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Abstract

The purposes of this research were to study the customer demographic and
behaviors, to study the influence of digital marketing and service quality on customer
satisfaction and customer loyalty and to develop guidelines to enhance customer satisfaction
and the loyalty of Tiger Kingdom Zoo in Phuket by using digital marketing and service quality.
The research population was 400 tourists, visited to the Tiger Kingdom Phuket by using a
random sampling method. The research instrument was a questionnaire. Descriptive statistics,
Pearson correlation and multiple regression were used for analysis.

The results showed that most of the sample are female, 31-40 years old, have salary
more than 50,000 baht. Their occupations are business and their status are married. There are
both domestic and foreign customers. Most of them visit for the first time and relax, came
with tour company, spent more than 2,000 baht per person, with 1-2 hours duration. They
were influenced by the Youtuber, used smartphone and know Phuket Tiger Kingdom Zoo by
Youtube channel.

Digital marketing and service quality factors had positive influence on the customer
satisfaction, significantly. When considering in the element level, social media marketing,
convenience facility, customer response, customer confidence and tangible factors had positive
influence on the customer satisfaction, significantly.

Digital marketing and service quality factors also had positive influence on the
customer loyalty, significantly. When considering in the element level, content marketing,
convenience facility, customer response, and tangible factors had positive influence on the

customer loyalty, significantly.
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Therefore, two guidelines, to enhance the customer satisfaction of Phuket Tiger
Kingdom Zoo by using digital marketing and service quality, were developed. First guideline,
the customer satisfaction can be increased by the development on social media, facilitator,
responsiveness, reliability and tangibles factors. In other hand, the second guideline, the
customer loyalty can be enhanced by the development on content marketing, facilitator,

responsiveness and tangibles factors.

Keywords : Digital Marketing, Service Quality, Satisfaction, Loyalty, Phuket Tiger Kingdom
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