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Abstract

This research aimed to study the following objectives: 1) the loyalty of commercial banks’ clients
classified by personal factors 2) the influence of service quality on clients loyalty to commercial banks.
The samples of this study were 400 clients of one commercial bank located in four shopping malls in
Bangkhen area. Convenience sampling method used to select the sample of this study and questionnaire
was a tool to collect data. Statistics for data analysis were frequency, percentage, mean, standard
deviation, t-test, F-test and multiple regression analysis. The results indicated that the clients with
different occupations and incomes showed different levels of loyalty in bank services with a statistical
significance level of 0.05. On the other hand, clients with different genders, ages and education levels
do not have different levels of loyalty in bank services. Perception of service quality aspect, including
tangible assurance and empathy, have effects on loyalty of bank services with a statistically significant
level of 0.01. These and those three aspects together can explain clients loyalty for 42.6 percent whereas
the other aspects of service quality: reliability and responsiveness have no effect on clients loyalty.
The results of this study can be applied to other service organizations and can be used as a guideline

to increase customer loyalty.
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1. unu" (Introduction)

anuddruaziiunvasiiun (Statement of Problem)
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YBULIANITIVY (Scope of Study)
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Uszlevuandnazlasu (Research Contribution)
1. wiedudeyaidewiulumsiaiun Y5uuss uagnauwsunisbiuinisvessuinis

2. sl dutoyausznovlumsimunnagyduaz nausunsiiiunsgsiosums
2. MINUNMIUITIUNTTY (Literature Review)

AMNTWNIFUINNS (Service Quality)
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Msusmstigaunw Tuvaiedl Ross, Goetsch uag Davis (1997:11-13) weei1 Aanwansuinsidiunisauny
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mstiusnsiduBesiion szduguamilldanmsuinssinliannsaviungls luednilfAnuamaimuing
wanevinu Tnefildsunseensuanie Parasuraman, Zeithaml wa Berry (1985:41-50) 1ﬁﬁﬂwm?{mﬁ’mmmw
msuins sesnldauniduniestiovsdamnindendt SERVQUAL Uszneuse 5 R weil auugusssuves
A3USNT Anun@eielindals NNSABUAUDIABEFUUINIS nsadeausiila wazn1sguatanlald (Zeithaml,
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A2IUI3NANA (Royalty)
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U383 Norizan and Nizar (2007) wui1 mssuiamnmusnisianuduiusnisdeuiuauasingdng
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ANBAENNNEAN LALANNALAINEUNY TINTEUIT8VRY Kheng L.L. et.al (2010) wud n1suiuussnmnm
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3. 531U8U5798 (Research Methodology)

nsauLUIAAuazaNNAgulun13ITY (Conceptual Framework and Hypotheses)
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UsEnsuasnguflegs (Population and Sample of Study)

Usgpnsluenidfodie gnérfiunliuinissuammdsduimilsanriuiaau dsldsmunmunves
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w3aediafil¥lun1533e (Research Instrument)
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fiudan (Multiple Choice Question)

msmwaammmwm@aeﬁa (Examination of Research Tools)

wuvAsUaIeNLIde ldiautuanmmumunAe e wesnanuideiiiendes nerou
wanuuuasunuiidelaluneasuiungusiosnssiuan 30  ensvaeumMLmINsadoANLIINERTIY
arufeamsuasdiaunzaudoli mniuinihumeseuaudesiuvesuuvasunslaeldandulszans
WOATNYBIATOUUIA HANTIATIEINUTN NFTUTAMAIMUTNITOETENING 0.810-0.901 UazAUiNATBIgNA
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nsansvidaya (Data Analysis)
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4. nan13338 (Result)

1) Foyavhluvesnguinegisdiua 400 au druluajfumamds forgsewing 31-40 U sedunsfing
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Wiglye nudnguitegaiinnussnindsuiiruafuarsunginssulaesiseglusedunin fwm1sei 1

