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FACTORS AND BRAND LOYALTY IN ONE OF BANKING BUSINESS CUSTOMERS.
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The Objectives of this research were 1) To study the degree of brand loyalty of
Commercial Bank’s customers and 2) To study the relationship between factors in branding
and brand loyalty of Commercial Bank’s customers. The instruments used in this study were
the questionnaires consisted of questions which are relevant in three areas: 1) Demographic
Data 2) Factors in branding of Commercial Bank and 3) Data of brand loyalty of
Commercial Bank’s customers. The data were collecting from 400 customers who have had
financial transactions with Commercial Bank by using purposive sampling. The data was
analyzed by using frequency, mean, standard deviation and Pearson correlation coefficient.

Results of this study shows that: 1) the respondents are mostly male (57.5%) age
between 22-29 (55.5%) earned Bachelor Degree (71.3%) single (66.5%) average monthly
income between 20,001-30,000 Baht (47%) and have financial transaction with Commercial
Bank 1-5 times per month (76.8%) 2) Brand loyalty’s level of Commercial Bank’s customers is
high (mean = 3.60) In addition, the results in each element showed that customers’
confidence/trust in Commercial bank is extremely high (mean = 3.89) while the level of
Commercial Bank’s ability to become Customer Centrality and accessibility is high (mean =
3.56) 3) Association level between factors in branding and brand loyalty is in medium range (r
= 0.554) each element analysis showed that Differentiation and Consistency related with
Brand loyalty’s level of Commercial Bank’s customers.
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