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ABSTRACT

Title :  Model for Structural Equation of Market Assessment Related to Impact on Resort’s

Customers Loyalty

By : Mr. Somkeat Pinthong
Degree : Doctor of Business Administration
Major Field : Marketing

Dissertation AdVISOT & .oooiiiiieiieieee e

The structural equation model of relationship marketing evaluation impact on resort’s customer
loyalty has certain objectives as emotional characteristics, relationship marketing evaluation model and
develop such model impact on resort customer loyalty.

The methodology is questionnaire which collected from 1,067 resort customer samples. The data
analysis used SPSS version 16.0 and AMOS version 6.0

The results indicated the resort customer had a median level (X= 2.79) more positive emotion but
negative emotion profoundly at least level.

The structural equation model declared that personal characteristics of age work in
industry/business, experience in lodging toward resort, resort relationship marketing were all causal
related toward loyalty at 0.05 statistical significance. Furthermore, the development model has a
parsimonious implication.

The research showed the construction of the observed and latent variables in the structural
equation model was presented as following:

Emotional characteristics toward resort = 0.25 gender + 0.385 age + 0.133 domicile + 0.189
education + 0.201 income + 0.285 work in industry/business sector + 0.353 reasons for resort lodging; R’
= 0.185

Relationship marketing of resort = 0.418 education ; R = 0.202

Resort Loyalty = 0.342 education + 0.594 relationship marketing ; R> = 0.591

The recommendation from this research indicated that such a certain guideline for relationship
marketing in customer emotion in a positive domain would require attention and should be paid to

customers at the arrival and departure time both within and outside resort facility.
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Pearson Product Moment Correlation (1)

Gender 1.000

Age 0.753 1.000
Domicile 0.730 0.735 1.000
Edu 0.771 0.790 0.766 1.000
Income 0.164 0.129 0.164 0.109 1.000
Work 0.778 0.722 0.771 0.761 0.146 1.000
Reason 0.777 0.737 0.778 0.758 0.205 0.614 1.000
El 0.004 0.044 0.087 0.004 0.203 0.047 0.046 1.000
E2 0.052 0.056 0.010 0.148 0.204 0.004 0.057 0.508 1.000
RM1 0.067 0.014 0.064 0.112 0.084 0.118 0.102 0.102 0.062 1.000
RM2 0.036 0.005 0.012 0.058 0.072 0.054 0.070 0.024 0.062 0.607 1.000

RM3 0.097 0.038 0.043 0.011 0.023 0.066 0.039 0.020 0.033 0.558 0.471 1.000
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Reliability
**xx*x* Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Item-total Statistics

Scale Scale Corrected
Mean Variance Item- Alpha

if Item if ltem Total if ltem

Deleted Deleted Correlation Deleted
Vi 139.8246 188.4330 4071 .9407
V2 139.4912 180.2187 .5980 .9392
V3 139.7544 183.6886 .5640 .9395
V4 139.2456 185.7600 .5279 .9398
V5 139.4561 188.2525 4442 .9405
V6 139.8421 182.9211 4367 .9411
V7 139.1754 182.1472 .5630 .9395
V8 139.0000 183.0714 .7932 .9382
V9 139.1053 191.7744 4156 .9410
V10 139.5088 183.6472 .5809 .9393
Vil 139.5263 182.0752 .5459 .9397
V12 139.3860 185.3127 .4519 .9404
V13 138.9298 181.7093 .6217 .9389
V14 139.2807 174.3127 .8098 .9367
V15 139.4035 184.5664 .6203 .9392
V16 139.6491 183.3390 .5987 .9392
V17 139.2632 184.3759 .5372 .9397
V18 139.1228 180.2882 .7853 .9376
V19 139.4211 175.0338 .6344 .9392
V20 139.5439 188.5739 .6958 .9399
V21 139.4211 179.8910 .6134 .9390
V22 139.3158 183.1485 .5179 .9399
V23 139.4386 179.5363 4732 9411
V24 139.4561 182.8239 .6133 .9391
V25 139.4211 182.5338 .6044 .9391
V26 139.0702 180.4236 .7297 .9380
V27 139.7018 182.4987 .6536 .9387
V28 139.2632 180.1617 .7891 .9376

V29 139.5263 186.8966 4785 .9402



V30 139.2105 185.9192 .3659 9411

V3l 139.1930 183.3014 4607 .9406
V32 139.2632 186.8045 4667 .9403
V33 139.1404 186.4085 4236 .9406
V34 139.1404 188.0514 4539 .9404
V35 139.0175 184.3390 .6131 .9392