M13199 1 Anade drudetuuiinggiu sEaun1sTuIAuAMNITUINTS LazAwassning

Aauds X SD. nsuUana

N133U3AAINAITUINNS
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NNSABUANBIABNSUUINIS 4.090 0.624 NTUIANAIMAITUINTUN

msafrsmusiuladiediuuing 4.101 0.569 M35U3AMNINAITUINITUIN

nsauatelalddagTuusnig 4.066 0.604 NTUIANAIMAITUINTUN
AUIINANG

ANNITNANFAUTIFLAR 3.840 0.705 ANNAISNANALN

AUINANAIIUNGANTIH 3.846 0.743 AUDIINANANIN

3) NamsvadeUANNAg T 1-5 wuinguiegstadudlduimssunmsmdediina ey uazsedy
Msfnw ey SanuasnAndlunisliuimssumsmndesliuansneiu dungusedaiifiendn seld
uaneneiu Tamasdndnddenisunliuimssuamsndudiunndieiu duandunsed 2 dwiuaaed 3
wansliiliuan (1) 91@ndrsinis dauassnanfunnimidneusgiamiawasudtu (2) ondwgsiadusy/
Usgneueindasy lnnuassnanfunnnindnauusdnensukaentnausgiamna (3) enntnauuiesnenyuy
Lagsiadusin/Uszneuoiwdase fanuasindnfuinniusithuegisiilddymisedian 0.05 wagasai 4
wanslimiun (1) Qﬁﬁiﬂﬂlﬁﬁmdw 15,000 vwdaipieu dauasindnasinningilsela 15,000-30,000 U
wagiiTglannnndy 60,000 vmseleu (2) Eis1ele 31,000-45,000 v auasindnduinningdsela

val

15,000-30,000 U1 45,000-60,000 UM wars18lauinnin 60,000 unsstiau (3) His1ela 30,001-45,000

o w

Y
v fanuassnandannndgiiseglauinni 60,000 umsieiieu sty fyneadnn 0.05
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M131971 2 HaNIVAFBUANNATIUN 1-5 Wisuiuanuuandsvesdafediuyanatuauassninivesld

UINIEUIAITNIENVE
Uadedruynna U X SD. GRGAE) P-value
LA
%8 199 3.865 0.737 t = 0.625 0.533
VAN 201 3.822 0.652
214
fni1 20 T 7 3.643 1.074 F =1.095 0.362
20-25 U 109 3813 0.733
26-30 U 36 3.670 0.895
31-40 U 173 3.918 0.630
41-45 9 35 3.768 0.575
45 Jauly 40 3.856 0.672
SEAUNNSANE
snIUSeaes 159 3.907 0.664 F=1.284 0.279
YTy e 3/t uwin 174 3.787 0.743
ERITRINY 44 3.764 0.714
ganuTein 23 3.973 0.404
1IN
HniRew/dnfAne/udn 39 3.824 0.787 F = 2.450 0.033*
131N 26 4.014 0.490
NINNUSTIEmNg 33 3.580 0.687
NUNMUUTENLNBU 272 3.868 0.682
g3nadiy/UsenaueTndase 17 4.044 0.937
iU 13 3.462 0.425
s1¢ld
N1 15,000 U 208 3.982 0.663 F=12140 | 0.000**
15,000-30,000 U™ 92 3.451 0.699
30,001-45,000 UMW a4 4.074 0.488
45,001-60,000 UMW 20 3.900 0.520
1nA31 60,000 UM 36 3.726 0.768

* fyzautpdfynisadAniseau 0.05, ** SszsautudAynisadAnszau 0.01
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v a o a

A1519% 3 ﬂ’]iL‘U%‘EJ‘ULﬁEJ‘Llﬂ’J’llILLG]ﬂﬁi’]ﬂi’lﬂ@:‘Uaﬂﬂ’J’]ﬁJﬁN%}ﬂﬂﬂﬂ VULUNATUDY

- . (1) (2 (3) (4) (5) (6)
DIYN X

3.824 | 4.014 | 3580 | 3.868 | 4.044 | 3.462
(1) dnFew/dndnw)/Udn 3.824 - 0275 | 0.135 | 0.713 | 0.271 | 0.101
(2) 91919019 4.014 - 0.160% | 0.298 | 0.890 | 0.019*
(3) wiinauigiauia 3.580 - 0.024* | 0.024* | 0.601
(@) wineuuIEnenTU 3.868 - 0.305 | 0.039*
(5) gsnvdudiy/Usenouenindasy | 4.044 - 0.022*
(6) ity 3.462 -

