’ Clothing Brand Loyalty in Bangkok. Master’s Project,
Master of Business Administration Degree in Marketing. Bangkok: Gradate school,

Srinakharinwirot University. Project Advisor: Dr. Sirion Chaipoopirutana.

Now building up brand loyalty has been increasingly important for sustainable
successful business. Thus, entrepreneurs must make customers attached to or have loyalty
to their particular brands and produce the products that satisfy target customers, keeping
customers’ memories of the brands and also acknowledge the values of the brands. The
objective of this research is to study customers’ clothing brand loyalty in Bangkok using
AllZ clothing as a case study. The study was conducted by separating customers into two
groups, i.e., loyalty and not-loyalty to the clothing brand. This was done by considering the
following factors: shopping orientation; purchasing criterion; self-image; customer
satisfaction; and population characteristics.

The sample group used in this study was 400 customers in Bangkok that bought
or used AllIZ clothing. The Simple Random Sampling method was employed in this
research, using Quota Sampling and Convenience Sampling respectively. The tools used
for collecting data were questionnaires. The questionnaires were given to the sample group
and these individuals filled out the questions by themselves. The statistical analyses used
included percentages, means, standard deviations, and Binary Logistic Regression.

The results show that the majority of customers who answered the questionnaires
are female, aged over 20-25 years, with average monthly incomes received from work
and/or parents of less than or equal to 4,000 baht. The amount of money spent for clothing
averaged about 501-1,000 baht per month. These customers pay attention to the factors of
selection for buying clothing and the price of clothing at an important level, and pay
attention to the factor of timing for selecting to buy clothing at a moderate level. The
customers regard purchasing criterion as at a good level, whereas they regard customer
satisfaction for AllZ clothing is at a normal level. The customers’ loyalty and non-loyalty are
34.3 and 65.8 percent, respectively. It can be concluded that the following factors affect
customers’ brand loyalty significantly (0.05): shopping orientation for buying clothing to be
accepted by friends; purchasing criterion for selecting to buy interesting brand clothing;
customer satisfaction of customers that wear AllZ clothing and the right decision in buying
AlIZ clothing. The other factors have no effect on brand loyalty.

The suggestions for entrepreneurs, from this research, are as follows: patterns,

sizes and various types of clothing that are suitable for niche market should be improved so



that customers will be able to select suitable styles for themselves; product quality should
be maintained; the designers should understand target customers and design new styles
that are continuingly up-to-date so that customers are aware that this brand is up-to-date;
the price of clothing that is suitable for the quality of clothing should be established;
incomes of target customers should be studied in order to set unit prices that suit customer
buying capacity; IMC should be promoted; advertisement and public relations through
media should be increased, e.g., television, teenager magazines, advertising posters, press
conferences, etc., by using movie stars or popular singers that are well known to teenagers
as models for this brand to convince customers that it is worth to purchase this brand
clothing. Making brands interesting and accepted leads to customers’ loyalty of any

businesses.
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WWwiae laavin T 9guan i laaten awa%uﬁﬂﬁ@w%’mw%uﬁwLLazﬁ’mWﬂmEm’mgmm ot
YNTInaNa@ (challenger) 3 FILFSNIATNYANTINATURWAIANUAAINAAL AL TLEUDITIAN
FUAMAINTT NTIREIBRANLAL mﬂ%@ﬂaa MIUANGAIDENT LAZNT N BN NLRAID

m@lNa’jw‘iw"l,wﬁaamaaomﬂm
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17 uaz Ala3ld (Oh; & Fiorito. 2002: 206 — 222) la¥iANSANBIANNAITAANG bb

ATRUAYDILATILAINT UI%U?ZLﬂﬂLﬂ’]ﬁa wudwmmm%ﬂﬁﬂmumﬁuﬁw aa;ju'ﬁm“ﬁ’n

dl&/ [ L =) et t:!l 1 v ‘ﬂq’ et t.ﬂl L=
Lﬂ?%aﬂl%agﬂﬂﬁﬁ]ﬁ]ﬂ 4 vz fa Taah 1 ’i]‘@]&r!x‘il,%%?lﬂdﬂ’ﬁ@l‘izlﬂuﬁﬁﬂ 12389 2 U@

& o A o & o A o o &
E']ul%ﬂ']isﬁa 'ﬂffl?ﬂﬂqﬂ 3 ﬂqwaﬂjﬂ’mﬁjuqﬂﬂa LLa:ﬂjﬂfﬂﬂqﬂ 4 ﬂ%ﬂmuﬂiz“mﬂimﬁ@i

|Shopping Orientation

| Purchasing Criterion

| Self-image

|  Demographics

Hi

H?

H3

H4

Brand Loyalty

Brand Loyal Customers

|_

| Non-brand Loyal Customers |

-3 M Post Satisfaction |

MWUTENaU 2 LEAINTOULWIAALALINLUAINNAITNANG LEATIRUAILATAINGINY

finn : Oh, Jungmi.; & Fiorito, Susan S. (2002). Korean Women’s Clothing Brand

Loyalty. Journal of Fashion Marketing and Management, Vol.6 p. 219.

