Lovalty as a Key Marketing Component
for Successful Armament Sales in Thailand
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(e rolationship with it partmen. &aeli ws Giles voloomg and gyeeging”, whils ndneecgpond
satisliction = a “positve alfentse resprmse i the pone-sconomie, psvehosonel aspects ol i

rofationstip, o Way Intdéractime Wit the exchango pactmer e Iulfilling, pratifying. dnd rase”

.Hs'_@}'ﬂfl‘-'l-'l_-‘_l ol k. 1999y The reRathnship bemve) m‘[nmtr lm_ﬂ poT-ecupemil corpmiets uf

acaked for mpasnrieg dacshiction ¢ilfors considerably amang siudies (Goyskens ob b, 1999)
’L::r:ﬂ_:_rrtlihg L jarevicus elie,:.'n:::_u:rb_ heriare Lwn wags Lo 'i‘.ul1|::ﬁpl:1_lﬂli_}i_e: _“e.':I:.LLS:f.SH_.',!.i_I':lJI. firstly,
mwansacton-spocfic sanstoctan gni socondly, overall or comakiive satisfaction {Jetimsen, 2001
Shankar s sl 2005 Lam ol al, 20040 Thiw sttty footlses on-oyverall catlatasron dofinad ae
ousenImer s -overall appramsal of acprodoct e semace provitder toodage Dlabgson s Farnedl
JaGT: Jolwsun st al, 19G5) 0 Cupmubisiive sagisigoilag I'l:-t;l,:_gm‘.-'.l."ls (ERT| I:J.;sklm.ﬂ"_"‘ redy an ol
|'§n.t|::|'_l:| XpRrienen 1r'|-'.h_ml Formimg: itrmiasng o making eopordhiase deosions. .|1 tharefors shold
be'd beiter predicfor af dostomars” intemiloms-abd bohsvior TBiner aod Hobleey, 2994 B il
iy 2004) Overall ciestmser satafimetion |6 a fonralathn pealation hased on 1otad purchase ol
consumsdion expericocd will a0 gooad 0F geiviee e Ueme CAndersen, Brmell and Lohminan
e ';."'r'hlln e ot s nvern || srtbsferinn s 'i'ﬁﬁj_[mmrtrl h..":" tho sallocs pm-ﬁ-_rrru:r-_-.m w1l

varfows ol (lon axaple product wol secvich oquEdiy ), (ke customecs roprehsst atenion

s st wlfeefoid fy i mlntive level oF his o her satisfaction with o seller, comparsd b e

sellirs competilors {Ramar 2002 According 0 sho logie of tho satsfeion-prelormines
relrtipnship, sazisfactiion affiets e Doying Inteatione (Ll and’ Leach 2001} and. generally,
satshied caswoners are mire Joyal, wiieh jnereases veverme anl lowers aperstng oosts L
thevefare ligher salistaction it remm ol fvestiients, shock prics, and macketvalde nilde|
tAnderson, Foracl] wed Muevapchery] 2004 Vorasll o1 sl 2008) The mere competuitve &
ATkl 1he mdre Sengiive o e L st lawally dire to changes i customar satiaf@oion
[Cergralid, Marlineseil, died "Rristonsan 200000 Added o rhis, dun 1 Tlio intmaghiding of
‘services: Satisfaction has o grealo offect on lovalty [oF sareicos o 30 dods o prodoets;
neeiticindls Feaiin ;:__5'rt-wr'r| for snvdless Ik mooee dependant oo the offets of |-I"|:||‘-:':t_h}:.' thitt i,
custumer vaferrgls gnid wordsolmontf and thoreford tha overall offeet of satafedon on prafic
ani iz;"nyi'lh s 'g_rr:rl_im- G wereites fham it |s i protlaets { Eidvardssor o al .‘;Et?f']'!',ll}. Soms