RELIABILITY ANALYSIS - SCALE (ALPHA)

Reliability Coefficients
N of Cases = 50.0 N of Items = 35

Alpha = .9413

Reliability
**&&*x* Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Reliability Coefficients
N of Cases = 50.0 N of Items = 14

Alpha = .8615

Reliability
**x*%*x*x Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Reliability Coefficients
N of Cases = 50.0 N of Items = 9

Alpha = .8048



Reliability
**xx*x* Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Reliability Coefficients
N of Cases = 50.0 N of Items = 12

Alpha = .9106

Reliability
*xxx*x* Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Item-total Statistics

Scale Scale Corrected
Mean Variance Item- Alpha
if Item if ltem Total if Item
Deleted Deleted Correlation Deleted
V36 46.5965 19.6021 .2073 .8246
V37 46.1579 15.5639 .5708 .8045
V38 46.0877 18.4029 .4160 .8168
V39 45.8947 17.6316 .5432 .8034
V40 46.3509 17.7318 .7053 .8011
V41 46.7193 17.8484 .2516 .8190
V42 46.3158 17.4342 .7239 .7980
V43 46.1754 18.4687 4512 .8150
V44 46.1228 18.0025 .5305 .8095
V45 45.9649 17.0345 .6475 .7989
V46 45.7544 16.3315 .7270 .7905
V47 45.9123 16.5457 .6705 .7952

Reliability Coefficients
N of Cases =  50.0 N of Items = 12

Alpha = .8248



Reliability
**xx** Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Reliability Coefficients

N of Cases = 50.0 N of Items = 6
Alpha = .7781

Reliability

*x&&*x* Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Reliability Coefficients
N of Cases = 50.0 N of Items = 2

Alpha = .7405

Reliability
*xxx*x*k Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Reliability Coefficients
N of Cases = 50.0 N of Items = 4

Alpha = .7445



Reliability
**xx*x* Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item if Item Total if Iltem

Deleted Deleted Correlation Deleted
V48 68.5439 18.5382 .2787 .7922
V49 66.3509 14.3747 .7125 .7699
V50 66.1053 14.9887 .5380 .8105
V51 66.1404 16.9085 .3469 .8078
V52 66.0175 15.6247 .4820 .7425
V53 66.1404 12.4085 .5254 .8123
V54 65.7193 13.5984 .6095 .7354
V55 66.1404 13.0514 4785 .7284
V56 67.3509 18.6247 .2510 7714
V57 68.4561 19.3954 .4493 .8249
V58 66.8421 20.2068 .3769 .8248
V59 66.2632 12.9117 .5527 .8075
V60 67.8070 20.6942 .4387 .8169
V61l 68.4737 20.3966 .7038 .7569
V62 68.7544 18.2600 .2290 .7788
V63 68.9123 18.9386 4931 7977
V64 68.8246 17.3615 4152 .7328
V65 68.2456 15.8315 4242 .7364
V66 66.6667 16.0833 .2821 .8089
V67 66.1228 15.4668 .4354 .7381
V68 65.9649 16.3202 .3049 7794
V69 65.7719 14.6078 .6384 .7861
V70 65.9298 16.4950 .2251 .7903

Reliability Coefficients
N of Cases = 50.0 N of Items = 23

Alpha = .8272



Reliability
**xx*x* Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Reliability Coefficients
N of Cases = 50.0 N of Items = 14

Alpha = .8022

Reliability
*x&&*x* Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Reliability Coefficients
N of Cases = 50.0 N of Items = 9

Alpha = .8178
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Analysis Summary
Groups
Group number 1 (Group number 1)

Notes for Group (Group number 1)

The model is recursive.
Sample size = 1067

Variable Summary (Group number 1)

Your model contains the following variables (Group number 1)

Observed, endogenous variables
El

E2

RM1

RM2

RM3

L1

L2

L3

Observed, exogenous variables
Gender

Age

Domicile

Edu

Income

Work

Reason

Unobserved, endogenous variables
E

RM

L

Unobserved, exogenous variables
e.El

e.E2

e.RM1

e.RM2

e.RM3

e.Ll



e.L2
e.L3
e.E
e.RM
e.L

Variable counts (Group number 1)

Number of variables in your model:
Number of observed variables:
Number of unobserved variables:
Number of exogenous variables:
Number of endogenous variables:

