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Abstract

This research aims to 1) compare the customer loyalty towards CJ MORE retail business,
segmented by personal factors of Generation Y consumers in the Bangkok Metropolitan Area, and 2)
examine the influence of service quality on customer loyalty among Generation Y consumers in the
same area. The sample group consists of 400 Generation Y consumers in the Bangkok Metropolitan
Area. The research tools include personal factor questionnaires, service quality questionnaires for CJ
MORE retail business, customer loyalty questionnaires for CJ MORE retail business, and additional
statistical analysis tools such as frequency distribution, percentages, means, standard deviations, T-Test
analysis for differences, univariate analysis of variance, and linear regression analysis.

The results of this research are as follows.

1. The overall service quality of CJ MORE retail business is at the highest level. When considering
each aspect, service quality in terms of integrity is the highest, followed by reliability, confidence in
customers, individual customer care, and quick customer responsiveness.

2. Customer loyalty towards CJ MORE retail business is at a very high level. When considering
various aspects, intention to purchase ranks highest, followed by word-of-mouth behavior, sensitivity
to price factors, and complaint behavior.

This research serves as a guideline for businesses to utilize research findings to develop and
align their services with customer expectations, emphasizing the importance of maintaining customer
loyalty among Generation Y consumers, which contributes to sustained success and growth of the
business.

Therefore, this research is beneficial for business owners to use research data to improve and

develop the service quality capabilities of service personnel to international standards.
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