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Factors Affecting Customer Loyalty of Centara Hotel Hat Yai
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Abstract

The purpose of this research was to study 1) the level of customer loyalty,
image, the perceived value of Centara Hotel Hat Yai, and 2) factors affecting
customer loyalty to the hotel. The sample was 400 Malaysian and Singaporean
customers. The collected data was analyzed using the SPSS in computing
percentage, standard deviation, Pearson correlation coefficient, and stepwise
multiple regression analysis.

The results revealed that 1) the overall image of the hotel was rated
“highest” in almost every aspect, while that of perceived value and loyalty was
“high”. 2) The relationship between all predictive variables and criterion variables
was statistically significant at the .01 level, ranging from .238 to .641. 3) A specific
dimension of the stepwise multiple regression analysis showed that there were
three factors affecting customer loyalty to the hotel: employee image (X“),
perceived price value (X ), and perceived social value (X ). The coefficient of
multiple (R) is .685 and the predictive power is 46.9%. The overall result showed
that only one factor contributing to the costomer loyalty was the perceived value
(XZ) with the coefficient of multiple (R) of .641and that of the predictive power
of 41.0%.
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