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Abstract

Fashionable clothing or apparel is one of the business industries which has quickly adapted to
increase sales channels through social networking. However, not many stores have become successful due
to highly competitive market. To elaborate, most businesses have intensely competed for market share which
in turn offers more choices to buyers to select products from the stores that meet their needs and customer
satisfaction. Building customer loyalty is the key driver to increase the market share and create sustainable
competitive advantages. Hence, in this work, the researcher examined the factors which affected customer
loyalty towards online stores particularly clothing and apparel products to promote business operations in form
of social media marketing. This is in line with the current business contexts that have changed to a digital
society, and “Thailand 4.0” economic model. The target population used in the research was a demographic
sample of 400 participants, who had experienced using the services from the online shops and social
networking sites like Facebook. This relationship was either between producers and consumers or between
consumers themselves. The research instrument was an online questionnaire. The statistics used in the data
analysis were percentage, mean, standard deviation and Pearson's correlation coefficient and multiple
regression analysis. The results revealed that consumer opinion rating scale, perceived usefulness towards
social media that was Facebook, product presentation, and customer satisfaction significantly affected
customer loyalty. When testing the hypothesis, it was found that all 3 factors greatly influenced customer loyalty
at a significant level 0.01 with a moderate correlation. The correlation coefficients were 0.586, 0.578 and 0.643,

respectively and had a magnitude of influence equivalent to 0.525, 0.389 and 0.205, respectively.

Keywords: Customer loyalty, Perceived usefulness of online social networking, Customer satisfaction
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