29
15
14
18
11

Parameter summary (Group number 1)

Weights Covariances Variances Means Intercepts Total

Fixed 14 0 0 0 0 14

Labeled 0 0 0 0 0 0

Unlabeled 15 21 18 0 0 54

Total 29 21 18 0 0 68
Models

Default model (Default model)

Notes for Model (Default model)

Computation of degrees of freedom (Default model)

Number of distinct sample moments:
Number of distinct parameters to be estimated:
Degrees of freedom (120 - 54):

Result (Default model)

Minimum was achieved
Chi-square = 79.562
Degrees of freedom = 66
Probability level = .122

120
54
66

Group number 1 (Group number 1 - Default model)

Estimates (Group number 1 - Default model)

Scalar Estimates (Group number 1 - Default model)




Maximum Likelihood Estimates

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label

E <---Gender .042 .065 .643 .520
E <---Age .360 .093 3.872 ***
E <---Domicile 110 .057 1.951 .051
E <-—-Edu 124 107 1.160 .148
E <---Income .106 .064 1.661 .121
E <---Work 396 .139 2.579 ***
E <---Reason 323 111 2.905 ***
RM <---E 531 167 3.176 ***
L <--E 456 .098 4.674 ***
L <--—-RM .758 .076 9.962 ***
El <---E 1.000

E2 <--—-E 1.089 .274 3.980 ***
RM1<---RM 1.000

RM2 <---RM .728 .075 9.761 ***
RM3<---RM .642 .069 9.314 ***
L1 <---L 1.000

L2 <--L 1.176 .11110.613 ***
L3 <---L 457 130 3.511 ***

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
E <--- Gender 125
E <-- Age .385
E <--- Domicile 133
E <-- Edu .189
E <--- Income .201
E <--- Work .285
E <--- Reason .353
RM <--- E 418
L <- E .342
L <-—-—- RM .594
El <-- E 671
E2 <-- E 757




Estimate
RM1<--- RM .879
RM2<--- RM .680
RM3<--- RM .656
L1 <--- L 729
L2 <--- L .867
L3 <-- L .642

Covariances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
Gender <-->Age 1.791 .214 8.364 ***
Gender <-->Domicile 1.692 .223 7.595 ***
Gender <-->Edu 1.860 .236 7.867 ***
Gender <-->Income 124 .059 2.080 .037
Gender <-->Work 1.778 .225 7.910 ***
Gender <-->Reason 1.707 .216 7.908 ***
Age <-->Domicile 1.562 .205 7.632 ***
Age <-->Edu 1.747 .219 7.988 ***
Age <-->Income .089 .046 1.949 .048
Age <-->Work 1.511 .200 7.539 ***
Age <-->Reason 1.483 .194 7.644 ***
Domicile <-->Edu 1.871 .239 7.834 ***
Domicile <-->Income 125 .060 2.080 .038
Domicile <-->Work 1.785 .227 7.869 ***
Domicile <-->Reason 1.729 .219 7.912 ***
Edu <-->Income .086 .036 2.391 ***
Edu <-->Work 1.832 .235 7.801 ***
Income <-->Work 110 .038 2.862 ***
Income <-->Reason .148 .057 2.586 .010
Work  <-->Reason 1.785 .219 8.136 ***
Edu <-->Reason 1.753 .225 7.782 ***

Correlations: (Group number 1 - Default model)

Estimate
Gender <--> Age .853
Gender <--> Domicile .730
Gender <--> Edu 771
Gender <--> Income .164
Gender <--> Work 778
Gender <--> Reason T77




Estimate

Age

Age

Age

Age

Age
Domicile
Domicile
Domicile
Domicile
Edu

Edu
Income
Income
\Work
Edu

<--> Domicile
<--> Edu
<--> |Income
<--> Work
<--> Reason
<--> Edu
<--> Income
<--> Work
<--> Reason
<--> |ncome
<--> Work
<--> Work
<--> Reason
<--> Reason
<--> Reason

735
.790
129
722
737
.766
.164
Jg71
778
.109
.761
.146
.205
.814
.758

Variances: (Group number 1 - Default model)

