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Abstract

This study attempts to examine the impacts
of the business strategy, the retail service quality and
the product quality on customer loyalty. It focuses
on the store and staff levels of retail relationship,
in particular on a specic sector of retail industry
(modern trade), the do-it-yourself home product.
Data were collected through a survey of the 400
people who live in Bangkok area. Data were coded
and were analyzed by using statistical computer
program. Statistical procedure in this study was a
stepwise multiple regression. The study shows that
eight factors (cost leadership, differentiate, focus
differentiates, physical aspect, service reliability,
problem solving, conformance, performance and
durability) inuence customer loyalty to store 64.4%
(R2 = 0.644) at 0.01 statistically signicant level. The
six factors (focus differentiates, problem solving,
personal interaction, product reliability, service
reliability and aesthetics) inuence customer loyalty to
staff 50.56% (R2 = 0.505) at 0.01 statistically signicant
level. The product quality inuences customer loyalty
39%, the retail service quality inuences customer

loyalty 35% and the business strategy inuences
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customer loyalty 13% at 0.01 statistically signicant
level.
Keywords: Business Strategy, Retail Service Quality,
Product Quality, Customer Loyalty
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