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ABSTRACT

TITLE : RELATIONSHIPS BETWEEN SATISFACTION WITH THE
MARKETING SERVICES MIX, PRODUCT LOYALTY, AND
PROSPECTS OF FUTURE PURCHASES OF TOYOTA CARS

BY : SIMAPORN KAPEURK-NGAM
DEGREE : MASTER PROGRAM IN BUSINESS ADMINISTRATION
CHAIR : THAMWIMON SUKSERM, Ph.D.

KEYWORDS : SATISFACTION / MARKETING SERVICES MIX /PRODUCT
LOYALTY / FUTURE PROSPECTS OF BUYING A TOYOTA
CAR

This study investigated the relationships between customers’ satisfaction
with the marketing services mix, product loyalty, and likelihood of future purchases of
Toyota cars. The study collected data from 400 Toyota car buyers by questionnaires
and analysis was completed by consideration of frequencies, percentages, means, and
standard deviations. Relationships of data were analyzed by T-test, One-way analysis
of variance, simple correlation statistics, and statistical analysis of the multiple
regression models. The study determined a level of significance at 0.05 and used SPSS
program to analyze data.

Most buyers were found to be females, 31-40 years old, government/state
enterprise employees, with bachelor degrees, and earned 30,001 baht per month.

The study revealed that most buyers were satisfied with the marketing
services mix, mostly conceming the location of services and less in terms of price.
The marketing services mix affected product loyalty, mostly in terms of reflective
thinking (0.62 of correlation coefficient). The marketing services mix and product
loyalty had a relationship at a medium level and were connected to each other. Also,
the study found that the prospect of buying a Toyota car in the future depended on the

marketing services mix and product loyalty at a level of significance of 0.01.
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