79
1158N58IALAIANTULAT TAIUETTH ) U7 8 atun 7 (nsngeAu 2567)
~io{Er )

UNANNITY

sunuuauinasansiduIn1sinsassnauamludamdanssunsesagsen
LOYALTY PATTERNS IN DEPARTMENT STORE SERVICES IN PHRA NAKHON S
AYUTTHAYA PROVINCE

o

htiunt Fanune, Sspdnd niwdUsziasy, Usvg) wasy, nunnigyayl ndesinan, gandns Sunsussiay’
Chutinun Wilamas, Theerasak Supprasert, Prach Phaunggern, Kanokkam Klomklaw, Sutaphat Chanprasert*
AnTUIMIIINAuazinAlulagasaume i Ingrdemalulagsyunaglssagil wizuasATagsen Ussmdlng
Faculty of Business Administration and Information Technology, Rajamangala University of Technology Suvarnabhumi,

Phra Nakhon Si Ayutthaya, Thailand

“Corresponding author E-mail: nutsutaphat@gmail.com

UNANED

uneaAEETanUsrasd 1) WeRnwamuaiunisiudnagnsnisuimsgnéndusiug masus
AunmuInTg Auianelalunislduinig wazanudnslunislduinsinassnduarludmin
wszuAIASEYseN 2) ilensiaaeunudenndaInaunduveslinanNENTUSIEIEY YoegULUUAIY
fnddonsliuinmsisassnduiludmianssuasaiogsen way 3) ie@nwdvinaniansa avdwa
ndeu wardvsnaruvesguwuuanudnfdenislduimeisasinduiludminnszunseiogsen Uy
msivedaUsuna Tnglduuvasuanlunmsiiudeyaandsansidnldusmsieassndudnludamin
WszuAsATEYsY1 S1uU 360 AU Tedaiudeyaiieu wuniew - fquieu 2567 adafild laun anud
$ovar Tinvginuduiusieaunisiasadng nan1s39enudn 1) seRuanuAniiunisiug nagnsnng
UIMsgnAduius n1sfuiaaninuinis auianelalunislduinis wazadudnalunislduinag
vaassndudludamiamszunseiegsen Tunmumniuiidedeoglussiuainniign 2) mnuaenndes
naunduveslunanuduiiusidsamgiinuaenadeaiudoyaidszdndlalusgned uaz 3) mssus
NAENSNITUIMTANAIFUTUS wazn133uIAmuAINUINIT T8vSnanimswionuiianelalunisldusnng
W9ATINAUA TIRINITTUINAENSNITUIMNTANAENITUS AT NITTUSAMAINUTNNT TBNSNANI1MTIe
mnufnalunisldusnsisassndudn Taefinissus nagndnsumsgnéndusiug uaznissuinmnin
UIn1siansnanedeusionudnalunisidusnisinsassnduai lngsuaiunadalunislduinng
Wsassnduan wazdianswasinludsvinadennudnalunisiduinisiisassndunludanin
WITUATASOYTE
AEAY: MITUINagNSNIsUTIIgNAENITLS, AUdng, n1slduinis

Abstract

The objectives of this research article are: 1) To study the opinions on the perception of
customer relationship management strategies, service quality perception, satisfaction with service
usage, and loyalty in using shopping malls in Phra Nakhon Si Ayutthaya Province. 2) To examine

the consistency and harmony of the causal relationship model of the loyalty pattern towards
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shopping mall service usage in Phra Nakhon Si Ayutthaya Province. 3) To study the direct
influence, indirect influence, and total influence of the loyalty pattern towards shopping mall
service usage in Phra Nakhon Si Ayutthaya Province. This is quantitative research, using
questionnaires to collect data from 360 individuals who visited shopping malls in Phra Nakhon Si
Ayutthaya Province, data was collected from May - June 2024. The statistics used include
frequency, percentage, and structural equation modeling to analyze relationships. The research
findings are: 1) The overall levels of opinions on the perception of customer relationship
management strategies, service quality perception, satisfaction with service usage, and loyalty in
using shopping malls in Phra Nakhon Si Ayutthaya Province have average values at the highest
level in all aspects. 2) The consistency and harmony of the causal relationship model are well-
aligned with empirical data. and 3) The perception of customer relationship management
strategies and service quality perception have a direct influence on satisfaction with shopping
mall service usage. Additionally, the perception of customer relationship management strategies
and service quality perception have a direct influence on loyalty in using shopping malls.
Moreover, the perception of customer relationship management strategies and service quality
perception have an indirect influence on loyalty in using shopping malls through customer
satisfaction with shopping mall services, resulting in a positive total influence on loyalty in using
shopping malls in Phra Nakhon Si Ayutthaya Province.

Keywords: Perception of Customer Relationship Management Strategies, Loyalty, Service Usage
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