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The Effect Of Marketing Communications And Customer Experience Management

Strategies On Customer Loyalty
Mantana Payak', Ampasri Phokha®
Abstract

Banking businesses must have broad communication and convenient access to information,
keeping pace with technological changes. At the same time, information must be reliable, accurate,
interesting, and can build trust and loyalty to the bank's products. Therefore, the researchers studied
digital marketing and customer experience management strategies as important tools for building
customer loyalty. The objectives were: 1) to study the level of opinions on digital marketing
communication strategies of service users and the level of opinions on customer experience
management strategies; 2) to study the level of opinions on loyalty of service users; 3) to study the
relationship and influence of digital marketing communication strategies on user loyalty; and 4) to
study the relationship and influence of effective customer experience management strategies on the
loyalty of service users. The study consisted of 314 users of the Mymo application of the Government
Savings Bank. The data collection tool was a questionnaire. The statistics used for data analysis were
percentage, mean, standard deviation, multiple correlation analysis, and multiple regression analysis.
The results showed that the overall opinion of the users of digital marketing communications, overall
customer experience management strategies, and overall loyalty were high. Digital marketing
communication had a statistically significant correlation with brand loyalty. The results of a regression
analysis show that digital marketing communications affect brand loyalty. Customer experience
management strategies affect brand loyalty in the same direction. Government Savings Bank can apply
the research results to the organization's strategy to make applications well known and continually
develop applications that can create a good experience for customers, resulting in continued loyalty

to applications.
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53nssunensiuRulnsdwidede neld@ed1 Mymo tusguu Mobile Banking d1wsusuia1sesndui



340 A13EITIMYINTTIANT ARINIABINUANEI 18511 TN 10 adud 2 (2566)

Journal of Management Sciences, Suratthani Rajabhat University Vol.10 (2) (2023)

AldusnsanunsavigsnssumeanisRuiuinsdwieteldnaen 24 43lue ludedlusuiansuazlisesefal

denan felddndunmsnnagnsiiensuauesrnusesnsvesgndiadisnnuliiuieunnisutedy Jsmny

v

indnfveslduinisilumnunniuvesgnaiilnasonisidusnmsiiinaniirurfnduveu Welielinda

a (%

wazdanuianalaiinnisnduunldginasuusirliunynnad uldusniseie (Sramormrattanakul, 2016)

v v o o 1 o

ANITNANAIEANUAIAFENITIANIINALNTNNTNAINHIUERATR

o
v v = aa v s

Aty HaTeddauaulaviinis@nwinisdeansnsnainfdsia warnagnsnisusmsyssaunisal

v o

gnAidenasonuassndnaver luIn13gINssun1si Uk uLeUnAAdY MyMo suiA1seeudunia 11

Y

= v v 3 Y 19

671aﬂimmquﬁyuﬁu?mﬁﬂixﬂauﬁw Jwmdaumansaty Jmindugd dwmindesdn Jawminvouunu 1
Faiavouunu 2 Smianwdug wazdminynaims Wesansuiasesndunia 11 fuuglduinng
wouUndindu MyMo Jusuauunnniafiufiudnisdun wazfiuualdufiezdilduinsuoundindu Mymo
ity navesnifeluadsinninadulslenidmivyanavionthsn asns gafasuasvieanity
Ma3iusingg iellumsnauny senuuy Wann vdenisudmsdnnisueundiadu Mobile Banking liiin

UsganSnnuazlseansuasald

o/ 3
2. ngUIzaNn
2.1 Wisfinwsgiuanudeiiuieaiunagnsnisdeansnisaainndviavesdliuinis
2.2 \Wefnwissauanufniiuiedtiunagnsnisuimsdszaunisaignivesdliuinig
2.3 Wisfinwsgiuanudeiiuieaiuanuassndnfvesglduins
2.4 \WiafinwAnuduiusuaydninavesnisdearsnmnaiafdvianisennnuassninfvesdldusnmg

(%

2.5 Wefnwanuduiusuazdviwavenagvdnisuimsuszaunsaigniifiriennuassninfvesiléuing
3. NINUNIUITIAUNTTU NTDULUIAA UATANNAFIUNITIY

