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Title FACTORS AFFECTING LOYALTY AND CUSTOMER PERCEIVED VALUE
AT COFFEE SHOPS OPERATED BY THE HEARING IMPAIRED
IN BANGKOK AREA AND MUNICIPALITIES
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Degree MASTER OF BUSINESS ADMINISTRATION
Academic Year 2020

Thesis Advisor Assistant Professor Dr. Karnrawee Anuntaakarakul

This research aims to study the factors affecting the loyalty and the perceived values of
customers of shops operated by the hearing impaired in the Bangkok metropolitan area. The
objectives of this research are as follows: (1) To study the use of coffee shops owned by the hearing
impaired and classify by personal characteristics, such as gender, age, monthly income and
participation in social activities affecting loyalty; (2) To study the perceived values of customers of
the employees consisted of the factors of reliability, assurance, tangibles, empathy and
responsiveness affecting loyalty and customer perceived value; (3) To study social responsibility,
consisting of fair labor practices, consumer responsibility, community and social development,
environmental management, and innovation, as well as the dissemination of innovation from social
responsibility affecting loyalty and the perceived values of customers. The statistical significance of
the hypothesis testing found that (1) Personal characteristics, including age, monthly income, and
participation in social activities were significantly different. The factor of customer loyalty regarding
coffee shops was significantly different. Neither gender had significant differences in terms of loyalty
to coffee shops; (2) The variables correlated with factors affecting loyalty and customer perceived
value in shops were tangibles and empathy; (3) The variables correlated with the perceived SV of
consumers were reliability, tangibles and responsiveness; (4) The variables correlated with the
loyalty of consumers towards coffee shops were fair labor practices, environmental management,
innovation and dissemination of innovation from social responsibility; and (5) Variables correlated
with the perceived SV of consumers were consumer responsibility, community and social
development, environmental management, innovation, as well as the dissemination of innovation from

social responsibility.

Keyword : Loyalty, Customer perceived value, Bangkok metropolitan area, Hearing impaired owners,

Coffee shops
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