\niaas; AT WAz §a3u (Taylor; Celuch; & Goodwin. 2004: 217 — 227). lai

nIfnmanusInAnfuasgnddagmuiuesa Nl a A usina Ay vasnguandlian

PAMWNTINFDINGUAD NJNLATDINBAFIWNTIN (industrial equipment) LaznFNLATBID

Win (heavy equipment) WL31ANNITAANA AT RUAINANINTIT8RNUT=AT Ao

v

mmﬁawahmaagﬂm (Satisfaction)

AUENUDIRUAN (Value) qﬂaisﬂluﬂﬁiLﬂﬁﬂu@lsﬁau@Tﬁ

(Resistance to Change) MIABLILYBIRNG (Affect) AT UATIRUM (Trust) WAz

@]'mﬂ'ﬂ@ o520 U RUA (Brand Equity)
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Satisfaction
Value
Behavioral
Loyalty
Resistance to Change
Attitudinal
Loyalt
Affect yalty
Trust

Brand Equity

AMWUIENay 3 LRAINITOULWIAGLN mﬁ'ummm%'ﬂﬁﬂﬁlumﬁuﬁw

“71'&1’1 : Taylor, Steven A.; Celuch, Kevin.; & Goodwin, Stephen. (2004). The Importance
of Brand Equity to Customer Loyalty. Journal of Product & Brand Management, Vol. 13 p.
224.

A3 e WEISAuAzAME  (2546: 406) NE1RIN AAANARaaTIREUAN  (Brand

[

Loyalty) #an8fly anudagasd anuaessnanag

1 a v & 1 ¥ = U g: g’ v

AATIRUAN DITNNRADNIITORUAUE DN

= o A a o a oA ada a o A A v R @ Aa o

fanunnddennaudgs 13ondl dvruadnadeanausn vie miﬂgﬂmmwﬂumﬂaum
Y - il .

waz TR UNLI NN LI FUA LN DT D a6 BLTha-

]
=) =

fWILAUANATEAN (Brand Equity w38 Brand Value) %angdd ninasaud1vas

o o

a o = & a qzdgl/ & ' a o ea .
VBN Nﬂ’)’]&J‘HN"IﬂLﬂuLﬁﬂU'ﬁﬂiuﬁWﬂ@ﬂ“ﬂa{lﬁdeﬁﬂ Lﬂ%QMQWNﬂ@]ﬂmgﬂ‘Y}?Ui (Perceived value)

2

2

1ummm§ﬂﬁﬁ s'fiaqm@h@mauﬁw:a%“wﬁavlﬁl,ﬂ%ﬂumamsmjaﬂ'uﬁaﬁ

1. u‘%ﬁmzmmma@ml%ahymamsmm@VL@TLWﬁ:ﬂﬁ%'uff{'fnmﬁuﬁ'} (Brand
awareness) WazlaNUANARaATIRWAT (Brand loyalty)

2. U‘%ﬂ'mzﬁamwmaamamiﬁﬂumi@iasaaﬁ'u;ﬁ'@ﬁ‘i’mmguawjﬁmaﬂ
LWﬁ:gﬂ@Tﬁmwfodwﬂuﬂawﬁ]:é’f@m%uﬁ'}vﬁmﬂ

3. u'%ﬁmzmminﬁgﬁwmvl,ﬁgaﬂdﬂ@jij\rﬁu me:mﬂauﬁﬂﬁﬂmmwmﬁuj’ﬁ

FININALUITY
U u
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a a U v J { a v v
4. USENRINITDVLILATIEUA LAUINTH LNTIZTOAT FUAIENITORIIAINY
L%aﬁavl,ﬁga AT AU T A LS ENRI VTR A NLR BIN TUUIT UGN IO Lo
qmmtﬁ WalnT (2548: 341) Na191 ANNANARIATIFUA BUIBDI NTABLFUD
A a . & N _ 4 A
W @AnaTy (1% MITE ML) Alawldes (Biased) TIudasynnauaasaandotivaniig
{ v ) & a =) 1
wranansdvialuieszaziianii 9 waslduNauNINNTTLIRMINEININGN (1% N3
dagula MIUTziin) anuandludRalduisasianiazaaniN A NANHHIRIDIUANTNALLE
& % a J 5 a o € a Al v & [ s 6
(Self-concept) UBILAARTEL lasuninazifedunundanusisien|tilwsyanwol
. a \ ' & A A € v a Aa o a
(Symbolic Products) Ua9LNRILNNBENS LB% T08%a wiRn 1Das 989 @uﬂmmmmm@
Ao oA o o 2 A ' €1 A o A v v & R AA
Tudwardaluswdle e fanugnwunsansunidadwanriaiuenuu anuianiiside
%uﬁ’m%a%”mﬁwﬁﬂﬁwﬂﬁ'ﬂﬂ'gmqﬁ?ﬁﬂmaamsﬁﬁmmwﬁuLﬁauaﬁﬂﬁgﬂla
vV a v &/ g { v { J % Q
Euﬂnmm@ FOUFIINTY URZAMNANA IR 08N Lﬁaamﬂmiﬁﬂmgwu AUNE
{ J v =) Y { v A g; v U Q
ﬁamnmuuazaﬂa?{ﬂmmmmgma@%m AN ‘ﬁﬁd‘uﬂﬂﬂﬁ%li]ﬁﬂd@’mﬂ’]ﬂ‘lﬂadﬂu
v a a 1 v U, { 4&/ o YY A QI U
LAEANNNARATBATITNGN mﬂmmgﬁmnmuml%;duﬂml,wummaulﬁﬂma;&amaa
a v A4 o = ~ ; o A o & a o A,
aumasnnazlflunsdIsuisunanaafula LLazlﬁL%@;wauﬂnmu ARDAIWNAMNANARDAT
%a (Brand Loyalty) anad L3alasaniauaiuaziTatiennininniy (gnnint wadlng 2548:
19)

