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Important Components that affect Hypermarket Customer Loyalty
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ABSTRACT

This study aimed to 1) study the relationship between the various components, such
as awareness, convenience environmental product, quality service, quality of service and
hypermarkets, self-congruity and commitment, that encourage loyalty of hypermarket
customer in Bangkok. 2) identify the components that have a causal relationship to
hypermarket customer’s loyalty in Bangkok on partial least square path modeling 3) develop
guideline for encouraging hypermarkets customer’s loyalty in Bangkok according to the AEC
paradigm.

The research methodology was quantitative research. The research tool were
questionnaires which were collected from 814 hypermarket customers in Bangkok. The survey
was conducted from April to August 2016. The statistical analysis was done by using SPSS
and WarpPLS including frequency, percentage, arithmetic mean, the standard deviation and
structural equation modeling: SEM technique.

The research found that all components were related to loyalty of hypermarket
customers in Bangkok at high level. Causal factors affecting the loyalty of hypermarket
customers in Bangkok revealed that awareness has a positive effect on the self-congruity of
the hypermarket. If trust is very high, customers are more likely to be loyal to hypermarket. It

also found that if customers who lived near hypermarkets had more trust, they would have
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more loyalty to the hypermarket business and had a causal relationship to customer loyalty as
well. Moreover, the distance between the residence and the nearest hypermarket was the
moderator variable on the effect of trust on customer loyalty with the squared multiple
correlation (R2) of 0.436 or 43.6 percent at significance level of 0.05. The recommendation for
strengthening customer loyalty within the ASEAN Economic Community paradigm by using the
4P of marketing were to improve the quality of the product. Setting standard price which was
suitable for each positioning. Improving distribution channels by marketing through the online

channel and augmenting the promotion to emphasize more international advertising.

Keywords: self-congruity, trust, awareness
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dadgndglivimslaweiundinalunyaunwuniues fyzpemsanniwnvesrinuiulawles
mﬁﬁmﬁaglﬂﬁqmﬂi:mm 5-10 AlalNas Lﬂuﬁwmumnﬁg@ Aadlusonas 48.4 anwilums
TFu3nsdesandt 1-3 asilassulngaaduiesar 67.3 Tassanlngdaldilunmsldusms
1,000 - 5,000 Lndanss Aaluiosa: 82.9 unundudfildusmsifiouldusnisie wuun
gUafindiia Aaduiasas 55.3 audau

320u9041a38d14 9 laun anuseandasadsaansal Minauanylingla e

3nAnfuaignd wuh ﬂﬁjuﬁaamdgﬂﬁw;ﬁ%ﬁmﬂmﬂ ai’mﬂﬁ@ﬂuﬂszmﬂvlmmﬁu’hq W
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adifia uazmwansolaslawefnnfiinegluzduainiga (X = 4.28 uaz 4.27 aud1aw)

WaRaoduasnmuansaiveslaatuniiia wod anuszanaue quaIwuIng
LLazaoLnﬂﬁamhﬁﬂagiuizﬁumﬂﬁq@ (X = 4.37, 428 WAz 4.27 AWAAL) FIBATNINGD
auﬁﬁ'@mgimzﬁumﬂ (X =4.19) mwaa@ﬂﬁad"uaaé’mé’nmﬁ%’mg’lmzﬁumﬂ (X =4.10) N3

vavanulnslaluszanann (X = 4.04) wazanuasindnddalawesinifaluszduann (X =
4.26)

aaﬁﬂﬁ:ﬂauﬁﬁmmé'uﬁ'uﬁ%dmm@l@iam'}mﬁﬂﬁ'ﬂﬁ@]ﬂﬁﬂmﬂa‘?mﬁﬁ@ﬂu
NIUNWURIUATUUA? LmuLﬁumaﬁwéﬁaaqﬁaﬂﬁq@mumauﬂimﬂuLﬂ‘swgﬁaa’u%ﬂuuuﬁq
meé’umaﬁﬁmmﬁaﬁﬁq@ﬁszé’uﬁfﬂﬁﬁﬁ@mmﬁﬁ 0.05 wud1 1) MmIaszwinidalawlatind
Wailanuaunuinsdendannuasinanalasrdunmsvauanylinnga (E= 0.150) 2) au
FZOINELY RIUIASEY ABNWAFUA LLazqmmwu’%mﬂaavl,al,ﬂa%mﬁﬁmmﬁmwé‘uﬁuﬁ‘
NIBBNGABAINNIITAANG LAtk IUAINNREAATBIVBIBAANBaLAzMTNauAN el (IE=
0.032, 0.025, 0.036 W&z 0.028 MWS1AL) 3) mmaa@ﬂé’awaaé’@é'ﬂwnimmgﬂﬁwéjlﬁu%mi
"l,mﬂa%’mﬁﬁ@luﬂgumwwmum HaNNFNNUTNISaNARANNIIINANG LagHIUATNBL AN
15219l (1E= 0.181) 4) msnauanulinsafianusunuiniinssdaninuassnanalas inu
ANuRaansasTadananeaitaznsveuanlisla (DE= 0.660) usz 5) Ufsunusszning
i:ﬂ:mdmﬂﬁﬁﬂﬁwﬁu"lmﬂa’jfmﬁﬁm“?'ia%ilﬂﬁﬁum'iuaummvl,ﬂ”maslﬁaua’awa@iamw
293NANA (ME= -0.080)

