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ABSTRACT

This research aims to study the customer behavior and factors affecting customer
loyalty in commercial banks such as personal factors, satisfaction on service quality factors and
corporate image factors. The samples in this research consisted of 421 customers whoever did any
financial transaction via bank counter in Pattaya city. This research is a quantitative research that
used questionnaire as a research instrument for data collection and used descriptive statistics for
data analysis such as frequency, percentage, mean, standard deviation and hypothesis testing by
using z-test, one-way ANOVA, LSD, multiple regression analysis and Pearson correlation.

The results showed that all personal factors including gender, age, education,
occupation and average income per month does not affect customer loyalty. In terms of
satisfaction on service quality factors that affect overall customer loyalty significantly are
empathy dimension and tangible dimension respectively. Additionally, these factors also have
moderate relationship with overall customer loyalty in the same direction. In terms of corporate
image factors that affect overall customer loyalty significantly are customer expectation, policies,
information and customer commitment respectively. Additionally, these factors also have

moderate relationship with overall customer loyalty in the same direction.
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