eosparchors have chilleseed (his sanisfiscbon-toyaly-pertormands argomen  Stidies hove
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ity i npen 240 pesviinil of doastomers whn have switehed Dooks did so evopy iougly thiy
Wiie ::HII:{l'll‘.rl-.f]:{na';'r-m?':.r 1Gad) Amithir stidy Tl that wp 1o 75 pereen of eustomers whi
awitchiod said Wy wisnd gaiisfiod il ooy presis prrovidor Storeskl umdl ) ehisinen 21
Meal argued that o whlle toe selabngiup besween cusipmor dissansticaos aod costomer
lnfietion s stenmg, the eonvered s very sesak (Meal 19991 Givee & snpalies™ posfrmanee By
Naw reached g oectitic mbmpmanesceepinble standard, cosomer-setsiacion aloe Caiml
reliahly predicy depest purchiases Goyalivd Tals nestineiriig. of the sansGicton loealty |ink
pARAnTEon wnl Ml SO0 MEANE AL cusiordsarin [aonon oun e ooor Seodislor ol Tt
Uebvind . espeeially IF brwd aheize dees ok minter -4 ather waoeds, all oglines are sieoptalilo
[Hlsfmeyys- 2nd  Hice 'a!l.JU'U,'I Tur Hus rosson; the THCSI mnrJ:ﬂi' i rperatos ether drivers: of
CLEteImie |l:-':|.='i'I.J'[':." nit il I.'I:-' thn o evities: ol [IITe s gﬁ:i_{_[:aﬂl_::m |-|-|-|,,'.l:‘_.|r;_.|m-|_-;:-:m.'.-“]
sy predbiel dil service quality, and povcideed vl - althnogh mone 1881 mede! perceives

vilin adlnels doskly oniy IRdivedtly, v ctesbomer Satisfaction,

®  Legurg: Do tevally relaveed 10 bere oo belaviora) fovatty (ropuceliase dr pi
pairoizatioal bul ribee, rmotinnal ovalts e desive g0 e part of the dustomer 1o Lontinte
Use petatimiabip evan it campelizors olfor lewor ]'.I'I'j.{:ﬂs-; willingness o recommend W0 s
and ntomomi e continas o paivanie (Diek -and Basw 19046 Zeithmnl, 2000 Chiudhnr and
Holbhrook, 2000 ), Cusluier: lovaliy is A chebad it Hilnnksn ﬁ:#_hm' than aetun| busying beliavior,
wlibedr b be eonsiratned artificially by, for example, lung-ters eomracts. The ECST niodal
méazires [uls chargolosties of vustomner loyally (Granhéhis Marreisen, and Kidstensen 2000)
ingention o repucthase; menoen 1gocross-purchiase from e samo supplicr, intention o gy
WIEh thtsapplier rather than switeh. Wi eampeticay, aud Jntertdin to: resarmmend s supplipe

W Al ceslinites.
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CCLoensotidation 2 Models logether

Thiv sl ennetesees 4 i matel fop srmamenn traders by ronsolidating (he
SERVOTIAL Moact anthn ECS] model

CAAGEAM L
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[togponsvoiess
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{3 Dther. Frctors: Addoed o Corsolidared Moo/

Fheauthor adds ollor factors sudl as: cotiiitGalion, cestorizadinn, negalatites ol
Asifvery tima e feriics fayalty. Thie fitevatne reviews revealed that these factors ane relaled

