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Effect of Stores Image, Relationship Value, Service Behavior and Repurchasing
toward Customer Loyalty in Traditional Retail Stores
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Abstract
The purpose of research was to study the stores image, relationship value, service behavior,
repurchasing, and customer loyalty, including the study effect of stores image, relationship value,

service behavior and repurchasing toward customer loyalty in traditional retail stores in Thailand. It was
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quantitative research and the sampling group was 359 traditional retail stores users. The research tool
was in questionnaire format by applying descriptive statistics for data analysis were composed of the
percentage, standard deviation and structural equation model with SMART PLS technique.

The outcomes of research revealed that the importance of relationship value, customer loyalty,
delivery behavior and repurchasing at high level while stores image was valued at medium level.

The outcomes of structural equation model that the stores image had the most direct effect
toward service behavior, and followed by the stores image had effect toward the relationship value,
the repurchasing had direct effect toward customer loyalty, relationship value had direct effect toward
the repurchasing, relationship value had direct effect toward customer loyalty, service behavior had
direct effect toward repurchasing, service behavior had direct effect toward customer loyalty. Lastly,
the stores image had direct effect toward repurchasing while the stores image also had the most

indirect image toward customer loyalty.

Keywords: Stores Image, Relationship Value, Repurchasing, Customer Loyalty, Traditional Retail Stores
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ddymeadidfisedu 0.05 snuiu H3: A ndnwais
flsinswasion1stedn He: waRinssumsuInshail

SnSwaron15¥eT HT: weRnssunsusnIskiddnsna
AoAUANFAVDIGNAN

AuAANLELTUSTIBvENaN IR SeHeN1 et
0.377 BvSwa 0.377 AmAIANUAUNUS TBvENaNIS
n3ieAUANAveIgnAN 0.334 ddnsnalaudeu 0.169
wazdnswalagsau 0.503

‘wqaﬂiiumw%msﬁ@w%wamamqGiami%yaegﬂ
0.303 Bviswalaeau 0.303 NeANTIUNITUSNLBNTNE

A5 2 HANITIATITIDNTNANIIATI DNSNAN190Y LaLdNTNasTIU

Dependent Variable

Antecedent R Effect AUANA % ¥ WHANTIU AAT
o N13YDYN - : v o e
‘U'é]\‘i@jﬂﬂ'l N1IUINIT AIMUAUNUD
DE 0.000 0.114 0.779 0.721
ANANWAIEIUA - IE 0.639 0.508 0.000 0.000
TE 0.639 0.622 0.779 0.721
DE 0.334 0.377 N/A N/A
ANAIANANTLS  0.520 IE 0.169 0.000 N/A N/A
TE 0.503 0.377 N/A N/A
DE 0.153 0.303 N/A N/A
WoANTIUNIIUINIT  0.606 IE 0.136 0.000 N/A N/A
TE 0.289 0.303 N/A N/A
DE 0.448 N/A N/A N/A
MsTeth 0.547 E 0.000 N/A N/A N/A
TE 0.448 N/A N/A N/A

UNewWe: TE = Total effect, DE = Direct effect, IE = Indirect effect, N/A = Not Applicable

M99 2 HANITIATIZANUININEN WIS TUA
LBNTNANMTIWNONGANTIUNITUTNIG 0.779 way
dnswalaesiy 0.779 AwanwaliudA1dBvsnanis
nTesaAUAIANENTUS 0.721 uazdninalaysiu
0.721 amdnualfrudniisvinanismswienisdedn
0.114 {8nsnwalaedou 0.508 wazdvswalausiu 0.622
gavinenmanualiuAdansnanisdeusenIuing
V93NN 0.639 UardnSnalagsiu 0.639

ManseianUinGvesanAl 0.153 Tdvisnalagdeu
0.136 uardndwalapsay 0.289 anvinen1sdesni
dvswanemssaAuAnGveIgnA 0.448 Uardvisna
Tnysam 0.448
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£11579 3 Loading, Composite Reliability and Average Variance Extracted

