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Abstract

The objectives of this paper are to investigate the factors affecting customer’s perception on Corporate Social
Responsibility, customer’s perception of Product and Service Quality, Customer Citizenship Behavior, and perceived
Organizational Performance in multi-group manner among three retailing businesses including superstore, convenience
store, and traditional grocery store. The research sample is framed to include people who live in a northern region of
Thailand and shop at three types of stores mentioned.

The research results in our study indicated that the customer’s perception of Organizational Performance of

each store type were at moderate level while the perceived Corporate Social Responsibility and perceived Product and
Service Quality were relatively high. In addition, we found only a fair level of Customer Citizenship Behavior in the
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superstores and convenience stores but not in the traditional grocery stores. Specifically, the Customer Citizenship
Behavior of the traditional stores was at relatively poor level.

The results from casual analysis suggested that the Customer Citizenship Behavior was greatly influenced by an
indirect effect of Corporate Affection. Evidently, in all retailing businesses except the convenience stores, the Product
and Service Quality Improvement played a major direct role in explaining the variation in Organizational Performance
while the Corporate Affection still served as the most powerful indirect factor in the model. For the convenience stores, it
was found that the Corporate Reputation dominated the Corporate Affection. Similarly, Corporate Reputation also
influenced the perception of the customer on the Product and Service Quality and on Corporate Social Responsibility of
the firm. This evidence was consistent in all three retailing businesses. Implicitly, the Corporate Reputation helped align
and maintain the business practices in good manners.

Key words: CSR, Product and Service Quality, Customer Citizenship Behavior, Organizational Performance
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antecedent
Endogenous 5 Corporate Perceived Customer Perceived Corporate
Group R Effect
Variable. Affection Corporate Satisfaction | Quality Trustworthiness
Reputation Improveme
o Customer 0.517 TE 0.664 0.566 0.654 0.528 0.627
Q
% g Citizenship DE 0.000 0.000 0.374 0.202 0.265
= F ) 1E 0.495 0.144 0.000 0.000 0.000
Behavior (CCB) UE 0.169 0.422 0.280 0326 0362
§ Ceares 0.289 TE 0.416 0.376 0.380 0.437 0.495
'g o . . DE 0.000 0.000 0.000 0.222 0.343
o 2 Citizenship
g «n 1IE 0.252 0.122 0.000 0.000 0.000
@) Behavior (CCB)
UE 0.164 0.254 0.380 0.215 0.152
= Customer 0.614 TE 0.629 0.682 0.67 0.655 0.578
g
2 g .. . DE 0.000 0.000 0.308 0.313 0.351
5 2 Citizenship
E‘ ) 1E 0.537 0.224 0.000 0.000 0.000
5 Enten((©01)) UE 0.092 0.458 0362 0.342 0227
Perceived 0.545 TE 0.490 0.805 0.560 0.690 0.538
E § .. DE 0.000 0.000 0.233 0.521 0.102
3 8 Organization
= F 1E 0.411 0.216 0.000 0.000 0.000
Performance UE 0.079 0.589 0.327 0.169 0.436
8 Perceived 0.581 TE 0.517 0.696 0.675 0.635 0.597
[} o
'g 3 . DE 0.000 0.000 0.222 0.307 0.218
e 2 Organization
g o 1IE 0.241 0.264 0.000 0.000 0.000
O
Performance UE 0276 0.432 0.453 0.328 0.275
= Perceived 0.725 TE 0.53 0.827 0.756 0.811 0.399
S|
2 g o . DE 0.000 0.000 0.334 0.542 0.083
£ 2 rganization
E 1E 0.431 0.204 0.000 0.000 0.000
Performance UE 0.099 0.623 0.422 0.269 0.316
0.532 TE 0.416 0.716 0.474 0.769 0.487
£ o
% g Perceived CSR DE 0.155 0.654 N/A N/A N/A
= F 1E 0.000 0.000 N/A N/A N/A
UE 0.237 0.101 N/A N/A N/A
g 0.356 TE 0.437 0.571 0.623 0.532 0.503
Q o
=1 =
§ % Perceived CSR DE 0.200 0.470 N/A N/A N/A
g o 1E 0.000 0.000 N/A N/A N/A
@]
UE 0.237 0.101 N/A N/A N/A
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— 0.668 TE 0.533 0.808 0.763 0.787 0.433
é g Perceived CSR DE 0.147 0.730 N/A N/A N/A
E « IE 0.000 0.000 N/A N/A N/A
UE 0.386 0.078 N/A N/A N/A

Perceived 0.633 TE 0.418 0.788 0.580 0.855 0.515

§ é Product & DE 0.123 0.739 N/A N/A N/A
= F _ . IE 0.000 0.000 N/A N/A N/A
Service Quality UE 0.295 0.049 N/A N/A N/A