10 b servige lovady prodel as follows

. J'T;_E:_rrr.rru:r:l:'i'm.l.f[i'u.a _{-_:U.JIIELI:|'|1111.".?:LL1HI1, prroperly-thiie, ﬂ_',['.ﬂ_ﬁ_‘i:ﬂ.a |, _él._'ig_:]]ﬂ[,':l'tt b lﬂll"-'I'!JJIS-
From observition ol uman ealationships. snd as propossd by Morgan and TIunt (1994), in
busiuess: relationships Gl tan e w0 Ui T af psbo e lEI'.[JL!.I‘.S-, diree | msll,
wWelb site fntoradtiong, olher machine-medintsd interactians, and pimail, 0F insperson
<ommimgation with seivice persotned Lo, teiig, atd afte survlen irRnsactions, Posillve
copmUmcRbons o the servico provider 13 [ieindil, posittve: toely, wseful, easy and ploasant:
il lraves: Lhi pstomver IE'::Iing_ neyd i ':ﬁnsﬁru'! with £y serviog, bal alse with a fenshtivies affnet
towards the provider. Tlie effoct of pood commumcations in & B20 relatioeship s o mecase
everall, sirvice satisfaction, the enstomars trust of the seyviee povider, o [oyalty {Ball o al,
anual,
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& Cpstorniam (o e gred/l {I|I'||'|{I'I'IEHI in kbt ke ovsr (e st
varrd (Mepoarasail Rogersl 19931 baa-lrought the epie 00 custormigadon of nthducts sorvloes
s paislGations e an e ngly promiimant poditiom . in ITI-:I.I_'.L'l"f”IH Fhry o pragin
Heayvoynr ppeess i frnenl Al eseimddbon ar it ol OF oodsansdeio gn allier skl gy
TSR, .|l.‘]1.: bean faskimg Doy st Mopymomary, TS, n: 8), Coswmmzguon bas always bee
4 Trgitive of peatliee and dorvices when murkaters have D e rospyrees Lo uge customization
[or competiie: aodventage. Tiday, antormabils mamdEzimery oller T crsomera saado vareey
Gl i for many [iatieens i suih fekil, |I::|k'ing_4 ALGE A enstiFed T Somme Lrmech
nasHs proeucel protneis and 00w uss custonnsel AR morE Soch cesiomived produciE dan n
sxprctd i e faeors GEmeve gl Pinn, 28001 Ny prid i n?k-in‘éﬁr-rln_ﬁ mh &% Rirmisire

tools Tiedeims: books, kteaon plements, Loys: qna 50 jortn thal ware oo hignly

It:d;g.xhluailiir.n;+l-_~_a:n111 ariizlng ave now .aIm{:.s'_[ entively mass-prodacaed, bt may be larigtrlﬂ
‘pnatoEed oncn aEmn et G exeat made o by maekong cather than by Tand] (o
Facett, etnsge gt OF the (rackiting s can be customiznd - nel poly cei e mroduct op sdivieo Ly
pustomired, bot@ieo 1tocan Take the form of distolymion, the poear, ar the promoton
Amigron, for example, e o it of web sites (nsar eboal, #2000, Ansari and Mel,
SOk, duore effocthvely nromates s mesrehandese s themeen costommeed PeoomIneniatoms. los
Pt hased op o colliboragive Giering wehoology, S0, eostomine @ cdearly & phimomenon

wonthy ol arennon,

& Dhfipeig rime b ihis Sty e oo uses delivory timt satlslfanton h¢ haing the
i veriadde nreasuring costmear evadoation-of ke wail According w Maser (19850, the gap

Baspvten (e gemnntion and expectallon for delivers e cxperieree diternnes the cnsdnmm
sabstaniion with delivening produms and sevvicos: Davis ano Homeke | B39 modily. Matsier's
dafiniiion, roplaging “perosplinn” by “perforpsanes ieerprotitiog” ] néling Lhat perspption
depods on Doth ifw custoner's anterpeetdtion of W seeves yocoanier aod dhe achsl _sgm-'i;cn_;-.
performamds Daring the last @ecaide, mony - doefinitions of avepsl]l saiisfaction have bheen
pevrset, wndelogng e sognilive andior affrctv f.::m'ut:rmnt_.-z of the coneept {((liver, 1993)
Fugarding dellvupy Ume, both aspects’ Leon t bat approprists (D0cvande. Moreau, E899),
Gonsequently, we onsidar dalivory thme satisfaction 7s.a post-fxmarienes, fudgiormial
irvalinciin (notnding Ith dogritive wnd affaciiss 2sopncts ol delivorimg and oeasuring e xtend
an cwhioh thie pecesvid dalivecy peridd orabthes thie qustarmir’e sspeetibtins e s _Eﬂﬂ.l‘:iﬁ{‘.