M131991 4 NMIUSEUTBUANMLLANANTIEAYEIAINNENANA Iuunmusegla

Y . (1) (2) (3) (4) (5)
s1eld X

3.982 3.451 4.074 3.900 3.726
(1) (ﬁ;’m’j’] 15,000 U 3982 - 0.000* | 0.404 0.593 0.031*
(2) 15,000-30,000 v 3.451 - 0.000* | 0.006* | 0.035*
(3) 31,000-45,000 U 4.074 - 0.329 0.019*
(4) 45,001-60,000 U 3.900 - 0.343
(5) 11N 60,000 UM 3.726 -

0) mneaeuasgiuil 6 isuldvnaeudannastowiurinisineionnosnven lnevnaey
Haymaruduiussenineiudsdass (Multicollinearity) Fsfinnsanananduiusseninguusdass wui
finduusyavBandiiusogsening 0.302-0.751 FefiAnfesnin 0.80 (Devore and Peck, 1993:129) uansin
fanuduiusseiutiunans efiarsand Tolerance oglluting 0.393-0.618 FsfiAmnnndn 0.10 (Hair et al,
1995:127) uagdle1 VIF (Variance Inflation Factor) aglutas 1.619-2.544 GafielsiiAu 10 (Belsley, 1991
$raiidlu asaddy ARetun, 2552:132) Feduaruduiudssriaiuysdassligann aunsolinneideannis
anneenvaalld MalnssiaunisonnsenvaaliisAadenuuuiduty (Stepwise) HamsAnwnudl mssus
A mdumudugusssn msauerusiile wasnisquatenlald annsasutuneinsalauasinnives

v Y a a Y v v o w aad a vy . 2
A liusmssunansmdivdlaegnaliseduliadAnn1eadian 0.01 wazanunsaesunelasesay 42.6 (Adjust R =
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0.426) dnfivdedudninanndadedug Aldlvarudedelindale wazNIRBUAUBIsaRIUUINIT lny

nsquatenlaldiidviwamniign (B = 0.418) sesaunde muduzusssu (B = 0.275) wagmsadseusiule

(B = 0.208) uanslums1eil 5 wazanusadeuaunswensallanai
AnuRssnAnAvesgnAiliuMssuIMsINdInd = 0177 + 0.275 (ullugusssuveansu3ms) + 0.208

(MsaFeanudulasiedsuuinmg) + 0.418 (Msguatenlaldderiuuing)

M19199 5 HaNINAARUANNAILT 6 lnenTiasisiaunIsanaey

fiauds B t P-value | Tolerance VIF
ATl 0.177 0.792 0.429
anulugussuveinisuinis 0.275 4.389** 0.000 0.618 1.619
msasrsmnuiulasiodSuuinig 0.208 2.895** 0.004 0.416 2.407
nsguate1laldsiaruuinig 0.418 6.010%* 0.000 0.393 2.544

NULNR: R Square = 0.656, Aclijust R” = 0.426, F = 99.838, Sig of F = 0.000
** Jiudn A sanAnszeu 0.01

5. agﬂuazaﬁﬂswwa (Conclusion and Discussion)

nsfnwAdetl fideRnwnmssuiaunimnmsuinisiifitennuasininfvesiuiliuinmssuaawideg
wimflsiidsogluamuunamy wansadeuauufgiunui nduiegrsdaduflduinsuasmduditondn
seld uanenetu Sanuasinandlunislivinissunmandudiunnsinetu dauma 019 uazseRunsAng
fishafu fanuasindndlunslivinissuasndasiunnseiu yenand wen1sfnwvduandfifiui
MsfudRanmveINsUIn s A dugUsssn nsannashile uazmsquatetlaldinasionmasingng
yosgniminliuinissuiasmdind aenndesiunyideues Siddigi (2011) Femuin aanwasuIAsEa
duiusneuiniuauasindnavesgnanlugsiasuiasiudinalng uazaenndesiu Anna S. Mattila (2001)
uaz Kun-Hsi Liao (2012) findnrin mssuiiuamamiudsddgiludganuasindniivesiliuins vonand
wamsAnwmuin msguatenlaldidnsnasndign druamniidedelindalduaznmsneuaussiofFuuinig
LifiBvswaseaiifoddgmeaifennuadndnd WeRinsanandedaiumuin aunimnisuinisduaim
inidefiolimdlaladu iuinsifesuuushgaiudernmmieiiunisutlalymuessuians (X = 3.8925) dmu
Funsmevauswiolfuring flivinsnzuuumanvesianalufewesnsliinisedumadweminny
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