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Thesis Advisor INTAKA PIRIYAKUL

This research aims to study the key factors used for the assessment of the
loyalty to the Agoda website among consumers in the Bangkok metropolitan area in
term of the three factors that influenced consumer loyalty. The aspects of brand image
included with usefulness, quality, value, culture, personality and users. The factors of
satisfaction included product, price, place and promotion. The last factor was
complaints, which influenced the loyalty of Agoda website among consumers in
Bangkok. The samples in this research included four hundred consumers booked hotels
through the Agoda website. The population of this group was available. A questionnaire
was used for data collection and the analytical methods included percentage, mean and
standard deviation. The hypotheses were tested using Multiple Regression Analysis.The
results of hypotheses testing were as follows: The overall brand image had an influence
on consumers in the Bangkok Metropolitan area and their loyalty to the Agoda website
was at the most important level in terms of worth and personality following by
satisfaction with the Agoda’s website included are products/services, price, promotion
and customer complaints that had also had an influence on consumers in Bangkok
regarding loyalty to the Agoda website at a statistically significant level of 0.05, which

can be explained by a percentage of 40.2%

Keyword : Brand Image, Satisfaction, Complaint, Brand Loyalty
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\AInadadinanuianala
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o

ARNNINelaaeIgnAng19anL )Formell, (1992uazidndulafusaiananuninalaney

'
= o o -3

gNANT128LETY uLLANaes idFunewizd iy ECSI Tugtuuuidsaulsuelandusiug
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Expectation

Satisfaction

Perceived
Valie

Perceived
Onality

AWLsEneu 2 warauluanaad ECSI Model (The European Satisfaction Index Model)

#": Fornell (1992)

1%

AMNNINT 2 WAASDILLULA1ADY ECSI Model uuaAmfeniuAmMnInn195u3
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v wa o a
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anadenaliliisaasiiAnishatdngnAfiaanuianalalududiwaznistsnisfianaaziin
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ATULENENIMIMISUDs T IS a i
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3.1 nslamoun (Advertising) Wunanssulunisiauat1adn N iuedAng
1 a dl o a o & a = a dlsz = 1 a v s
LATAUATNNNIAAIANLITLNARA U 1FNT ¥iTe ANNAR NABINNIIANRuIn g dud
7181N19 (Armstrong and Kotler. 2009 : 33) ﬂ@gmﬂumﬂmwmwuﬁm%’mﬁu (1) ﬂmmﬁr
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3.2 n1s1nelagldnwiinanuane (Personal selling) W uN1380417921974
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