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This study had the objectives to: 1) examine how different personal factors affecting loyalty to the
TOA paint brand, 2) examine how customer relationship management impacting loyalty to the TOA paint
brand, and 3) investigate the relationship between personal factors and customer relationship management
that affected loyalty to the TOA paint brand. The study employed a quantitative method and collected data
through an online questionnaire. The samples were consumers (nationwide) aged 20 and above who used
to purchase 4Seasons paint within the year 2024, totaling 400 people.

The study found that 1) different personal factors affected loyalty to the TOA brand, including
gender, age, marital status, education level, occupation, and income. These factors impacted loyalty to the
TOA brand. The majority of the samples were males, aged between 31-40 years old, single, with an
education level of high school, vocational certificate, and associate degree. Most of them were private
employees with an income between 15,001-25,000 Baht. Different age ranges affected product loyalty,
while other factors did not impact the loyalty. 2) Customer relationship management for 4Seasons paint
was divided into three aspects: understanding customers (empathy), responding to customer needs
(responsiveness), and creating good interactions with customers. Overall, customer relationship
management for 4Seasons paint was at the highest level ( X = 4.41), with the highest average score on
creating good interactions with customers ( X = 4.55). 3) Personal factors and customer relationship
management affected loyalty to 4Seasons paint differently, resulting in different needs and expectations of
each customer group for 4Seasons paint products. For the TOA brand to maintain its existing customer
base and create new customers with loyalty, it is necessary to consider three important aspects: brand
satisfaction, repeat purchases and continuous purchases, and recommendations and word -of-mouth.
Overall, customer relationship management for 4Seasons paint was at the highest level ( X - 4.61), with

the highest average score on brand satisfaction ( X = 4.70).

Keywords: Customer relationship management, loyalty, TOA, 4Seasons paint
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