Lrariszetin

& Negstinlton: Negntiation 3 e Thetor seiich s an sfisccon the atidinal lavalty
af the eigerdee 10 tha armamient vendar dnderiikes buginess with e eusttioeme Tonsing - o

paituatly brnobeal negonstions, the customer will feel 5 semse of loyaity Nepotiation
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Gt S ARGk o0 e smitnns oxperiencod by costomers with @ resulnl affeer ontheir
h.r_'r'a‘eLq: ﬂcl.r[;riug_ Wi .Ellb_fﬁl:!hl!i el I'n::llu'whu; il SRCTITN TGy, il el uls by ko Dot e
the possthility of ciperiancing negalive coetions in e fubore while inoreasim) the Hkalihpod of
Mg filturn positive smaotians Iazmrps, (US4 In o the eyent |:'![ BpPOOT CEGUYEDY, @
aistnnE™s avaidenen coping stategy may eery well howo talo his ar ber patéonige elevharn,
I addition, LIL.‘{,g_I:J:I.lil.HU!!. abweays ooeues o lesiness berse a upstomer woukd Hke womunimize o
price of Thewive 3 fir price. When consumers peroeive thal die iss ol 4 seryvle we prodoe, is
raasonahte, 11 s possible for them o eepear ther purchase behewor, Onothe otber haid, f

conswmars do nol feal thac thefr saerifions arn worthhile, thes may mat make e puedhase

AR, e wWlien they are satsied swath e prodisel ot servies LBel and Chigo, 2007115

Samefimes, the customey sxpeslpiess friee aeeemtance defined as she fraxiiun peice a) 4

CHEIOMEr 15 propared o pay for the produst or sesvaen (Moneoe, SE900 10 tho outgamie from o

negotiation is & positive éme for o e cuslomer, W owil polseen (e prolability of e

purchasmeg from the supplier (Andersen and Sallivan, 1993).

2 The Serpice Logolly Model far an Arms Craddr

The awthior will develop & mew service loyalty model by combining the SERVOUAL
Moded and BCST Modiol, Inoaddiflon, e new medel will aod theee indopendent sarablos. Thio

naw ol T servivs loyelty will be ws follows

DIAGEAM 1

Lividge
- T e
/'fr."l_'a]'lgﬂ}ill.tjr. ot =

T
T

Responsiviness

Cormiricabong Fihisry trime

| Expariise
Laoyally |

Custointxation higrotia L
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I Megearol Hypothosis

Too=uppart wsding of the madel ani o ..':]_1!-_1‘:-'-'{'l|' Lhe, tescerel gua=nmms, sever
rynolbeses [ave Becitdevimoned whicth dremmber déeserioed bolow:

[+ Lashunisy |Iu.';|.u,5].|liu'm.' af sorpiealit-age o postissly pelamd e saostanmom

HZy Custommer. perieoticns of Langihlliey ol enmpusy are pasilieely mdg e o stisfaeian

MG Ciislomer perespilons ol empathy are pesiively rolived wosinsfactnn

M Castamel pevegprions of cesporsiveness drp o il thvily dwkated | :}_ai],‘;?,l:;.l?r_'ﬂuj:_

Hi: Lismomer porcopions of axpeorations ane postaviey refaed tasgiefcion

Hid Costomes oo idons of gssueanee asg posiivoly rolabal i gatisssetion

Tr Cosbomses [PETCERUGS 0 OO ICE I0Rs aie posi iy rodated 1o meislheian,

HE: Custemnur peresplois of ditdivery wee posiiyely valated Wosatistaetlng

Ft Fnstamen pm-ur_-_.p_uuu.-s elyusigmrestion are posuvely related o sahsfction

FELD: Cwistamar petceptlons of negotiativns &t positlvely relsled o silisfEction.