2 Pererined 0.650 TE 0.514 0.796 0.654 0.817 0.618
g § et DE 0.150 0.720 N/A N/A N/A
£ o _ . IE 0.000 0.000 N/A N/A N/A
“ ] UE 0.364 0.074 N/A N/A N/A
E Perceived 0.737 TE 0.528 0.854 0.705 0.891 0.457
2 g it DE 0.107 0.797 N/A N/A N/A
E A ' _ IE 0.000 0.000 N/A N/A N/A
Service Quality UE 0.421 0.057 N/A N/A N/A

0.590 TE 0.726 0.519 N/A 0.494 0.679

E) g | Customer DE 0.617 0.273 N/A N/A N/A
S & | Satisfaction IE 0.000 0.000 N/A N/A N/A
UE 0.109 0.246 N/A N/A N/A

5 o 0.434 TE 0.504 0.621 N/A 0.561 0.571
R Customer DE 0.256 0.491 N/A N/A N/A
§ 8 | Satisfaction IE 0.000 0.000 N/A N/A N/A
UE 0.248 0.130 N/A N/A N/A

= 0.612 TE 0.609 0.738 N/A 0.719 0.39
é g | Customer DE 0.304 0.578 N/A N/A N/A
2 A | Satisfaction IE 0.000 0.000 N/A N/A N/A
i UE 0.305 0.16 N/A N/A N/A
0.140 TE 0.374 0.824 0.494 N/A 0.532

§ g | Perceived Quality DE 0.174 N/A N/A N/A N/A
§ = Improvement 1E 0.000 N/A N/A N/A N/A
UE 0.200 N/A N/A N/A N/A

§ o . . 0.236 TE 0.486 0.727 0.561 N/A 0.530
E g Perceived Quality DE 0436 N/A N/A N/A N/A
§ 8 Improvement 1E 0.000 N/A N/A N/A N/A
UE 0.000 N/A N/A N/A N/A

E _ _ 0.204 TE 0.452 0.868 0.719 N/A 0.342
S g | Perceived Quality DE 0.452 N/A N/A N/A N/A
E & Improvement 1E 0.000 N/A N/A N/A N/A
UE 0.000 N/A N/A N/A N/A

0.622 TE 0.775 0.443 0.679 0.532 N/A

§ g | Corporate DE 0712 0.159 N/A N/A N/A
S & | Trustworthiness IE 0.000 0.000 N/A N/A N/A
UE 0.063 0.284 N/A N/A N/A

2 0.454 TE 0.599 0.568 0.571 0.530 N/A
g ;5 Corporate DE 0.419 0.356 N/A N/A N/A
5 o Trustworthiness 1E 0.000 0.000 N/A N/A N/A
c UE 0.180 0.212 N/A N/A N/A
— 0.403 TE 0.625 0.424 0.39 0.342 N/A
5o | Comen DE 0.557 0.13 N/A N/A N/A
E Z Trustworthiness 1IE 0.000 0.000 N/A N/A N/A
UE 0.068 0.294 N/A N/A N/A
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a L4 1 a o
19319 4 Waﬂ153lﬂ513Wﬂ?WHLﬁﬂQ@iQL‘HQlWﬁﬂH (convergent validity) LAZAUNTNIINUDINIATIA

Construct Modern Trade Convenience Store Traditional Store

Perceived CSR loading | AVE CR loading AVE CR loading AVE CR
TalaAanadon 0.854** | 0.765 | 0.958 | 0.742** | 0.633 | 0923 | 0.886** | 0.684 | 0.937
Tetlaguan 0.901%* 0.801%* 0.543%*
aulagaimwaIaminauunn 0.835%* 0.758%* 0.827%*
SuRasoUADRTIAY 0.893%* 0.869** 0.886%*
Fromae/mivayudiny 0.903** 0.785%* 0.891%**
Sufiaveudodanaden 0.909%* 0.839%* 0.902%*
@1Laﬁj’ﬂu“lwywu/ﬁ“dﬂuﬁmﬁﬂiémgj 0.832%* 0.763%* 0.793%*
Perceived Product and Service Quality | loading | AVE CR loading AVE CR loading AVE CR
Perceived Product Quality 0.964** | 0.921 | 0.959 0.920** | 0.840 | 0913 0.942%* 0.879 0.935
Perceived Service Quality 0.955%* 0.912%* 0.932%*

Corporate Affection loading | AVE CR loading AVE CR loading AVE CR
mufanodrelsdueenng 0.916** | 0.790 | 0.919 | 0.892** | 0.759 | 0.904 | 0.912** | 0959 | 0979
muitanelvesdnsifiosls 0.914%* 0.879%* 0.918**
mulianupniufUesdng 0.834%* 0.840%* 0.830%*