2. UWIAALNINLINILUHVBINIIATLLINGD (Shopping Orientation)

;ju'%lﬂﬂmaﬂmau@mum%uﬁﬁﬁamm;waéu6] snnnimsluhudiiadeiue
1T Fa9mMITinRInITINaLNIBUkaNAaINkLIEe S dasmssantssme aenldwuls
Aan T Seuuwalidulnig yoauNTurS eI T3a "Lﬂmam@mﬁa;ﬁu 1T 13unTaInNu
swlagnwinoun e lwmaudanlvanufisosns 9as Tasna'ly uiaeaLiuaIng
m:nw’%aﬁmmé’uﬁuﬁgﬁﬁﬁ%% (Lifestyle) 914398284 D.N.hassay and M.C.Smith
1996 wudw;ﬁuﬂmﬁqm@Lﬁuslumsmmw‘%‘va 6 UuuY (gnn3al waiing 2548: 291) Aa

v
=

1. W (Chameleons) wanufly nadalasifsugduunauaniunaot Wi
ANTHAVDITUAN
2. §7u7u (Collectors) iilunsdaiiaiivazawlild lavFedwiuanniiana

1 Y A L
ﬂ’ﬂf]ﬁ]’] UWIDUITNEALIAN

. ¥ a

v & d%‘ a d' o e
3. w23 (Foragers) (umiTalamzmndains nmaiasmiaudng
A ) o A a o A9 Ao
Walwwuhunauwelawazlafianuanaluina
4. #nuaw (Hibernants) Jugflisulamaduasziiudeuszinazdoini
D wrinvis
5. {AUNBNITE (Predators) tudniuitsadiiiihnansuaz i
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6. Hoaluiien (Scavengers) \Juguilnandanuaynaumulumiasziauia
A L x ©oa = & o & a o A A . ow@ o
wzdedunifanssunazduni@edis  veuTeFuaiaanan thasanieinduswnw
. ' = % ' [ ¥ a [ . & °
M3 (Leisure) agdnibiudainaz liwalamonasmsTefudIansanaI it wInIN
inmIamemanInNawnagnilinunzauiuaiuzesaaia  (Market Segment)
1 Cll dq, 1 va g 1A =1 v 1
\iu yaaadszianfiununii@a  (Predators) Wiazzauliiinsdasidudiiiothu duyana
Uszinnaaliifan (Scavengers) a13azzou liiduasziuaugudmadmniidunmnmsediy

Juuuy (Style) azduditisuanivanwaengFaliguiaiininoinuniadiuviuuuss

€

vl a A a A &’ v v a a A .
ATeduddndungauinldjduunseinianuingnlanuies usz nseenuuy  (Design)
duninuegdindnsueninuatainiaiuindnanznudanmuasiwuazmivinauly
wivainnudeInMIvegnd  Huilnadnaziisaniaduviniimisanuuuinainnaieniad
ANuRTaIiuludue1I 9 111 ANURIRT ANUTUFTE ANUFILIN ANAUNTATA 113
iedan1sld maiy wazmIguainm iudu (g3un uduals. 2546: 130)
A ) o A o A v A A ‘ o A A
midnadesa  nnindeuludsanduwilinfaziinandisiosas  easnnmf
@ o & o o A da o o L a &a A
A09YNBIINTU MIUBITUFI Uszneununiziasgnaniuiaaianniin annsdidywiauy
1 dlﬁ L v = A' a I3 v & g A o v a
1w Ygwimsanasnaeda migasmsmsansidudy uew iuidaseniavilwandim
1 v v 1 { v L U 1 { I a J
Jaderas  wazluwdlinvesnandeiesas  Inazdasnmanaisiildudassanniuuay

wmmulﬁnmﬁﬁaglﬁﬁwmﬁq@ AINH  NRANHNNSIWILAMNREAINNINAILALTUNLIN

J o et 1 =1 =1 a 2 1 A A [ a d%’
NAnIRILABNENT uaﬂmﬂqus\miwmamwaaﬂuﬂaumﬂaﬂu"l,ﬂ W RONToUDI
m&l%mazmﬂ%aﬁa§1ﬂ§ﬁﬁwmvﬁalﬂﬁﬁmmﬂn’hmmau%maammﬁwaﬁwauﬁwm@
val  TSowananazildiFonalumadunaugs  gsdeasoalunmsfandovasuszny
TR NUIWAIN

