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ABSTRACT

The purposes of this research are to study the personal factors of the customers, to
study service marketing mix, to study the loyalty of service users, to study compare the loyalty
of users at Central Festival HatYai Department Store, Songkhla Province, classified by personal
factors, to study service marketing mix affecting the loyalty of service users at Central Festival
HatYai Department Store, Songkhla Province. The samples used for this study are 400.
Questionnaires were used to collect data. The data was analyzed as frequency distribution,
percentage, mean, and standard deviation. For hypothesis testing was used One-way ANOVA
and Multiple Regression Analysis

The results of the study showed that most are female, aged between 21-30 years.
Single status. Bachelor’'s degree. Worked in private company. Earned between 10,001 - 20,000
Baht per month. As for the level of importance to the service marketing mix of Central Festival
HatYai Department Store, Songkhla Province show that: Product, Price, Place, Promotion,
People, Process, and Physical. And the level of opinion affects the loyalty of the users at
Central Festival HatYai Department Store, Songkhla Province show that: Word of Mouth,

Purchase intention, Price Sensitive, Complaint.



The hypothesis testing found that: Service marketing mix of Central Festival HatYai
Department Store, Songkhla Province in Product, Price, Place, Promotion, People, Process,
and Physical had influence for customer loyalty of Central Festival HatYai Department Store,
Songkhla Province in the level of statistical significance 0.05.

Maijority of customer had opinion less on service quality with Central Festival HatYai
Department Store, Songkhla Province. Therefore, the Central Festival Hat Yai Department
Store There should be special promotions or special privileges for customers. Furthermore
customer loyalty opinion with Central Festival HatYai Department Store in complain so Central
Festival HatYai Department Store should be expand contact information to customer for
suggestion about service and Central Festival HatYai Department Store would be get the

information to develop service as well.
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