3.1 MSNUNIUITIUNT Y
3.1.1 uwAaREafUNagnsnisAeansnisnanfana
idesnnisudsiumaasugialuiagdudmalivannisnaiasinsiamunegianisniuaz ng
wdnmsnanfitnnismaindiulngiunldlussAanieesdnaidunisnaiauuuysannisgeninn 49dsi
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SEAUANUARALIUINN Muualit 4 Azuu
sEAUANLAATIUUILNATS mMuuali 3 AzLU
seAuANNAALILToY mMuuali 2 Azuu
5zf3fummﬁm17iuﬁaaﬁqm Muuali 1 ALk

ANLRAYYBIANMBUINNWUUFBUAY taeldnisuuannuvuievasAadae (Srisaat, 2013).

Aads 4.51 - 5.00 NN ﬁmmﬁmﬁua&ﬂuazﬁummﬁqm
Aedy 351 - 4.50 HRERR fianuAauiveglusgduun
Aads 251 - 3.50 NN fianuAniueglusgiuUiunany
Agds 151 - 2.50 NN fienuAniueglusziulios
Aweds 1.00 - 1.50 GURERE faudAntuegluszivtieniian

naiftusausantoya §ideiiudoyauuudoyatgugf (Pimary Data) tuvudeuniuiiasnstu
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LLﬁiaxéﬁ'aﬁULﬁawwgafﬁlqﬂﬁzmﬁ (Index of Itern-Objective Congruence #3a 10C) &eeiildazdasuinnid
Wiawiiu 0.5 3uluiodndarmaiutiu finnuasnndediuingusyasa (Suryawong et al,, 2009) taaawil
ANNADARADITINDYTEMIN 0.67 - 1.00 F98IAILINNT1 050 118AIINTT LUUEBUNNT AT BIRTY
aonndasszwinstednuiuinguszasdluniside uasiuvuasunwiufuusuilomudeiausuusves
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o

Tngruuuasunulunaaedld (Try out) fudsernsfitlingusiogns $1uau 30 au Mnuisihuuuasunu
umeaeuiieAnszimanidesiuveauuuaeua Tneimaduuszas ueath vesnseuwIa (Cronbachs
Alpha Coefficient) FaArauidesurssuuvasuauiiseusuld dosilersous 0.60 FulU (Sekaran, 2003)
TaglusAderinudestuiiaogszwing 0.691 - 0.891 sawnnin 0.60 uazArg T wundusede
TneAn Factor Loading #0ail A1 0.40 4 ulUssavn1uinauel (Angsuchot et al, 2009) Taganuisad an
ANULTIRT90ETENIN 0.603 - 0.842 Fafldnannndn 0.40 uuvasuawIedanumnzanianudosunas
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n193AsIeiandunusuuunvaa (Multiple Correlation Analysis) Wagn1sannaguuunyvA s (Multiple

Regression Analysis)
5. NaN1523azanUsIuNa

5.1 NaN13398

5.1.1 dayavialuvasdliuinig

Aldusnsdulvg Jumandgduan 175 518 (Feway 55.73) fivate1gegsening 20 - 29 U §1uiu
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HlEuInIs
fawls ADV SAL PUB DIR LOY VIFs

b 3.89 391 3.94 3.84 4.00

S.D. 0.62 0.66 0.63 0.64 0.64

ADV - 0.687** 0.553** 0.623** 0.577* 2.101
SAL - 0.666** 0.686™* 0.631** 2.814
PUB - 0.547% 0.594* 1.883
DIR - 0.629** 2.090
LOY -

[y

** flpdAgnisadanszau 0.01
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'
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'
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(r = 0.629) NSYIBALUSEIFUNUSHIUABARYA (PUB) (r = 0.594) hayn1stawmNUdama