Auilnalugadagiudasmsldiumsenivnnnguuazdasmaduauiany
A o o e @ 2 o o A o =ca v o =2 o
iasanilagiulinmaudsiunuann AV AN TN IWATaLATIATIRN IR U DRI FIFING LA

o v 1 v J a =) g [l
ﬂummumﬂj’ﬁmmma:wmmmumﬂ@‘ﬂ%mnmu MIuslnaNAaA N UNIaEN999

I o I 1 & a 1 g; 1 Q A =} a 6 &
nasiduanuindudensidusandnvainguni g 1o Ik insanyiiaia auaasiie N1y
' % = v Qs a ] Q IA 1 v
Lmewuawm‘%al%maﬂmauﬂmaaﬂqu ms‘suﬂszmummﬂuamuﬁmﬂgummmlm

lunsdsaadlaans (gnnsal waiiny 2548: 20)

a a' [ L ﬂy ..
LWIAALNYINUNIZUIMNIIA AR AT D (Decision process)
#3370 LF35AY (2538: 18-19; 8198991 Schiffman; & Kanuk. 1994. Consumer
Behavior: 659) nyuIuMIGaaulaTa wuude  TuaanlunsiienTenianmwsiannaad
MR anTwly I@m/mmmiwduﬂnﬂazwmim’ﬂ,umuwmmmaaﬂumzmumm@aﬂﬁ)m

Mudala (m’miﬁﬂﬁﬂﬁ@) waznpAnTINMIMen  mstaiduianssuaudalanazng



15

d a J ) & a 1 g o v Aa g a =) ¥
mMeAWTIAaTwlutTzsz i fanssumaiildiiansdauasiiang@nssunsde
auyaAaus nizuInnMIaaaulada Uznaudin 5 Juaaundmayai

1. M33u309Aud8aINTT (Need recognition) wWia NM3FusTaynn (Problem
e [ | ! { o £ d
recognition) MITUFTHANULANANTERINENWAFINM TUAzEN W WY Taunnwanas
ﬂiz@j%lﬁLﬁ@ﬂi:U’mﬂ’ﬁéf@aulﬁ] YEh) mwmUﬁamﬁm’%aﬁgﬁfﬁimm’mmmLmﬂ@m
A AaAa A A < A a g & o A Aa Ao
swhirinleguariinaisandu ssfednduluaeuusnuasnszuiunsaaduly fndas
WITIW 3 ﬂizmﬂumﬁuiﬁamm@Taamsﬁa
1.1 Tagaldinuliluanunsed
1.2 fanauandmoluyananiaveuisaadoduidaing (Psychological
field)
1.3 ENTNRIMNFILINRON 112U UFILIARONABFIANIWUBDIIIN (Socio-
cultural environment)
ﬂﬁﬁ%‘]’mmd’]ﬁﬁw’mn’]211%%6]1’%‘11adLLGiazlqlﬂﬂaLLﬂzi’J&lﬁ%l%ﬂﬂiﬁ’]%%@ﬂ’ﬂ&]
@a3NT
2. MIRwm1TaYa (Search for information) BIamIAwWTayaniaun1ITa (Per-
purchase search) IuaauilisnduanIuinit Weguilnasuifsanuuduissuiudes
AumdayaseIsNaag g uwnaslayandaw 2 unasne
2.1 Lmdﬁa;&amﬂlu (Internal search) ﬁal,mda‘*ﬁagaimmﬁwaum@ﬁm
3@Ine (Psychological field)
2.2 uwnasiayanauan (External search) Lludayanniauiass winamw
28 MINH 9RY
3. midsuliunandaiian (Alternative evaluation) Kanefle Auaani 3 Va3
v A A Ay & a o A A | A A A A
nszuumMIaasuladen iduialasdiniautand1eg ImsdseilsuaziReniianauanas
v v A g: dg‘o I3 v s a d v
anudamyvaguilna luruiidnduazdasanduinasilumadszidu Selsznavdan
wa a @ ed v a ~ a ' A o A v &
eI uiazguaNtandanusinguslnaldlunsfSouiivusznienfudmianadng

d'lv a A wn A R 1

nnnfauszmItilnalasinsusadlujduasguandanfswalawinni
4. midadulaTa (Purchase decision) Lilutuaauiifuilnaaadulada n3de
< a J v v = 1 [l <3 a J v A o o v & v
losmluifauluiudan udadalsiouaafaduluuniadinnusesgndiile
5. MU AUHNANERRINTTE (Post-purchase evaluation) 138 HARWT
Q/ ¥ a t=§/ Qo ¥ v a L d v U I
AMBREINITa (Post-purchase outcome) LAndunasnTarsaltndanusituar duduly
A oV o o e=maA = . . Vo v &0 A e Ve &
aunenanie linaansnaaanuianala (Satisfaction) watuaawsenInnaIanislinan