Estimate S.E. C.R. P Label
Gender 2.291 .251 9.110 ***
Age 1.923 .211 9.110 ***
Domicile 2.347 .258 9.110 ***
Edu 2.542 .279 9.110 ***
Income 249 .027 9.110 ***
Work 2.281 .250 9.110 ***
Reason 2.105 .231 9.110 ***
e.E .210 .066 3.193 .001
e.RM .788 .116 6.798 ***
e.L .005 .031 .176 .860
e.E1l 315 .070 4.472 ***
e.E2 227 .077 2.956 .003
e.RM1 232 .047 4.947 ***
e.RM2 486 .059 8.203 ***
e.RM3 429 .052 8.313 ***
e.L1 405 .052 7.834 ***
e.L2 209 .043 4.843 ***
e.L3 .843 .093 9.109 ***




Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
E .185
RM .202
L 591
L3 412
L2 .752
L1 .531
RM3 431
RM2 462
RM1 773
E2 573
El .450

Matrices (Group number 1 - Default model)

Total Effects (Group number 1 - Default model)

Reason Work Income Edu Domicile  Age Gender E RM L
E .323 .396 106 .124 .110 .360 .042 .000 .000 .000
RM 172 .210 .056 .066 .058 .191 .022 .531 .000 .000
L .278 .340 .091  .106 .094  .309 .036 .858 .758 .000
L3 .000 .000 .001 .000 .000 .000 .000 .002 443 457
L2 .005 .004 .012  .005 .004 .002 .002 .038 .891 1.176
L1 .004 .003 .010 .004 .004 .002 .001 .032 .758  1.000
RM3 .002 .002 .006 .002 .002 .001 .001 .020 .642 .000
RM2 .003 .002 .007 .003 .003 .001 .001 .023 .728 .000
RM1 .004 .003 .010 .004 .003 .002 .001 .031  1.000 .000
E2 134 .104 333 .135 .120  .065 .046 1.089 .000 .000
El .123 .096 306 .124 110 .060 .042  1.000 .000 .000




Standardized Total Effects (Group number 1 - Default model)

Reason Work Income Edu  Domicile Age Gender E RM L
E .353 .285 .201  .189 133 .385 .125 .000 .000 .000
RM .087 .070 .050 .047 .033 .096 .031 .418 .000 .000
L 121 .097 .069 .065 .045 132 .043 589 .594 .000
L3 .000 .000 .000 .000 .000 .000 .000 .001 .642 .642
L2 .007 .006 .006 .008 .007 .003 .003 .021 .862 .867
L1 .006 .005 .005 .007 .006 .003 .002 .018 .724 729
RM3 .004 .003 .004 .005 .004 .002 .001 .012 .656 .000
RM2 .004 .003 .004 .005 .004 .002 .002 .012 .680 .000
RM1 .006 .004 .005 .006 .005 .003 .002 .016 .879 .000
E2 .267 .215 228 .295 252 124 .095 .757 .000 .000
El .237 191 202 .261 223 .110 .084 .671 .000 .000

Direct Effects (Group number 1 - Default model)

Reason  Work Income Edu Domicile  Age Gender E RM L
E .323 .396 106 .124 110  .360 .042 .000 .000 .000
RM .000 .000 .000 .000 .000 .000 .000 .531 .000 .000
L .000 .000 .000 .000 .000 .000 .000 .456 .758 .000
L3 .000 .000 .000 .000 .000 .000 .000 .000 .000 457
L2 .000 .000 .000 .000 .000 .000 .000 .000 .000 1.176
L1 .000 .000 .000 .000 .000 .000 .000 .000 .000 1.000
RM3 .000 .000 .000 .000 .000 .000 .000 .000 .642 .000
RM2 .000 .000 .000 .000 .000 .000 .000 .000 .728 .000
RM1 .000 .000 .000 .000 .000 .000 .000 .000 1.000 .000
E2 .000 .000 .000 .000 .000 .000 .000 1.089 .000 .000
E1l .000 .000 .000 .000 .000 .000 .000 1.000 .000 .000

Standardized Direct Effects (Group number 1 - Default model)

Reason  Work Income Edu Domicile  Age Gender E RM L
E .353 .285 201 .189 .133  .385 .125°  .000 .000 .000
RM .000 .000 .000 .000 .000 .000 .000 418 .000 .000
L .000 .000 .000 .000 .000 .000 .000 .342 594 .000
L3 .000 .000 .000 .000 .000 .000 .000 .000 .000 .642
L2 .000 .000 .000 .000 .000 .000 .000 .000 .000 .867
L1 .000 .000 .000 .000 .000 .000 .000 .000 .000 .729
RM3 .000 .000 .000 .000 .000 .000 .000 .000 .656 .000
RM2 .000 .000 .000 .000 .000 .000 .000 .000 .680 .000
RM1 .000 .000 .000 .000 .000 .000 .000 .000 .879 .000
E2 .000 .000 .000 .000 .000 .000 .000 .757 .000 .000
El .000 .000 .000 .000 .000 .000 .000 .671 .000 .000




