-

nsUsMsanAduusSuLdadeaeaulatuas
AunnnTiuInsiidsnasanlnainfvasgnAn
donliusnisundiuddse

Loyalty on Independent Petrol Stations

algiiuvt 352da’
Nathanan Teerachit
uawas yyde’
Sangthong Boonying

unAnge

nsfnwdiTagUizasdiianada UL NI TUTITgNAD
duiusuudedsnuesulmiazannmnislruinisiidaaseainuing
yosgnénaniiiuinisiisiudasy nduiieg1ssiuru 400 au lasnis
duuuuiinuadndruiszsing andunisiivsivsiudeyadie
wuuaeual adfililunisiiesizideya Ao madanisiazsiluing
aun13las9dsne (Structural Equation Modeling : SEM)

HANITITENUI SEAUANLARTILTEINISUSINSgNANEUTUS UL
dodsnunoulativesgnraniiuininindudasy amewegluszduun
AAY 3.78  sduauAnfiudanunmsliuinnsvesgnitannd

" infnwmdngnsuimsssiatdin earumsgsiwuasmaluladansaume
WNINGIRE VAR ITIUN

? 919138UsEha I sTUUMsAUIMALa ADNTIADSTIAY AuANEUTINITIAINAY
walulagansauma anInedumalulagsivuenagissagil



138

2158715908 Ui 19 avuil 2 nsngieu - suatau 2564

UInstifudasy nmsmegsedunn Aalis 4.03  uarseduAlL
Anufiuteruinfvesgnénaniiuinmstitudasy amneglused
10 ARy 3.98 wanisadeuaNuAgiuanlinaiuiuLds Tnenns
AATILNDNENANINTBNTNAN9T0Y UALBNTNATINTENINFIUUTURN
#199 vesluinaUsEavBHaveINTUIIgnAANuS ULAedannooulat
warannNsluInsidewaronunfivesgnianiduini s
asynuin msuimsgninduiuduudedenueeulatl wazganInnIg
Tusnsdidvnanisnsadeundennufnfuasgnéadniuinisisi
dasy

v v ¢

AdARy: anAduus, anmnsTiuINI S ANRANAYeIaNAY

Abstract

This research aimed to study the.online customer relationship
management and service gquality that ‘affect customer loyalty of
Independent petrol stations. Thesample for studied were in
prospective customer 'who came to use the services of
independent petrol stations in Phra Nakhon Si Ayutthaya province.
The samplestof this' research were 400 samples and used the
questionnaires to.collected data. The research used the structural
equation model techniques (Structural Equation Modeling: SEM)
for Data analyzed.

The results showed that : the opinions of research samples show
that . the online customer relationship management of
independent petrol stations were high level (x=3.78). The service
quality of independent petrol stations were high level (x=4.03)
and the customer loyalty of independent petrol stations included
at the high level (x=3.98). The results of the hypothesis testing
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from the modified model by analyzing direct and combined
influences  between the online customer relationship
management and service quality that affected the customers
loyalty of independent petrol stations. The study found that
online customer relationship management and the quality of
service has a direct positive impact on customers loyalty| in
independent petrol stations.

Keywords: Online Customer Relationship Management,

service quality, customer loyalty
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Path Diagram Path Standard t-values
Coefficients Errors
GAMMA
Management—Loyalty 0.43** 0.13 3.44
Quality—»Loyalty 0.42** 0.13 3.18

nuema: Path Diagram AouNUNINTLEUNNS, Path Coefficients 7
GOTRN

*ynefelsddynisadafisedu 05 (1.960 < t-value < 2.576),

* g nefialudfneadnisedu 01 (t-value = 2.576)




r5asiina Ui 19 aduil 2 nsngaaw - §uatnu 2564

=)
m
@

3 x
= & = o B =
o oo o

A = sty
ono o o o

i

I

Chi-Square=47.853, df=35, P-value=0.07252, RMSER=0.030
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lutnasu
Loyalty
Auls TE DE IE
0.43** 0.43**
Management 2
(0.13) (0.13)
o 0.42%* 0.42%*
uall =
(0.13) (0.13)
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