faanuldienala (Dissatisfaction)
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a ‘:i [ a Gl qy [ %)
3. UKAAALNYINVUIINAZ W WNNITaFWA
vV a v L o Aa Q‘ lg/ Qo J 1 ] v
;duﬂnﬂl'ﬁm'wmulaﬂummgmmsmiam@meju v;muuﬂs:m’mumuslﬂmﬂﬂm
a a o a o a a v J g: ¥
m"maulanumwmmummgmmsmia%mﬁaﬂmm‘wmaamsmmu%miwgwu 199
A = o =X Aakf @ = o ~ o
1399 NU Tz TR LT LA NIANENNATW a9zt laanU sz awluwlssinadniswam
a =< Ao a A ° Aa Ada A o
NLATHINIUAZMIANING T UMIWAIaNNATTIRIBIMIANITIaNanIszinadas
1 dl' a =1 o s g; q' a d{ a 'y
niluFosssasugiauaznmsdnmdwnsvludsznalnenu awlnoisuiianuauaiusz1d
o s s o a a J AI v o s s
mwmmyﬂuqmmwmaomimmu%mmﬂmu I(ﬂmsui%mmmmyﬂuqmmwLLazmmgm
a (%] 6 ﬁ}‘u 9 % n' (% ' J d' (% Aa dé’
YaINAaN U wananhaslianuanlanuRILIARUA1 9 mnmmwalmmmwmmmu o
~ 1 e g a 1 Ql v o Qs g a £ J
mmmmuﬁqiﬂama 9 LiulwﬂawwaﬂﬂzyﬂuqmnwwLLa:mmgmmaaaummwu
gAMENRIANTRITaNNIAUANNTaNe Ay LLazﬁﬂuﬂamamﬂﬂa’Luﬁmw
2 = ' [ o o {
TUTUHAFLOWUNNNIWBEIIN MIANHT AW WAZRNNISUIARONNWFIANAKS VDS
o a a A o a A o
qﬂﬂaluaaﬂuaﬂﬂﬂm AN IRIANIZLUR UL RINRDALIAN maomﬂqﬂﬂahaaﬂw
A e o o o o % ! A 4 A
‘INFJ’]El’]ﬂJ‘YIﬁ]tﬂ’JiUﬂNLLﬂZﬂ‘iU@l’ﬂ%Lﬂﬁﬂﬂﬁﬂ’]’!tLL’J@‘lﬁaﬂJ@]’N‘] Afouudadld waziagniig
[ dl £ s = t:ll v 1 1
nIRInNLL Ao wulad mmmaomsmamﬂﬂa‘lumﬂumﬂaﬂuvl,ﬂma VY MITWEAINIY NI
1517871919 audaImslnawAuazLIT tudn

a A A o

Aa a 1 a Y A nﬁ | A' U dl' v a A n‘lp
sandanswadewndniuduilae  Sudwaisuduiaidrlanndnssunmidedasii
(FaaLaas, Nafy. 2546: 250-270)

1. 1239 9I@UBITY (Cultural factors) laud

1.1 Aausry iugduuonisiimiduiiuiiefeudulngludausoniy
Urznaudisefisn miuaasaan nMiliiagaive

1.2 AWnDITNEY LHUGITINRBANITIUUNAN HIULUAZNTZUIBNITNNFIAY
LANZEENTURIN TN URIANUL

& [ & , & o A A & P — a

1.3 TuTuNHNFIAN WunsutsTwmIssaundanutduniaaeuaz
ANNAINUDNIT lasazinIUnasasaudauTulazzanTnaziafion anuanla uas

a 3 =3 et d' a v v = v A [l = 1 ] g‘ﬂl 1 =

WOANTINAREARIN® Dol leazianiene lalNasaenafe) uaILsTawe 1Bw a1 Tw

/A o a { A 1 s & gj ot 1 e ¥ v
mMsdAns Tdd e uszanunnagerds SiTuTunIFIaNLANANTRIINTALEDN FuLL
mana anufanaladudunuing uazyadnansuzdung uaiu (1) aufiagluudaztu
NNFIANANT LW LHULAIN AN TTNNA BARINBUINAINABNNI N NTUTUN I FIAUAUAN AN
M (2) auazgnuaswiaidnlaiiaseuasasgrusfiwitonimiadesnitldausunefiausas
& [ 1 dy % [ [l a [ =)
11 (3) TUNIFIANENNNTALIT lenaudTrasds=ns [u 3w el MIAnvLas
Y P A & ' @ o £ o =
wlituursdnfisuzasaunug innigandudltladiudsniiafisslemades @) daan
o & o ~ a & A ' P S o \ o