Construct/Item loading  t-stat CR AVE
ANEnEaISILAN 0.909  0.715
2. fianuidedniliinmdnealiia 0.823  19.468
3. Lﬁﬂﬁuaﬁamsﬁmmamﬂ?ismﬂnaﬁﬁ’ugﬂﬁw 0.855  24.325
4. vhuszundesnmdnvalvesduduanuvel 0.837  19.361
5. nMsdnseileurasduanielusu 0.866  27.030
WEANTIUNITUINNG 0.909  0.669
1. AARINATENDUAUAINTIIALAZNITUSNITUAINITVY 0.739  11.685
2. dnslenusasesywindiusnng 0.812  18.244
3. fuilsmrAnifiuresgninegiausiiadauinuasdsay 0898  51.023
4. UTRnsdyaililitugniy 0914 55773
5. AUATANUNAINNAIULATATIRNUAIILANANTS 0.707  11.848
AANANLFITUS 0.939  0.754
1. Wwestamsasseudetulitwdauomn 0.825  26.189
2. Wvesianisiansiannsleudeneswarianuduiuies 0.843  27.613
3. Wwesnansianudutueawazdiomaadimn 0.885  34.351
0. FdgEniiieruindede 0.895  40.995
5. fanuaniirderivesiunazwiinanuiliuios 0.891  43.878
n1sdeth 0.894  0.629
1. ‘i’]ﬂ”lauﬁﬁg]ﬂijEJLﬁEJULﬁEJU%’Wugu 0.747  11.776
2. FAUAMVAINYAIULALATOUAGUAIINABINTT 0.826  20.896
3. Sdniinnudsloszndunndeduianudiensn 0.816  18.750
a. Frmdrazuugthliyaeadundedudniisuuvied 0.846  25.833
5. Faansifiuanuindosuauiulunsiedudiduduanuidl 0721 10.190
ANUANAYDIGNA 0917  0.649
1. fienulindauasiianeloludwdumsd 0.818  23.787
2. $ruddBnuisiiadaemuevguuivihudenliuing 0.750  11.602
3. $uduAnuisiuftRderueamnyauLaryfisTy 0.800  17.216
4. Mindasaramnudaunmlududuasusnig 0.858  30.280
5. viudsloarldusnisvesduddanuisinely 0.785  16.246
6. ﬂwuﬁa’jw%miﬁLﬂuﬁ’maﬂﬁﬁmmﬁﬁmmmu 0.819  20.161
ynewe: Afigniaiiadlesandi loading laifls 0.707 nsinaust Iiun dafnudl 1. fanudeiiudanuiedifininsudu
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9191579 3 WUl Tanndadian Loading
J¥UIN9 0.894-0.939 wardlA1 AVE 0.629-0.754 uans
it luusaruienanunsodaduususlslu
vaenuassulddvinfieniu waziinmnindedioldg

A5 4 WEAINANITIATITNAIULNLINTITIT 1N

wanduflewarsodldzeviianlunsiiuniadngs
Wes dwalmialonialunisusenaunissiuduan
sadundusiuounn udndudnuasiugng sl
unawazdutieded dudmindosedlideyaede

Construct

Construct CR AVE R awdnwal  weRnssy ARUAN M3 ANUANA

Tufh msudns muduius dee YDIGNAN
ANENBAISIUA 0.909 0715 - 0.846
WOANTIUNITUSNNS  0.909  0.669 0.606  0.779 0.818
AuAANudITUS 0939 0754 0520 0.721 0.801 0.868
1159091 0.894 0629 0547 0.703 0.694 0.703  0.793
mmﬁﬂﬁ%qqﬂﬁw 0.917 0.649 0.723 0.742 0.732 0.771 0.789 0.806

INA1TN 4 WU composite reliability
YouNIIMUS wagAn AVE fiAunndl 0.50 uamnedn
Forommndelusd nansandldindededan
\eansinara1muduiusveeiad Saudazfnneg
TuiuusiierfuiianinAauduiugusd i
FuUs LaRTINNRTIaLAaY construct @unsainlan
WNNZI30951T0INY FanansiemAuuLTeie uas
ABInsaTasun

onusidwa

NANISIYNUIN Qﬂﬁ?ﬁLﬂﬂsL%U%mﬁ”luﬁﬂﬂgﬂ
éy’aLﬁufiauIﬁigLﬂULWﬂm@a 918581IN 51-60 U uay
60 ¥ FulUludndrulndidosiu Sanwawlan s
AnwseiuUSyaasuazsnindudlngszneu
onsunemskarfuirvidewithudadunguraete
ﬁwmum?aﬁmﬁwﬁ@LLaqﬂwmuLLa:maUﬂ%’wau
ANUEEAINEUNY LHUANNAaRIRLUNTIEFIALUY
Soudte feldsewing 15,001 - 20,000 UM LaZA
A1 @enltusnisdanin@eslul sesaunde Weese
Yuazras Wesindmindedunidudminga
Uszrnsdununn dulnydudeussoguinusey

wagnyuseuuanidesardmdilduinisiumuan
fadudodouaridsnisteldunindm iy
\Hesfmussnudsfiguvuniunisdinaiiududiuan
Fusuannisudeatu dutaiadinadudesgna-
nsuviviguazvuIngey In15919U58UTILIUNN
vl uduansndudaduiuddiberordming
younguussy eduingldany $uidenlduinig
wniign Ao Suvevestiuazlynite lngldudns
$1uau 12 adwledunnt daulngdentoduiuszan
gulneuazuilne wanaiidenlduinamneidives
Sudwimadutiues Seded Sutieglnafiin
azainvselideufunislnaaiuisanesedsiaiuay
FoAududeld