(r = 0.577) ANWaN5IT8 FegeusuauuigIun 1
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URNIRATEEr

fiawls ANA DES IMP CON LOY VIFs
b 3.95 4.01 4.00 4.05 4.00
S.D. 0.56 0.58 0.61 0.57 0.64
ANA - 0.658** 0.688** 0.658** 0.596** 2.196
DES - 0.739** 0.699** 0.672** 2.592
IMP - 0.757* 0.711% 3.163
CON - 0.765** 2.728
LOY -

[y
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31NA15°99 3 WU AFuUsEANTandunusseninadauUsdase Ao nagnsnisusmsyszaunisal

oA

anA1 wudn i

o o

ANudURusiumuUsaY fie anuasshandveslduinslufiameuinegredidedAynisa

AN



348 A13EITIMYINTTIANT ARINIABINUANEI 18511 TN 10 adud 2 (2566)

Journal of Management Sciences, Suratthani Rajabhat University Vol.10 (2) (2023)

sedu 0.01 Teefladudseans andusius 0.596 - 0.765 Taedadeidanuduiusiunnuasindnives
Jldu3nisunniian Ao msatauianssustnesewllos (CON) (r = 0.765) 50383 A MsiudunisuasInna
Uszaunisal (IMP) (r = 0.711) n15e8nuuuUssaun1salvesgna (DES) (r = 0.672) UazA15ILATIEN
Usgaunsalgnan (ANA) (r = 0.596) NnNAMITeTsonsuannAgiui 2

a o aa ]

M1TNN 6 MINATIINMTONNBEVRINTFRAITNIIAINAITIaNINAsiEANITNANAvedlduINNS

AMNIENANA (LOY)
duuszans AR duuszans
mMsdesnisnanaada As0nnRY ARNALAREL | N1TOANDELUY t p-
Livfunasgiu | wasgie | USuaiasgiu value
(B) (S.E) (Beta)
V’hﬂdﬁ (CONSTANT) 0.711 0.186 3.824 0.000*
1. nslawaneiudenda (ADV) 0.150 0.059 0.145 2532 | 0.012%
2. MsdNERINITIEEEe 0.166 0.064 0.173 2.610 | 0.009%
Advia (SAL)
3. mMslivnuazUszdunus 0.243 0.054 0.242 4.454 | 0.000%
W uAeRIa (PUB)
4. MIRAATNIATENLADRITA 0.286 0.057 0.287 5.023 | 0.000*
(DIR)

F=82672 P=0000 R*=0517 Adjusted R?=0.511

T
AN v o W aa

* fidydnfgyyneananszau 0.05

1597 6 NANITIATIERNITANABEYRINITABANINNSAANATTIATI I A BANRITAA A VDS
F19u3nslagldnisiiasgsiuuuivuadauysi dswansenudiluluannisaiuisans Enter wuin
auUsBaseiivndnyiiaun fenuduiusnyauiuaruasindng (LOY) $euas 51.10 (Adjusted R =
0.511) wazdadeiidenansznudeniuasindnaveslduinisegrafidodridyniead i sedu 005
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fidnnu 4 fudsuavaenndestiuanigruresmaideifiliFesnduusiinasensfunusiuiaudsaly
sUresziuuAy iun msmannmanssindeisia (DIR) (8 = 0.286) sesaaun Ao nsliinuazysyanduiug
WuAeRvia (PUB) (B = 0.243) nsdualunsvesiiudendvia (SAL) (B = 0.166) waznislaiwanniudendsia
(ADV)(B = 0.150) suadfy dviuisweuuaunignuil 3

¥

FeansaaieaunsaanssluguiuuazuuuRy Al

LOY = 0.711 + 0.286 (DIR) + 0.243 (PUB) + 0.166 (SAL) + 0.150 (ADV)
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(B) (S.E) (Beta)
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(ANA)
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3. ANSALIUNITLALINNS 0.221 0.064 0.211 3.478 | 0.001*
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4. MIESUIRNTIU 0.521 0.063 0.464 8.227 0.000*
aeareLiins (CON)

F = 137.036 P=0.000 R?=0.640 AdjustedR?=0.635

o o aada

* ludAgyneanAnszau 0.05
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LOY = 0.092 + 0.521 (CON) + 0.221 (IMP) + 0.187 (DES)
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