rusuIalondsnnrurundiauni ldansunie iihgiliuniadasidaaaatiiaiydy
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%umaé’mmuﬂué’aﬁmu@mmﬁwLLazwqamiumiu‘ﬂmﬁuﬁﬁLLa:mﬂ"ﬁ
UINI6N9 9 LTU o e3asusathn Aanssumannden Wudu Tansiinsaeuanasde
mslason  mMsdensufe LNWNIFILRINNITANINGIE 316 wazTaINITasInInef
LANAWAUIIY  UAZUNMIAANAINITIINMIHRALAZ M TINA WA BINRA T IUAZ LS
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ﬁ‘mmmsﬁﬂﬂ%tumaﬁmuLﬂuéffsﬁmu@mju aanatinany tduaw
2. 238989AY (Social factors) bakn
2.1 NEWENIBY ﬂszﬂamﬁ’aUqﬂﬂa'ﬂ%amjuqﬂﬂaﬁy’\mu@ﬁﬁaﬂ%waﬁv'amama
WATNNIdaNABNAUAALAZ WA ANTIN ﬁdﬂﬁj&lﬂg&]ﬂuﬁ ngunAun® nawlddu uazngalang
UseRaa %aszﬁummgmmwaanéu5'1\150&1:Lmﬂ@i'mﬁuvl,ﬂszwj’mNﬁmﬁmsﬁua:mw%uﬁﬂ 9
A=A BNINABENILTIF NI A BN T O NITANB AN IURZA T FU ﬁﬂazwugﬁﬁmwﬁ@hnﬂﬁu
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a9 innsamedaswenmadhisigihenufalasimuayadnansmueni
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22 ssouad Wusanduiddafigalufeumnzduilnannaudulaan
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#wiki 9 Usznaudaefiansinee g ﬁqaﬂﬂﬁgﬂﬂﬂ@%i’wﬂﬁﬂszﬁﬁ luudazunuinazi
FIuzNIWdaaae
3. ﬁﬁ]ﬁ'ﬂ‘ﬂ’m_qlﬂﬂa (Personal Factors) 16
3.1 mqua:ﬁné’ufgﬂmwﬁ% AW T AudLazUS M Iuanananly
ARDATI9TAA NensTulsEmuevng satouludenied wasimefuazmysunwmnsd
ﬂmmﬁmﬁuﬁua']qﬂ'ﬁ LB miaammuL'gaﬁﬂm%laaLL@iamﬂmu’S’waa;jmuld LandBiuaL
ligauudsmuuuuauuniniaglng
3.2 arfwuazamuenuATEgia AanTnadegluuuniiuilag uiu auwau
Uszanldussnuasdaifainlarinm mm:ﬁﬂs:muu’%ﬁwﬁaL'é?agmwmuwa WWuew a1
amuzynaaTssfadsznaudie neldfmansalfigle miseu uazniwdau Wnnseaad
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3.4 qﬂﬁﬂmwLLazmwmﬂuﬂmﬁm"nu m&wﬁnnmﬁé’nwmzmwwzé’uﬂu
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4. tlvanmedaingn leun
4.1 LLN;NFL%“IJ?NN%HFJ(ﬁ%mUYmHﬁ mwﬁﬁjﬁnﬁumnﬁq@] 3 N1y Aa
4.1.1 NOuVa9Fniua WIowa (Freud's Theory) AmsaiauudgIwii
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4.1.2 NOBIMIORAUANNGBINITVaINELAT (Maslow's Hierarchy
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4.2.2 mMRannazdaian
4.2.3 NILRNITINTN
a v o = a oA a v a £ ~
4.3 mM3Geu innge)mateuizeiimitouiiialuannmnueed
{ a a 1 i 1 e QI v g g’ &
UNUINNNINTNAADNUTTHING UIITU FINIZAW FYYIH NMIABUEULY ULazNNTABNEN D9
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MIFou; smpdwamulammmaw;duﬂmwa;}mmmJwammwmzmsmmsmum
aﬁfumi,uwﬁmﬁmsﬁuazmwé’ﬂmﬁmao@mauﬁw T@lUQU%Inﬂﬁ'ﬂLLamaanVLleumwé'nmﬁLm:
ANULTAVAINY PINHANNTUNIa19L T WRIRALALTATININIITD ;jwﬁmzﬁaosmnﬁlﬁa
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4. L AALNYINUATNANHILEINA2 K38 ms%‘uq%:eh%ﬁa

[ 6 1 o J A Lo ) o . a
DNANBIURINA (Self-image) 138 NMIILIRINAL (Self-perception) JAINURNNE

=h.

v a o o A A | A Y g a o ¢ A A v A
Indifisariudrin yadnaw Seudazyanaiiuwlidnazonianmst nia Lvin1sangauan
v Aa [ 6 A a A U o > ) o 1 A = =
duasniinwansainiayainnwizaaadasnuawansoidiudy lusunazdnmig
whdadudmuladunianianasdiuvasyans laansdmanmunakaudiiassns
ANUAAEINAL MIVENLANNAATINAD (Extended self) wazanuidulylduasnis
wWasnulaanwansaldIuda (Altering the self image) AwTNABINITUIEIUAL (Self-
perception) na1lfa Ansuadauasindulasmwansalgiuaildianuninua 4 Uszns
A9 (L& BN 2542: 76)

1. aULaINuria3 (The Real self or Actual selfimage) @a mifiguilnawes
fasnuiaseinauaaduauatngls ﬁqﬂaﬂmwuuﬂ%u 1w L3Il uautedia

Wuaudnan ilnandians 1ludn
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2. awailugauad (The Ideal self or Ideal self-image) fAa 5n13NyAna
aNNIZARTIAULY WITNRANUEIULAAIYDILULEY WOANTINVDINFIUNINTNIZYIFNT
liaweinuitiwesnnseandasiuauwadlugauadvedian 15w auadlugauadvediin
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3. auaINAaiauAuALEINUTITI (The Real Other or Real Social self of

. . = add P 1 ' A = & . a . w
Social Self-image) {withyaaaiiniduniwiyaasduiuauasinduadisls Aaddives
111 AINIININVBN uazyadnA Wz duadels fawiwhdianfuiatuiu
2814913 A9nude laiiNeNdaInUAINAT (Reality) 1% anladanaazitainananuasin i
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AL WAaNNITILEInBasNasawasindueulianuiiosunn asulnegiunnyans
~ = ) & L& \ A A A . 9l a . & !
fnaunwansaivasawesinduedngls uazisnindaigoudadnandueslsunnnd
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. . < aa A (2 v A a K ) dd' v v
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Uszgndlinunagniminisaaiale 1iu dnmieaasansautsenalasliinmed Self-
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yasn i dusyanwoives Self-image @9na17 lasFuanmdesiinanudainiives
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Huslnauasfuduazaanwoived Self-image LardinmIN@MIRALAZINNMIAAA

