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Abstract

This study aims to (1) explore reason of customer disloyalty on purchasing of Yokthongfha store,
(2) to study customer’ purchasing behaviors in the store, (3) investigate the influence of customers’
satisfactions about retailing marketing mix on their loyalty, (4) examine the effect of customer relationship
management on customers’ loyalty in the store, and (5) suggest guidelines for customers’ loyalty in the store.
This research used both qualitative and quantitative research. Data for qualitative research was collected by
interviewing 10 members who do not purchase product from Yokthongfha store continuously for a period of
one year. Data for the quantitative research was collected by using e-questionnaire with 320 samples
randomly selected from customers who were Yokthongfha store members from the total number of 1,575
customers. The results showed that the store layout affects customers’ loyalty. In addition, customer
relationship management which is composed of building customer relationship, understanding customer
expectations, and creating personalization influence customers’ loyalty in this store with the statistical
significance level at 0.05. Therefore, the store manager should be aware of store layout and customer
relationships management by building relationship with customers, understanding customer expectations,

and providing personalized services.

Keywords: Retail Marketing Mix, Customer Relationship Management, Customers Loyalty
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