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FACTORS INFLUENCING CUSTOMER LOYALTY IN USING COLD STORAGE
SERVICE OF CIVIC FOOD INDUSTRY CO., LTD.

Punjapol Leesatjasakhon'

Somphon Thungwha?

Abstract

This study aimed at 1) studying customers’ characteristics, customer behavior, service
quality and customer loyalty; 2) comparing customer loyalty towards cold storage service
usage categorized by customers’ characteristics and 3) studying influence of service quality
on customer loyalty towards cold storage service usage provided by Civic Food Industry Co.,
Ltd. The population and sampling used in this study were 400 persons who used the cold
storage service of Civic Food Industry Co., Ltd., selected by convenient sampling method.
Questionnaire was used as data collection tool. Data analysis consisted of frequency,
percentage, mean, standard deviation, independent sample t-test, One-way ANOVA and
multiple regression analysis.

The results showed that customer loyalty was different based on the customers’
characteristics. Also, service quality in terms of reliability and stability, responsiveness,
service access, politeness, communication, honesty and understanding influenced customer
loyalty towards cold storage service usage provided by Civic Food Industry Co., Ltd. at the

statistically significant level as of 0.05 with the prediction power as of 20.50 percent.

Keywords: Customer Loyalty, Cold Storage Service Usage, Civic Food Industry Co., Ltd.
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