Indirect Effects (Group number 1 - Default model)

Reason Work Income Edu  Domicile Age Gender E RM L
E .000  .000 .000 .000 .000 .000 .000 .000 .000 .000
RM 172 210 .056 .066 .058  .191 .022 .000 .000 .000
L 278  .340 .091  .106 .094  .309 .036 .402 .000 .000
L3 .000  .000 .001  .000 .000 .000 .000 .002 .443 .000
L2 .005  .004 .012  .005 .004 .002 .002 .038 .891 .000
L1 .004  .003 .010 .004 .004 .002 .001 .032 .758 .000
RM3 .002  .002 .006 .002 .002 .001 .001 .020 .000 .000
RM2 .003  .002 .007 .003 .003 .001 .001 .023 .000 .000
RM1 .004  .003 .010 .004 .003  .002 .001 .031 .000 .000
E2 134 104 .333 135 120 .065 .046 .000 .000 .000
El 123 .096 306 .124 110  .060 .042 .000 .000 .000
Standardized Indirect Effects (Group number 1 - Default model)

Reason  Work Income Edu Domicile  Age Gender E RM L
E .000  .000 .000 .000 .000 .000 .000 .000 .000 .000
RM .087  .070 .050 .047 .033  .096 .031 .000 .000 .000
L 121 .097 .069 .065 .045 132 .043 .247 .000 .000
L3 .000  .000 .000 .000 .000 .000 .000 .001 .642 .000
L2 .007  .006 .006 .008 .007 .003 .003 .021 .862 .000
L1 .006  .005 .005 .007 .006 .003 .002 .018 .724 .000
RM3 .004  .003 .004  .005 .004 .002 .001 .012 .000 .000
RM2 .004  .003 .004 .005 .004 .002 .002 .012 .000 .000
RM1 .006  .004 .005 .006 .005 .003 .002 .016 .000 .000
E2 267 215 228  .295 252 124 .095 .000 .000 .000
El 237 191 202 .261 223 .110 .084 .000 .000 .000
Model Fit Summary
CMIN
Model NPAR CMIN DF P CMIN/DF
Default model 54 79.562 66 .122 1.205
Saturated model 120 .000 0
Independence model 15 1573.201 105 .000 14.983
RMR, GFI
Model RMR GFI  AGFlI PGFI
Default model .040 941 912 517
Saturated model .000 1.000
Independence model | .634 363 .272 .318




Baseline Comparisons

NFI RFI IFI TLI
Model Deltal rhol Delta2 rho2 CFl
Default model 949 .920 991 .985 991
Saturated model 1.000 1.000 1.000
Independence model .000 .000 .000 .000 .000
Parsimony-Adjusted Measures
Model PRATIO PNFI PCFI
Default model 629 597 .623
Saturated model .000 .000 .000
Independence model 1.000 .000 .000
NCP
Model NCP LO 90 HI 90
Default model 13.562 .000 40.182
Saturated model .000 .000 .000
Independence model | 1468.201 1343.573 1600.229
FMIN
Model FMIN FO LO90 HI90
Default model 479 .082 .000 242
Saturated model .000 .000 .000 .000
Independence model | 9.477 8.845 8.094 9.640
RMSEA
Model RMSEA LO90 HI90 PCLOSE
Default model .035 .000 .061 811
Independence model .290 .278  .303 .000
AIC
Model AIC BCC BIC CAIC
Default model 187.562 199.082 355.934 409.934
Saturated model 240.000 265.600 614.159 734.159
Independence model | 1603.201 1606.401 1649.971 1664.971




ECVI

Model ECVI LO90 HI90 MECVI
Default model 1.130 1.048 1.290 1.199
Saturated model 1.446 1.446  1.446 1.600
Independence model | 9.658 8.907 10.453  9.677
HOELTER
Model HOELTER HOELTER

.05 .01
Default model 280 210
Independence model 14 15

Execution time summary

Minimization: .015
Miscellaneous: .063
Bootstrap: .000
Total: .078
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