HIi fhstomer: prrceptoms: of saislenen are posinvely reiised wofovai

1112 Crstamer pereeptivns of castomm edportise gre posiively relgted 1 lyally,

ML Methods and Procedures

The popuiationdnd gample used (i this study e woambers of the cngiomer oss af the
armis fenditg feaker lndustey 1o Thaitend such a5 army officers (GO0 porsuns), navy officers
LAl pevsans), du torce olficers (300 porsonsh policd offinées (30 persnng) officials 6F the
Cffire-af thie Mermanin! .‘-.'m:r"u}::'.q_ far [tefarse (100 jecsons) and the Hoyal Thai Armad Forces
neadouartars (10 porsena),

Dt eolleeiion from questonnoires:

T thousand | questionnaires will b diswihored  The: author has soorg relationsiips
With she head ol wach departioent L D ma'IJlat*j.-'. Badars Ju::n-:'.hing il iEE-Jt"'.iiliﬂ-i‘.l’l'lH.i'r'E"’i the
et aies wiil be pre-teszan with representative samples, Vo resubis of (he presies) will be

chigthiod for relighilly by Crnnhaok's alpha valun

femeamuabization atwd items for mazsuring he t_~+rJ.aLn::-:1.5::m betwron &l dapondent
wariahles wwl fnilnprndint vasiable witi be opamtionaiived a8 Al msnsional conatriel, s
lppdiny comstrucis will b messured. uding: moalti-inn scales adagied from provioes swodies 4l
Pt ares b b raeasneed osing o S-paint Likert tyoe scale unchored by | (very sauishind, liky

very rauets oe balely czren) and i (vory dissagsnieo. dighke vors muen; o totally disagree),
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i Heliabilin

Measuremmnt el s o ne exanioed hroogh, confirmatory facior anelysis anag, the
ealcalathon of Crombach’s alpha esefizient, || should bt ool thar |he copfleitn alphs .*il_lq::!.!.I:JLl
oioover i ch, beeanse compasite reliabilies-for all consinicts grelerger than & (Brgorei

dild i L8R The Cranbaeh's slpla vilus of iz oy i Manta

1 Dutn enetlysis

The Sratistios used for data enalysis eve moltivariate statlsties - such as mull
rogression, These siadisoes wWill be embédded il struelieal aquation modeiing (SEM) analnicsd
i;:l'ﬁi-.udu.ru:,' _L_l's_'i:i_g. LISREL softwire. Tho stitisical :_r:~i[..|f]_"[|.ﬁf.!'[“_1'|r‘.'n fiir tni regrmssion models in this

study will saecsignificent Jevel of p, 005

2 Results awd THseussan

Hynothesis of relavonship botweon 8] variablog and samplos testing

Bafore thsting the ypathesized concepinal modei, the E:uLLnﬁa'ﬂt.y ar faulUeollitarity
probilem should be aldrgsed. Semproms of mulireoblinearizy. may be obseryed I situations: 1)
smail changes (e the datd produce wide swings in the parameter pstifaics, 2) codMcionts may
have vory ill!_ﬂ;'i_‘j st Orrats - and Jow igigu‘ii_’it:;m_t& lveehs aven though they aze j_{riﬂﬂy
significant dnd O 1° for G regression is quite high, 31 cosficlents ay have the "wiohg™ slgn
or livplaosible magmitde, sud 5 whan Iuﬂ1lin:ut1irm&'ri1_ﬁ- iz extromeg, Tyoe [T ereor 1_'.'."['5_3 are
generglly unacceptably [ugh

Cnio wy o Assess the possilidity of mudsleollibearity pmeng nnokserved Variables
grotp Fordkoid from high eahie of Dnbec-coivelation between variables st that hinpact 1o
H_Lu!‘.]rn:;llluﬁu.‘é!t_l.e,_ (i .L_Lilhnr Lt el worrebalinng, matrik _ﬁi‘t“}q@n i n_'i‘-' urnaligarvod
Veriahles, By constder Tolerancs wadoe (shiouid Deeoser 0,70 and VIFD varianeo inflation fclors
wilue (ned gyver 10} of each unabseryed Vadables Thiv resnlts was showed (v sable |
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TABRE ) Corielation Fusilg

