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Abstract

This study had 3 objectives which aim to (1) to study the relationship between the
firm characteristics of small business and factors of customer experience, (2) study the
relationship between the sizes of main commercial banks which small business used and factors
of customer experience, and (3) study the relationship between factors of customer experience of
small business and brand loyalty of commercial banks in Thailand. The population was small
business which register in Thailand. The sample size was 400 of small business. Data were
collected from all regions in Thailand. The questionnaire was used as a research instrument,
which answered by the owners of small business. The data were analyzed by Path Analysis. The
result of this study shows that (1) firm characteristics which composed of age of owner, period of
proceeding business time, type of industry had relationship in opposite direction with factors of
customer experience of small business. (2) The sizes of bank had indirect relationship with factors
of customer experience of small business. (3) Factors of customer experience of small business

had relationship with brand loyalty of commercial banks in Thailand.
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4 [ C4 @
ma19i 1 Tadedszaumsaivesgnaiaiuniingiu (Employee)

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation Variance Skewness Kurtosis
Statistic Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error
EMP1 400 4.05 .692 479 -.157 122 -.610 243
EMP2 400 3.94 754 .568 -219 122 -.291 243
EMP3 400 3.84 727 .529 -.050 122 -.495 243
EMP4 400 3.70 .823 .678 -.337 122 -.203 243
Valid N (listwise) 400




a Y L4 Y 9 @
A1 NN 32 ﬁﬂ%81]5$ﬁﬂﬂ15mﬂ]639ﬂﬂ1ﬂ’luWUﬂ\11u (Service)

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation Variance Skewness Kurtosis
Statistic Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error
SER1 400 3.73 .932 .869 725 122 .635 243
SER2 400 3.56 964 929 -1.042 122 1.124 243
SER3 400 3.84 .946 .895 -.700 122 -.018 243
Valid N (listwise) 400
9”51\3‘?; J3 ﬁi]ﬂwflﬂi$ﬁﬂﬂ1§ﬂiﬂﬂﬂgﬂﬁ?ﬁﬁﬂﬂ'ﬂﬂ HEAINTLIY (Convenience)
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation Variance Skewness Kurtosis
Statistic Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error
CONVI 400 3.75 958 917 -.336 122 -.598 243
CONV2 400 3.58 978 956 -210 122 -.547 243
CONV3 400 3.29 1.078 1.163 -291 122 -.564 243
CONV4 400 3.28 .887 187 .183 122 .165 243
CONVS5 400 3.60 .870 157 -252 122 -.055 243
Valid N (listwise) 400




a o ¢ v v
MINNN 34 ﬂﬁ]ﬂﬂﬂi%ﬁ'ﬂﬂiimﬂlﬂﬂgﬂﬂiﬂiuﬂizﬂﬁuﬂﬁ (Process)

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation Variance Skewness Kurtosis
Statistic Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error
PRO1 400 3.43 923 .852 -.180 122 -.572 243
PRO2 400 3.60 792 .628 -.391 122 .038 243
PRO3 400 3.69 991 982 -.164 122 -.844 243
Valid N (listwise) 400
maei 5 Tasorlszaumsaivesgn@Iunsd0es Communiction
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation Variance Skewness Kurtosis
Statistic Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error
COM1 400 3.60 .875 766 -223 122 -.201 243
COM2 400 3.50 785 617 -.024 122 -412 243
COM3 400 3.33 1.065 1.134 -.063 122 -1.132 243
COM4 400 3.50 .867 152 -.355 122 -452 243
Valid N (listwise) 400
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Descriptive Statistics

N Minimum Maximum Mean Std. Deviation Variance Skewness Kurtosis
Statistic Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error
PRI 400 3.53 755 571 -.094 122 241 243
PRI2 400 3.72 749 .561 .029 122 -.113 243
PRI3 400 3.56 .833 .693 -414 122 572 243
Valid N (listwise) 400
mnei a7 Tadolszaumsalvesgndidiuniudiuine (Habitude)
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation Variance Skewness Kurtosis
Statistic Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error
HABI1 400 3.25 .994 .989 -.020 122 -.794 243
HAB2 400 3.77 738 .545 -127 122 .101 243
HAB3 400 3.50 715 Sl 230 122 -.255 243
Valid N (listwise) 400
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Descriptive Statistics

N Minimum Maximum Mean Std. Deviation Variance Skewness Kurtosis
Statistic Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error
BEHA1 400 2.20 1.092 1.191 .682 122 -455 243
BEHA2 400 3.33 1.181 1.395 -.145 122 -915 243
BEHA3 400 3.46 925 .856 -.484 122 =762 243
BEHA4 400 3.15 .693 480 -.077 122 1.741 243
BEHAS 400 3.26 855 732 -.056 122 230 243
Valid N (listwise) 400
M3t 9 ANMUANAADATIAUANNDUTITAINGT Psychological)
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation Variance Skewness Kurtosis
Statistic Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error
PSYC1 400 3.82 613 375 118 122 -.464 243
PSYC2 400 3.75 .669 A47 283 122 -.720 243
PSYC3 400 3.90 .629 .396 -224 122 281 243
PSYC4 400 3.64 709 .502 .014 122 -.290 243
Valid N (listwise) 400
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Model Summary

Std. Error of the

Change Statistics

Model R Square Adjusted R Square Estimate R Square Change F Change dfl df2 Sig. F Change
1 145" .021 .019 57712 .021 8.578 1 398 .004
a. Predictors: (Constant), CUS_EXP
~ v o & ' o ¢ v
MINN N1 ﬂiﬂﬂJﬁiJWLl‘ﬁi%?‘i’JNGULl"Iﬂ‘U@\‘]‘ﬁu1ﬂ1§ﬂﬂﬂi$ﬁﬂﬂ1ﬁﬂlﬂlﬂﬂgﬂﬂ1
Model Summary
Std. Error of the Change Statistics
Model R Square Adjusted R Square Estimate R Square Change F Change dfl df2 Sig. F Change
1 198" .039 .037 .684 .039 16.249 1 398 .000

a. Predictors: (Constant), CUS_EXP
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Model Summary

Std. Error of the

Change Statistics

Model R R Square Adjusted R Square Estimate R Square Change F Change dfl df2 Sig. F Change
1 585" 342 .340 40613 342 206.658 398 .000,
a. Predictors: (Constant), BRAN_BE




HMANHIN V
Y a Qd v w d v v d Y] a
f’nETN‘]J’i%ET‘Hﬁﬁﬁ"iﬁNWHﬁﬂlBQﬂ’JﬁJﬁNWHﬁ‘JZﬁ’jNﬂ‘mﬁﬂﬂﬂlzﬁﬁﬂi}

(¥} d (Y a
VNAYBIFUNAS Tadelszaumsnuasgnil ANuANARBAI AU



217

Correlations
BANK BIS CH CUS_EXP BRAN BE

BANK Pearson Correlation 1

Sig. (2-tailed)

N 400
BIS CH Pearson Correlation -.046 1

Sig. (2-tailed) 356

N 400 400
CUS EXP  Pearson Correlation -198" -145" 1

Sig. (2-tailed) .000 .004

N 400 400 400
BRAN BE  Pearson Correlation -177" 718" 585 1

Sig. (2-tailed) .000 .000 .000

N 400 400 400 400|

** Correlation is significant at the 0.01 level (2-tailed).
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