' ]
= =

@T’sLLmJLﬁumaﬁﬂﬁaaaaﬁamq@wﬁwmﬂfuﬁmmmo (Validity) 15899 NN FRFUWIE
WAAILINAIEEY (R2) 1AL 0.436 waadailuiasas 43.6 Fademaudsosas 40 aulddondale
’jﬂé"suumﬁumaﬁ']é'oaaoﬁaﬂﬁq@ﬁﬁﬂaﬂuaﬁuﬁnsluﬂﬂswmmrﬁmmm%’nﬁ'ﬂﬁgﬂﬁﬂ;ﬂ%u’%ms
"l,mﬂa'jfmiﬁmsluﬂ'gamwumumuuﬁmuuLﬁumaﬁwﬁmaaﬁfa}ﬂﬁg@ aunsaulsETIau
wsmgnaandunlaauazsoniule Namﬁme:ﬁéhLLmJLﬁumaﬁwé'maaﬁfaﬂﬁqﬂ@iamm
asinAndgnddlFuinslaweiinfifalunjamwaniuaseunsaulzmaniassgiae o

uanmn'ﬁ:ﬁmuuLﬁumaﬁwﬁmmﬁaﬂﬁqﬂ@iamwmﬁﬂﬁ'ﬂﬁ;;jmﬁwvlmﬂa%miﬁmlu
NINNUMIUATANNTAUL Tz ANLATHIN0 T U F31A1MWATITI9UUN (Discriminant

Validity) 1$18991NANUATIVEINATIAVBIULARE construct AFNTALENIA lALaNIZITR IR IAK

ladwdnuanasinvesnand (construct) 81 WaNTBMIANAN [ATE Ma@mﬁﬁaﬂaﬁmgan'jﬁ
@1 cross construct correlation ‘qn@iﬂuamﬁ LAUINY BRAIINNINTIATANNATITIT LA nn

construct 913199 1
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M990 1: HAMITAATIZRANUATITIT WU (Discriminant Validity Analysis)

Cross construct correlation

Construct Pc Pv Aw Cv Ev PQ SQ SC Cm Ly

Aw 0.872 0.532 0.683
Cv 0.861 0.476 0510 = 0.690

Ev 0.859 0.554 0633 0.630 0.744

PQ 0.834 0420 0440 0617 0672 0648

sQ 0.876 0.503 0393 0458 0540 0.568 0.709

SC 0.875 0.593 0326 0.393 0412 0470 0.383 0.770

Cm 0.792 0434 0457 0390 0464 0473 0431 0505  0.659

Ly 0.832 0.505 0600 0431 0492 0431 0.396 0.372 0460  0.710

‘ﬁl&l’l: Hair et al. (2010)

anuUs1awan1sdvg

anddliuimslawefnniifiaiiamiaszninidelawesuniifiaananafavegnen
fsunsnansfstoussansmeaaslaauniiia lagriwnisueanwlinela  aaw
F2AINALNY FIUIAREN AMMINAIFUA uazguIwLInIIadlaileiuniiie saandasny
NWITVDY (Baker, et al., 2002 w8z Chang and Wang, 2014) (Baker, Parasuraman, Grewal
and Voss, 2002 Lae Grewal, Krishnan and Borin, 1998 L8z Chang and Wang, 2014) WU
andufianiaszning dudnsuzdgnmaaniiininadeniwansoivesudlan
UITENINIF  N1T88NLUY ﬁ’é‘n%wa@iams%’uj’luqmﬁwaa@m%uﬁﬂl,l,a:ﬂ'ﬁﬁ”’ah%a DRREY
goannavpadaaanEal wiavaunw linslalauin %aﬂamvﬁmﬂaLﬂuﬂaa‘fﬂéwﬁmﬁﬁﬁjmm
ladsoulunsutsn Lﬂu'ﬁ?}dﬁgﬂﬁn%ah L%aluqmawﬁaﬁﬁdﬂi:mﬁmaaﬁuﬁmaw%msﬁ
"Lmﬂa%miﬁ@uaulﬁ%ammvﬁmﬂaﬁ'ﬂmﬂafmiﬁ@"l,ﬁﬁﬂﬂ;jmmmwma%'ﬂﬁ'ﬂﬁ (Fullerton,
2003, 2005; Garbarino and Johnson 1999; Pritchard et al., 1999) (Aqueveque and Ravasi,
2006) Humliuflazasinanadalawosuisifiannn wuin ANNAIINANAVLIZNAT 1AAIN
mIaszntng M3 madiudpguniwmuinmauazanalingda e uFannsasUassa
anwal %daa@ﬂﬁaaﬁumﬁ%’waa Kaffashpor and Kashani (2006); Cameli and Cohen (2001);
Yi and Gong (2008) L8z Wulee, Ching, Wu, and Huang (2008) 5ﬂﬁd§dwui1§ﬂﬁﬂﬁﬁ1ﬁuﬁ1ﬂﬁ
av'lawesunfida drfiannnliinslannn devasinanddelaidasunsifiauindas aaw
FOAAAEINLINUILVDY Vaishali and Amit (2015) WU Tnwaiufifdanuiinadesiuwmn
289N51F9% VANUFUNBTUAZENTWALTILIN gﬂﬁﬂﬁﬁﬁ'ﬂﬂmwmaﬁmﬁwﬂﬁnﬁaagluwm

v

Wunngnwnaiee ﬁﬂﬁLﬁﬂmmvﬁmﬂwaagnﬁﬂLﬁaamnﬂi:aumitﬁmmL%aﬁaua:mm
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