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The research aims to study customers’ demographic, marketing mix factors which influence
loyalty towards Bangkok Bank Public Company Limited In Amphur Muang, Samutprakarn Province

The study a survey research using questionnaire as the tool for data collection.  Sample
size in this research is 400 customers over 15 years old using service at Bangkok Bank Public
Company Limited (BBL) in Amphur Muang, Samutprakran Province. Statistics for data analysis are
percentage, mean, standard deviation, independent t-test, one way analysis of variance, Brown-
forsythe (B) and pearson product moment correlation coefficient. Results are as follows:

1. Most respondents are females between 25 and 34 years old, marited status being single
and others, holding Bachelor’s degree, working as private company employees, earning average
monthly income between Baht 10,000 and 20,000 or lower, doing financial transaction at BBL
between one to five times per month, and being BBL’s customers between one and five years.

2. Opinions of on overall product and service, distribution channel, people or employees,
physical presentation, and process are at the good levels while opinions on overall price (interest rate)
and marketing promotion are at the moderate levels.

3. Opinions of on loyalty in category of currently continuing to use BBL’s services, trending to use
more BBL’s services, recommending BBL’s services to others, and having good relationship with
BBL at the high levels. Customers’ opinions in category of willing to wait for BBL’s services (not
using other banks’ services) in case of no such services at BBL are at the moderate levels.

Results of hypotheses testing are as follows:

4. Customers with different age influence loyalty in using BBL’s services differently in
category of currently continuing to use BBL’s services and having good relationship with BBL at
statistical significance of 0.01 levels.

5. Customers with different marital status influence loyalty in using BBL’s services differently in

category of recommending BBL’s services to others at statistical significance of 0.05 levels.



6. Customers with different education level influence loyalty in using BBL’s services
differently in category of trending to use more BBL’s services, willing to wait for BBL’s services
(not using other banks’ services) in case of no such services at BBL, and having good relationship
with BBL at statistical significance of 0.01 levels.

7. Customers with different average monthly income influence loyalty in using BBL’s
services differently in category of currently continuing to use BBL’s services, willing to wait for
BBL’s services (not using other banks’ services) in case of no such services at BBL, and having good
relationship with BBL at statistical significance of 0.01 levels.

8. Customers with different average number of financial transactions per month influence
loyalty in using BBL’s services differently in category of currently continuing to use BBL’s services,
trending to use more BBL’s services, recommending BBL’s services to others, willing to wait for
BBL’s services (not using other banks’ services) in case of no such services at BBL, and having good
relationship with BBL at statistical significance of 0.01 levels.

9. Customers with different duration of being BBL customers influence loyalty in using
BBL’s services differently in category of currently continuing to use BBL’s services, trending to use
more BBL’s services, recommending BBL’s services to others, and having good relationship with
BBL at statistical significance of 0.01 levels.

10. Attitudes toward service using in category of product and service, price (interest rate),
distribution channel, marketing promotion, people or employees, physical presentation, and process

are related to loyalty in using BBL’s services at statistical significance of 0.01 levels.
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