L

'

—
LERLA!

i
)
= &=
: =
4
= i
= =
7 £
_ ;

0T ERA1ALY

(esponsivoness | 0.7 | 077 | Loy
H.SI:H.IIT_';R‘.I_'IJ'J" (L& I.’:L_F-I- (H27 L0

.-£=_m|-aT.T.|.‘-;_ 1.]-5-5 -;_J-.{:.'_‘iil'r_.'.r‘.-:. 74 1 AH¥

wangibin a7 e | oo | Gra | o Lo

Convmuieeation | ol | oF | 0F% | 0GFe | s | T | Lo

dilivery DET BoEE 00T | OTR | Y 0GR 0TT | End

e LS it S VR B il e 3 Wt S o Ol K 0 s IR

Mpgotiation 039 L 067 | 068 | 052 | 070 | 078 | 06 | 077 | 0FET |

ExpecrAlion O.60 | 068 | 070 | 73 | (64 | 0.62 | 072 | D71 O7E | 07D ] Lo
Expoitise W [ 063 | 0065 | 007 | 061 | 060 | 063 | 083 | 00 | 062 | 07% | Lao

Sadisfacrim | 068 | 0,68 | 080 | 663 055 158 | 061 pan [ ol | Dot | oen | e | L

Teliriten (37 | 25 | 02a | 0an | o (oo | oo ] be lose | o2 aar | e

I A0R a4 | ey [ e e | sand aaz | ses | ae0 | 267 | 2

!

Mean 487 | 346 450 | 360 | 54 | 343 (550 | 546 | 256 | 246 | 363 | 558 | 350

an a5 | 072 | ies | Gae

lﬂ.?& l'.f.:l,-F.'.f {06 zr I Bl u.;5|ﬁ.u¢- (LT | LR

The pesults showed that unebserved Vatlables' grong u_.:. L ltgﬁtﬁ.:iflmtﬂﬂ”nm'mﬁr'
prolilerms. 56, the aubor s analyze all of wariables by, TISTEL.
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CEAGIAM Y, Mool ol lovaly soluttonghiip hebween simples Ggeney ol govmriment) anil

Saenenenl ey o nlbhBEL cslenlizloon
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Cha-Zguare=0, 00, dGi=0, P=waluwg=1.00000, AEsEs=0.000

Souree: (rwn At

Fromy Table L, it shaws aloul Diveg| Etferr factors impatt o) satisfaction vacialle and
oyalty varialde. The author can sumamarize tbde 18 intodabie 19 which show' ahoul Structural

oozl asodellug with servimg of divnet alfect, e dffoe, and sepifica value,

TERLE 1L Fganlts of Hypotisis Tesing

Focsupport testing ol o model @od 10 answer the resdammh gudstions, several
Jlﬂmilllf:ﬁ‘:'h hive lwon l.'ll'.“!:"l'l'll'.l|ll.':'|j4 il structenl paths shown iy the model s stetistically
significant al p=OOS Stetclural pathd aod thel Sandasiiaod esfimales warn summirized

TFL_EIE f abng with reaiilis of bypothioves tess.

Puwestitibod toal of signdficaied wepo anplosed W agadize the Sigmificanee of aneh path

moefficiont Several liyvpotheses heve boun diveluped. which arn further deserbod belows
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atrmanary ol siroctaral pathcand |lypnihesis testing results: Standardizod .,m_l_lji;_:i.i_a

Heralty,

Lusteimer percoptions ol oneome vorposils lIILE:LE:ll e |gm:l:ln.=:il__lf ruskeil 1
sadtaliotnn .

‘..I:L:!a___!‘!’.IJ]H.]'j' px_u'::gﬁug:-m_@l' nlrome ﬂ‘mﬁl'llit SLE TIEEVELY rg.].a_;qrj wsaEtisiau o,
HEET TSI y_e_qfﬁwﬂit;-m.- of Hikeiin ariphthy are posiively related e saesfacuon
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