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Thematic Paper Title Factors Affecting Customers’ Loyalty to 29petcare Shop
Author Kanyarat Sakulthaworn
Thematic Paper Advisor Dr. Jiraporn Chomsuan
Department Digital Marketing
Academic Year 2020
ABSTRACT

The objectives of this study were as follows: 1) To study the level of customers’ loyalty to 29petcare
shop; 2) To study the influence of service quality in 5 areas, namely: Tangible service; Credibility or reliability;
Response to needs; Confidence provision; and Understanding, perception of needs on customers’ loyalty to
29petcare shop; 3) To study the influence of marketing mixes (4Ps): Product, Price, Place and Promotion aspects
on customers’ loyalty towards the shop 29petcare; 4) To study the influence of the image in 3 aspects: brand,
type and style of the shop, including the atmosphere and environment towards customers’ loyalty to the shop
29petcare. It was a quantitative research. The data were collected by questionnaires from customers using the
service of 29petcare shop. 330 samples were collected; the statistics used for data analysis were frequency,
percentage, mean, standard deviation and multiple linear regression.

The results of the hypothesis testing were found that service quality influencing customers’ loyalty to
29petcare shop with tangibles were the most influential. In terms of marketing mix, influencing the loyalty of
customers to 29 petcare shop, was found that the distribution channel (Place) was the most influential. And the
image influencing customers’ loyalty to 29petcare shop was found that the atmosphere and environment were

greatest influential.

Keywords: service quality, marketing mix, brand image, loyalty
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