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ABSTRACT

The objectives of the research were 1) to investigate the level of employee engagement
factors and customer loyalty, 2) to inspect the relationship between employee engagement factors
and customer loyalty, and 3) to examine the influences of employee engagement factors on
customer loyalty.

The research comprised 630 samples which were divided into 2 groups including 210 spa
employees, and 420 customers at the spa shops. The data were collected from 42 spa shops in
Bangkok through the application of questionnaire. The analysis of the data were performed by
Statistical Package for the Social Sciences, and the statistics used consisted of Frequency,
Percentage, Mean, Standard Deviation, Analysis of Variance, and Multiple Linear Regression.

The results of the research showed that the three aspects of employee engagement factors,
including 1) the acceptance of organization’s goals and values, 2) the willingness for devoting to the
organization, and 3) the need to continue working with the organization, had influences on customer
loyalty in the 4 aspects, 1) the word-of-mouth behavior, 2) the buying intention, 3) the sensitiveness on
the price factors, and 4) the complaint behavior at 0.05 level of significance.

Keywords: employee commitment, customer loyalty
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MNN 2.3 Engagement Hierarchy AULUUIAAYDI Gubman
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