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ABSTRACT

The purpose of this research was to study the effects of customer experience
on loyalty of 4-5-star hotel business in Thailand. The sample were 400 customers
using a service in the four to five-star hotel business in Thailand using Convenience
Sampling Method. The research tool used for data collection was a questionnaire.
Statistics analysis was performed using multiple correlation analysis and multiple
regression analysis. The results of the study showed that the customer experience in
terms of ambiance signs/symbols/artifacts and attitude had positive correlation and
impact on the loyalty. Thus, business executives should bring attention to create the
customer experience, especially in ambiance, signs/symbols/artifacts, and attitude in
order to develop the strategies of creating customer experience and loyalty. By
strengthening customer experience and loyalty, there will lead to positive word-of-mouth

of customers. This can help the business acquires new customers and also keeps
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customers to come back to use the service again in the future which in turn results in

the hotel's long-term business success.
Keywords: Customer Experience, Loyalty, Hotel Business
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fawls | LYT CPA CPB CPC CPD | CSA | CSB | CSC | CSD | VIF,
X 4.36 4.52 4.54 4.46 440 | 4.62 | 443 | 471 | 4.39

SD. ]0.685 | 0524 |0520 | 0572 |0.602 |0.540 | 0.682 | 0.527 | 0.623

LYT 0.605* | 0.548% | 0.545* | 0.536™ |0.574* |0.536* |0.573* |0.423%

CPA 0.742* | 0.688* | 0.634* 10.601* |0.504* 10.606* 0.516* | 2.854
CcPB 0.721* | 0.683* 10.630% [0.623* |0.667* |0.505* | 3.572
CPC 0.673* |0.557* |0.528* (0.521* |0.430* | 2.650
CPD 0.467* |0.443* (0.418* |0.559* | 2.529
CSA 0.737* 10.790* |0.461* | 3.212
CSB 0.770* |0.454* | 2.954
CsC 0.467* | 3.829
csD 1.663

NA5NT 1 Fuusdassudazdudanuduiusiu Jeailnaedym Mult-
collinearity fatu HI3839vIn1snaaey Multicollinearity lagldan VIF, Us1ngdn A1 VIF
vosfusBasyUsraunisaigndn Tedaus 1.663 - 3.829 Fsfidntiosndn 10 uansth fauds
daseiimuduiusiuualuidedfay (Black, 2006: 585)

lofasanAdissavsanduiussevineiuUsdassUssaumsnigndn Tuusazdy
WU SanuduiusiusuUsnnassnAng (LYT) egniitudfynadansedu 0.05 Tned
ArduUsyAvsanduiussening 0.423 - 0.605 91ntu §ideldvhnisTinseinsannee
LUUNRLAYaSsaInIsNensaiaaasindnA (LYT) fodl

LYT = - 0.301 + 0.340CPA - 0.160CPB + 0.111CPC + 0.239CPD + 0.151CSA +
0.111CSB + 0.233CSC + 0.004CSD

Faaunsitledanunsanensaliiauesdngnd (LD Weehefidudfymeada
sy 0,05 (F = 46.274 ; p < 0.0001) uarAFUszAVEYOIMINENIAIUTUUTS (Ad) RY) infu
0.476 1 prlunaaouAN LA US ST INUsBATEUsTaunnsalgnAn Ty usags iy
FusmuANnAG (LYT) Usngiansned 2
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AMUASNANG (LYT)
Uszaunsalgnén duuszdns | anuAaiaadou t p-value
n10NaY mmg’m
At () - 0.301 0.261 1153 | 0.249
PIUUTTIINA (CPA) 0.340 0.080 4.252* | <0.0001
Fuilui/nsldeny - 0.160 0.090 -1.771 | 0.077
9s1uneAuEzAIN (CPB)
PUNITORNWUU (CPC) 0.111 0.071 1.569 0.117
snule/dyanual/Fading (CPD) 0.239 0.066 3.649* | <0.0001
auasduileon@n (CSA) 0.151 0.082 1.829 0.068
sruauelald (CSB) 0.111 0.063 1.773 0.077
FuviAuAR (CSC) 0.233 0.092 2.531* | 0.012
sunduriusAugidninrinudy 0.004 0.051 0.085 | 0933
(CSD)
F = 46.274 p < 0.0001 Adj R? = 0.476

* flydAgynieadanszau 0.05
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