anAlinnudAse (1) AmeANduTLS
agluseiuin inswidnvesiuiiinislenusasy
fugnén sliiAnanuyniulaslnddavinefiaaiia
ANaRNTULailousy1AReNUILes Trasorras (2008,
p. 3) fiagUimsiiivesssiadudusouazduay
Tudluiivioluguoy liguediulngagiinnudy
fuasfuitelnosssumioguda (2) Arudnivesgndn
finnuddseiuinn iesmndudvansaindy
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Frudlugnyuvesruluguvudwiliidvesianisiv
andnfianudune WGulns anuiiueniiulaiuies
anuduiwedunsaunundnonuasnndguiu wu
auludsnufentu feauainaunviefigaimu
Wuanusng A93)1383Y84 Jacoby and Robert (1978);
Oliver, 1999; Zeithaml (2000) 31z 1uAUANANAY
Hudunilwesdsrunasiimuduineiuserinadives
FwAfugnA (3) neAnsIun1susnig danudAsy
seiuann Wewmniaiiswesduduandahuduing
filugugmunioundsiiegondtlnddadugnén Su

foniMAWenemuneiuIwIANITamU Astuium

v
o [

Fusegluriammzaunginssunisuinslidgsein

A

30T ULIU AIURNYIT0IUINTA] UENTDILATAME

)

(2555) aguirduduandafuiiauieifissnuiien
drlngdudvesionsiesiig aunsauiuiey
NsImUIEAUAIINANNABINITVRIaNA e (4)
n5Be9n fanuddnyseduan WIEMIALINGIAY
vosfudandufuiimeiuanuaziiude Seileny
Sanguidsduimanhlignéunlduinisvietesn
UoBanniu fauiseues Trasoras (2008, p. 4) W1
iueinstetiUeey lminaudSalusseren
way (5) mMuwanwalsuaA dnnudAgszauliunaig
wgiudandududnlngifuiiegerdondous
e mieaudmdmdianduiuuanduiiy
fudndudu Fusufidumsteiieluiogends o
WIilona@nensin awsaviinisAuigls e
JavnAudnanny msmnuasiufviviisuduisl
ladnisanussduavinlatn duiusiuauideves
Sivadas and Baker-Prewitt (2011) nwanwalau1se
ahuldlaameiudanduiy widodldinaikiu
n15U3NIINANAIANTIeIgNA1 (Thompson
and Chen, 1998)

HadATIETaNNIsiasEienud andnual
HuiBvsnanenssiowgAnssunsuinisniign
WIIzNsadenInanvalgsialidvsnaren1siuives
Qﬂ?‘zﬁ (Hosseini, Jayashree and Malarvizhi, 2014)
donnnediUITeves Silva and Giraldi (2010) N&133
AnanwalFuA1vzwdun15In A Iiiuadey
e Satunedudn nisdemnamfaud sadd

woAnssun1suInIsinuazauuRnveusadiay
vioyuuuiie Wlduniseensuaingndn

AENYITUAIBNENaNInTIrRnAIAIY
Fuitus Sudvandanudnlnglilddnsdaaiunis
geyladuirvluuiazinania wiazdmiiedud
auUnfegreionnszdnlvydududgulan
vslnadadutadedlunsdsadineguds dandaves
Saraswatand Mammen (2010) agudnmngnénitanala
sotladela UadovilaudidouinnBsmnuduiussud
fiflanawdonnudialfitutudunstosTavana
NInTIEAMUANAYesNA1 duusiuITeves Akhter,
Abbasi, Ali and Afzal (2011); (Verma, 2011) &3U71
nstetfinnudduarinanszvudaninden
fnfvoIgNAANUITEYBITUINTA] kAN UazAMY
(2555) diaueanufndanfeduldiuszneunis
Fosfinisusuimesiuduansaduiileneuaussde
ngAnssufuilaaideuly mstinisusuiluFeses
AuNIeaIn N13RY MsdanisneluumMnuIng
umingnsuyudiasduasaunauarlilituey
funginssumstedniiiesesraiien

AMAIANFUNUSHENSHaN19ATINONIT
Homn AITEvRINg YAl YN (2557, 110); Trasorras
(2008) agudAnuduiusausaimulunugniy
iedlounilusonfivemuesdmaliinnsdesuaz
stwulduanusnilulufiaansennstodivinly
gaAETesuERLTY udfuyulumsdaadunsne
anaailosnnidugniszd

ANANAEENRUSTBVENAV IR SINBAUANG
vosgnAmIznsEingnd findegnén Ingdnsau
Tumsteduduasdlagnindunisadrsauduiug
finfugnAnazdanasinlinungiugnifanaidoves
Jacoby and Robert (1978) aguiameaeduiug
szdwalifiAnausnallufigaannsafisgnése
TnllFaevinliiudnneaudnlfifiuduiligsnad
UanUszauanudnsa

v
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VBIANTY LATEYNH (2554) aqﬂdwmﬂﬁaﬂ%aﬁmmﬂu
nstaifissedadmietofivasimluluiuiiumy
thuq SnvgRnssunisusnislidvdnasenuing
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n3UsNslidnsIneuvinlatn (Bemhard, Bettina,
Nicolae and Christian, 2009) duusiungufnginsu
fuslnAves Schiffman and Kanuk (2007) @3U31
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