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Abstract
The purpose of this research to study the model of marketing strategy affecting

customer loyalty of organic products store in Thailand for the elderly sroup and working age
group. This research was conducted by both qualitative and quantitative research methods
into the study. The quantitative research was carried out 870 samples of each group and
related 1,740 samples. The data were collected by questionnaire, focus group discussion and
in-depth interviews. The statistics employed in the research are frequency, percentage, mean,
standard deviation, Confirmatory Factor Analysis (CFA), and Structural Equation Model (SEM).
The results indicated that the factors affecting customer loyalty of organic products store in
Thailand with both elderly and working age groups was service marketing strategy, customer
relationship marketing, perception of service quality, and customer satisfaction. The results
found that the most important components of the marketing strategy affecting customer
loyalty in the working age group was perception of service quality in term of empathy and
customer satisfaction in term of convenience gained which most influenced on customer
loyalty in term of repeated service. While, the most important components of the marketing
strategy affecting customer loyalty in the elderly group was customer relationship marketing in
term of education model which most influenced on customer loyalty in term of word of
mouth. The constructed model of the working age group was good fitted with the empirical
data (Chi square/df=0.95, P-value=0.65338, RMSEA=0.000, GFI=0.99, AGFI=0.97) and the
constructed model of the elderly group was goodness of fitted with the empirical data

(Chi square/df=1.33, P-value=0.00271, RMSEA=0.021, GFI=0.98, AGFI=0.96)

Key words: Service Marketing Strategy, Customer Relationship Marketing, Perception of Service

Quiality, Customer Satisfaction, Customer Loyalty of Organic Products Store
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n1siasigndeyauazaifnldlun1side Uszneudiey afi@geanssaun (Descriptive

Statistics) lauA N15uaNKaIALD Arfesay n1sinANavesdeys wavdiulonuunnsgIu Larain

\B90uU (Inferential ~ Statistics)  bakn N193wAzesAUsENOULTIEUEY (Confirmatory  Factor

Analysis: CFA) Wazn5aas1zilunaannisiaseadng (Structural equation model: SEM)

NAN153Y

AU 1 NaNTIATIEVIBNENAvRIIILUTIMAIdINad oAU NAVEIgNAT TN MU FUAT

WNERsBUNIILUUsEIAlNe

1.1 MIAATIZABNENALTIFUNAVIQNAMNGUTBINIU

A15199 1 HANNTIASIENANEUUTLENT

fauwdswa  ngudevinau

nagnsn1snaIa N13UMITgNAN QUERTE GG AUNIND 1YY
U3n13 (SMS) duWus (CRM) U3n13 (PER) andn (SAT)
ﬁ"JLLUimﬁg TE IE DE TE IE DE TE IE DE TE IE DE
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Wa’[’f\]maq *% * * *% * *%
anAn (SAT) (0.1 - (0.10 (0.05) - (0 (0.10) - 0.1 - - -
0) ) 5) 0)
AUANG 048 0.23 0.25* 0.24* 0.15 009 0.13* 013 000 057* - 057
GUENQﬂ?‘,ﬁ *% *% * * *% *% * *% * *%
(LOY) (0.1 (00 (013 (0.06) (0.0 (0.0 (0.12) (0.0 (0.1 (0.06) - (0.0
3) 7) ) 3) 6) 6) 2) 6)
U3 SAT  LOY
Amifles  0.74  0.65
R)
(;%LLU?LMG! PRO PRIC PLAC PRO PEO PRO ENVI REW CON VALU EDU
AT D 046 051 M P C 0.60 A T 065 C
(R) 0.38 041 051 054 0.54 0.67 0.60

gf’JLLUiLM@ TAN  RELI RESP ASSU EMP

mafiss G 063 055 061 A

R 053 0.71
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(Correlation Matrix of ETA and KSI)
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nsliinsfinwgndn PEOP=yAa1ns PROC=N55UI1N5 ENVI=AaWandonynenienin REWA=n5a$1
AuduTuSiesaTa CONT=nsasanuduiusaudouludya VALU=nsasemnuduiusae
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(0.1

KSI)
fudsusls  SAT  LOY SMS  CRM  PQ
SAT 1.00
LOY 0.77 1.00
SMS 082 0.72 1.00
CRM 0.70 0.68 0.69 1.00
PER 089 0.73 084 071 1.00
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