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ABSTRACT

TITLE : FACTORS AFFECTING CUSTOMER LOYALTY OF WE HOME
CONSTRUCTION MATERIAL SHOP, YASOTHON PROVINCE
BY : CHANAKAN CHAROENCHAI

DEGREE : MASTER OF BUSINESS ADMINISTRATION
CHAIR : PAWEENA KAMPUKKA, Ph.D.’

KEYWORDS : LOYALTY / SATISFACTION / QUALITY OF SERVICE / TRUST

The purposes of this study were 1) to examine personal characteristics towards trust of
the customers who received services from We Home Construction Material Shop in Yasothorn
Province and 2) to study the factors affecting customer trustinWe Home Construction Material
Shop in Yasothorn Province. The samples were 421 customers who received services from the
shop. The research instrument was a questionnaire with the items of satisfaction, quality of
service, trust, and customer loyalty with the values of Cronbach Alpha Coefficientof 0.815, 0.814,
0.775 and 0.818, respectively.The statistics used for data analysis were percentage, mean, standard
deviation, t-test statistical analysis,analysis of varianceand multiple regression analysis.
The findings were 1) ages of samples had an effect on trust of customers who received services
from We Home Construction Material in Yasothon Province with statistical significance in the
level of 0.05 and 2) that the satisfaction, quality of service and trust had an influence on the
loyalty of customers who received services from We Home Construction Material in Yasothon
Provincewith statistical significance in the level of 0.01, and the change of customer loyalty was

60.7 percent.
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