2

a v

fuduazuinsnidnmsianudaImvedguilag
6 a 1 ' a A o 6 a d'd
gnnIoh Walkng (2548: 116) AN uwidaauaswIanwanealauesriand
deelomianndanisaanafa  Iuan waniaadevans Lﬁaamngﬁimwao'ﬁm’mq N
|§; & 1 = Ig [ > ] Aa [ {d‘d o %
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VNBIUANINAULEY  (Self-image extension) LTU I0BUG AW MAEITNIIE LT
a dl =1 ) v dq‘ dl a a vV & 1 é a
209977 209N%dn 1Hudw wenamnimsnnianmsilaszmannlidudgiuniiuasaian
vasguTlnaldnu szdasliansuzainaias 3 dszms dolt
1. YadlAnla (Visible)
2. Janunannnany (Variety) iNafnazltisvanainuuanens
A a . = 2 a o L a [ & A
3. fyAdnmwW (Personality) SsnansfinAanmaiuuiniwansal (Image) 7
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AUEIBIRYNNAzULAIRL N IR EAARDIN LN WANEDIRIBIUANINAKLES (Self-
image) udndguilnadwaninnineeudouiuugan  lasvhaunguaulusudiaungs
ﬂdﬂLLazﬁmmqﬂﬂaﬁmuﬁmau HANAINHAWN N TUFIANF I NI N TANLANATIN L
509TaNNTINVAINIRNIRBU VA ﬂ%ams“/‘iwé’ﬂﬁﬁwﬁuqﬂaﬁﬂ RS ﬂuﬁagluﬁmuﬂma
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d' d'd' % dy a d' (% ] Jnﬁ Id 1 LY a (% d'
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3 o

auad tuada laduiwensuininsdudisiaaaasin (Mass market) lasanuadiu

] 2
AA o

LLazéT'aiﬁﬂﬂﬁaa@@ﬂajmmué’muga walsiseguanuiisadiosanmuansallisanndas
%

qﬂﬁﬂmwEl'ol,fluéhLLﬂsﬁﬁﬂsﬂmﬁamaﬁﬂumﬁLmﬂ:ﬁwqammﬁu‘ﬁmim
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5. WIAALNEINUANNIND TR (Customer satisfactions)

Anen 43AA194 (2543: 17; 61989910 Anton Jon. 1996: 23-28) ldlWuwaAaiAuaniy
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wigdulavesninialuszazeny enudmAyvesanuiinelazasgndasyldeaai
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qﬂﬂaLﬁ@mﬂﬂizaumszﬁuaxmwuj’tuaﬁmaa;ﬁa saunadszlomianguananaad i
wiomMIhenuaIRaaAmeiianEnmMIamauazdedng  ipitesesdaswensnaai
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quality) Qm@hﬁlﬁ@ﬁnﬂmmLmﬂ@mmdmsmiﬁu (Competitive differentiation) Qm@hﬁuau
Inugndazdasunnnindunu (Cost) vadgnén dunuuasgnddulnafasandud 9
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1. ANUUANAIAUHAAN U (Product differentiation)

2. ANULANAINEUBLINT (Services differentiation)

3. ﬂ’J’]&JLL@lﬂ@i’]dﬁﬂ%Hﬂﬂﬁﬂi (Personal differentiation)

4. anNLANANGIBAINaNEDL (Image differentiation)

ANULANGNINI 4 @‘T’mf:ﬁalﬁﬁmm@iwawa@ﬁwﬁﬁzﬂ 4 GWTUNK A Qo
MUHRAA U AMFIGIBLTINT ATANIUYARINT LLa:qmmﬁmmwé’ﬂmﬁ ‘%\‘lﬂmﬁ’l"fi‘l 4
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LLa:ﬁ]‘@Lcﬂ'umaa%uéﬁ%aﬁwaﬁﬂﬁﬁﬂwaoﬁﬁ'ﬂa@m

2. Usunazdasmansaserlslaislaitniie 1 amumiwﬁ@mnifu %30
INNTIFVUATNAIWNAA N AN m&hﬁ:ﬁmhfmaﬂszﬂuﬁy’aiwvlﬁua:ﬁunu

3. vindsznauiugnaiu winaw gansdadunnee aunang RSTRTEY
mmﬁawalﬂﬁﬁug}ﬂﬁwzﬁNamzwmiammﬁawalwaoﬂummf‘:ﬁasJ

Fnfamuusziannufiwalazesgndr mansnriladieiinnsengg Gt

1. TUUMIAALBLAZTaIEMALUE (Complain and suggestion system) Lun13
mﬁa;&aﬁ'ﬂuﬂamaagﬂﬁﬂLﬁmﬁ'uwamﬁmﬁuazmiﬁwmmaau’%ﬁ'ﬂ TyniAviundadme
LA TV INTIT DL FDUUZAN qﬁﬁqsﬁaﬁmul*’ﬁ laun suens Tsausy Tsawenuna lag
mﬁ@ﬂdaaLﬁ'a%'ummﬁmﬁumnaﬂﬁw

