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Service quality, product quality, price, satisfaction, and trust affecting loyalty towards
miscellaneous goods and tools stores of customers in Bangkok (73 pp.)

Advisor: Asst. Prof. Saranyapong Thiangtam, Ph.D.

ABSTRACT

The objectives of this study are (1) to study service quality, product quality
and price that affect satisfaction (2) to study service quality, product quality and
price that affect trust and (3) to study satisfaction and trust that affect loyalty
towards miscellaneous goods and tools stores of customers in Bangkok. A survey
research of 180 samples selected by means of convenience sampling was applied. A
structured questionnaire having passed the validity and reliability tests was used in
collecting data. Descriptive statistics including frequency, percentage, mean and
standard deviation were utilized in analyzing data, and Multiple Regression Analysis
(MRA) at .05 significance level was applied in testing hypotheses. Results indicate that
product quality and price positively affect satisfaction and trust of customers of the
stores. Satisfaction and trust positively affect customer loyalty towards miscellaneous

goods and tools stores.

Keywords: Product Quality, Price, Satisfaction, Trust, Loyalty
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