2. miéhm’qamwﬁdwalwmgﬂﬁﬁ (Customer satisfaction surveys) Lﬂ%ﬂdﬁa‘ﬁ
lfunAamIiduaana 3%17&%15}'71@7@&L@FismLL‘uuaa‘umuLﬁaﬁummmﬁawalwaaﬁnﬁﬂ
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2.1 miliazuuuanuianalagnd (Rating customer surveys) fiflda
WiaAusiIanin1s lasaglugdvainisliazuun gu lainalasgneds liwala wela wals
VRGN

2.2 minwugndrildsuanudanalalunfadmsiniauimmiald advsls

2.3 minwldgndzydymanniliniaduesivianinig nsuinsuas
e unzilszdiudng gzt ladymdwson myanziidymvagndn (Problem
analysis)

2.4 mimwgnﬁﬂLﬁalﬁﬂ:LLuuqmauﬁa@mG]Lm:ﬂﬁv‘hmumaawﬁmﬁmsﬁ
BFonindumslwezuws msvinuesnaa My 35Hat U’Lﬁmmﬁ;@dauwﬁwm
NAAN UM

3. mudendalaunguilduiilwang (Ghost shopping) iihaziinyaaafiana

2 ]
CZS) aaAa

d’]ﬁlzl,i‘flumaﬂuﬂﬂyn’lw 112\”’3Lﬂﬁzﬁq@LL‘fm;@Eiau‘l,umi%aauﬁwaau%ﬁmm:@;l,miﬁu NIaW
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4. mylwaeitsandigadely (Lost customer analysis) luniitaziiazy
A )

%%aﬁwmmﬁﬁﬂﬁ’uauﬁLﬂﬁﬂuvlﬂlfmwﬁﬁaau v Mangainly yimsldne SRIN
219N fsdanMIgEIaneeIY

éwu%’uqmauﬂ'@ﬁmwﬁmﬁmﬁ (Product) Lfluﬂa;wnaoéaﬁﬁé”mmm:"l&iﬁé”muﬁ
mmm@auauaammwalwm;j%a%ammwﬁamimmﬁmﬁ § 0 QUMW UAza
Fudn @1aamuu’%mmaz%mﬁﬂwaa;jmEJ ‘vﬁaLﬂuéaﬁﬁngj@m@Lﬁa@auauaammﬁhlﬂuﬁa
ANUABINIVRINUEE 13U Fud1 1IN1T ANty wgnIol yaaa gl e
Wwed 84AMs Toya UazaANuda BIUNTAULISEUNRAR M 5 SeeU a9l (F3vvol
VIO LRTATUE 2546: 394-395)

1. dszlominan (Core benefit) B8l ﬂsﬂmﬁﬁugmmamﬁ@ﬁmsﬁﬁ

v

Huslna leTuannIsdafua laa ey

2

e

2. juUsnwalWAaA AN (Tangible product) 38 WAAA MWL (Basic
L= { v =y Q L= Q v & | AI { a
product) Wanufla ansaenmunwiguilnasusnaudaniaiuld Sadudeniaiy
a = vV o o A KJ A A N J % 1 1 o

WaaA Al ieuysllunlaByulildiiiu 1dun aunw gldvdnsoe sUuuy
MILTIIATIUN ATFUA LAz ANBUSNIIMBNNELY

3. WRAAUWINIAAWII (Expected product) ANNBfd NEuvaIgMFNLGALAE
A A qqul’ [ Qs v & v Ap a 7 a [ €d' %
RawlafdTaanivazldTuuazlfidudaanasninnisbafudn maauaniaimyina1ani
azdasinibitiannuisnalavasgnédiilunan (Customer's satisfaction)

4. WRANAMNAIL (Augmented product) wansfanadselomiivuidy wiausns

niTevzlaTuaiudnunmITefudtsznandin vinsneuuaznan1Ing drulnajuivnaz

s a 0/ 6

Jandanmusinulasuanlwaunandlugduunengg dodt
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4.1 NIAAAY (Installation)
4.2 "MNIUURS (Transportation)
4.3 N137u192n% (Insurance)
4.4 M3IARULTE (Credit)
4.5 MIAUINTDHY (Services) LTH MITAUTAIFUA ANLABNANS Uazd
UIMIVUEIHEAN U LA TOVBILTHN
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Predicted
Observed Status of Loyalty Percentage
Loyalty Non-loyalty Correct
Step 1 loyalty 18 119 13.1
Non-loyalty 14 249 94.7
Overall percentage 66.8

a. The cut value is .500
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Predicted
Observed Status of Loyalty Percentage
Loyalty Non-loyalty Correct
Step 1 loyalty 0 137 .0
Non-loyalty 4 259 98.5
Overall percentage 64.8

a. The cut value is .500
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PBIZNEN
Predicted
Observed Status of Loyalty Percentage
Loyalty Non-loyalty Correct
Step 1 loyalty 39 98 28.5
Non-loyalty 14 249 94.7
Overall percentage 72

a. The cut value is .500
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