Perceived Corporate Reputation loading | AVE CR loading AVE CR loading AVE CR
Perceived Management Reputation 0.987** | 0.973 | 0.986 0.968** | 0.941 | 0.970 0.981** 0.959 0.979
Perceived Marketing Reputation 0.986** 0.971%* 0.977**

Customer Satisfaction loading | AVE CR loading AVE CR loading AVE CR
"15@'Umﬁ’ﬂiﬁﬂWﬂlﬁ@lﬁﬂUﬁlﬂﬂ@ﬁ‘ﬂiguﬂ 0.948** | 0.875 | 0.954 0.912%* 0.770 | 0.909 0.916** 0.685 0.928
youoadngil eifeuiulszaunsa i 0.940%* 0.888%* 0.914%*

Uszaunsali g unnaindauslssiule 0.918%** 0.828%* 0.887%*

Perceived Quality Improvement loading | AVE CR loading AVE CR loading AVE CR
TdasuTunnain 0.869** | 0.731 | 0.942 | 0.744** | 0.592 | 0.896 | 0.689** | 0.685 | 0.928
worwwlSulsgunmanduazuims 0.856%* 0.839%* 0.830%*
WAUIANTTUMINAALAZTMS 0.875%* 0.840%* 0.883%**
veuAufuazUimsfiiganmuigndn 0.890%* 0.809%* 0.860%*
dudridmusanssy 0.861%* 0.661%* 0.830%**
fimsuSmssamsia 0.786%* 0.704%** 0.857**

Corporate Trustworthiness loading | AVE CR loading AVE CR loading AVE CR
nlhalvesdnsiiesla 0.953** | 0.915 | 0.956 | 0.872** | 0739 | 0.850 | 0.903** | 0.833 | 0.909
wudlamaumaiimsedisiimana 0.961%* 0.847%* 0.921%+

CCB loading | AVE CR loading AVE CR loading AVE CR
%1WE%1§ﬂ!!a$%ﬂU?ﬂﬁﬂiﬁﬂ1ﬂ 0.957** | 0.906 | 0.966 0.896** | 0.800 | 0.923 0.784** 0.765 0.907
dudfanmiiouesdnsiifudnmivosnseunts 0.956%* 0.912%* 0.915%*
dmandludvesesdns 0.942%+ 0.874%* 0.916%*

Perceived Organization Performance loading | AVE CR loading AVE CR loading AVE CR
fuua Tezdmhgui 0.828** | 0.714 | 0.937 | 0.804** | 0.603 | 0.901 | 0.886** | 0.781 | 0.955
grnziuesdnfivzudounialumenth 0.838%* 0.838%* 0.907**
fanududilusain 0.866%* 0.843%* 0.906%*
iaduitmifan 0.888%* 0.751%+ 0.876%*

UIH13TANIA 0.870%* 0.743** 0.880**
arziluesnsfifiminauiia 0.777%+ 0.662%* 0.843%*
e 0.898 0.843 | 0.953 0.830 0.742 | 0910 0.869 0.803 0.940

o oy o A
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1 2 3 4 5 6 7 8 9
1. Perceived CSR 0.875
2. Perceived Product and Service Quality 0.836 0.960
3. Corporate Affection 0.416 0.417 0.889
4. Perceived Corporate Reputation 0.716 0.788 0.400 0.986
5. Customer Satisfaction 0.474 0.580 0.726 0.519 0.935
6. Perceived Quality Improvement 0.769 0.855 0.374 0.824 0.494  0.855
7. Corporate Trustworthiness 0.487 0.515 0.775 0.443 0.679  0.532 0.957
8. CCB 0.512 0.517 0.664 0.566 0.654  0.528 0.627  0.952
9. Perceived Organization Performance 0.658 0.668 0.490 0.905 0.560 0.690 0.538  0.508 0.845
919 5.2 Nﬁﬂﬁ’?mi%ﬁﬂ’ﬂmﬁﬂi@]ﬁ%%ﬁﬁ%mﬂﬂﬁa %’mﬁzmﬂﬁ’;‘a
1 2 3 4 5 6 7 8 9
1. Perceived CSR 0.795
2. Perceived Product and Service Quality  0.629 0.917
3. Corporate Affection 0.437 0.514 0.871
4. Perceived Corporate Reputation 0.571 0.796 0.506 0.970
5. Customer Satisfaction 0.623 0.654 0.504 0.621 0.878
6. Perceived Quality Improvement 0.532 0.817 0.486 0.727 0.561 0.769
7. Corporate Trustworthiness 0.503 0.618 0.599 0.568 0.571 0.530 0.860
8.CCB 0.570 0.555 0.416 0.376 0.380  0.437 0.495 0.894
9. Perceived Organization Performance 0.477 0.638 0.517 0.696 0.675 0.635 0.597  0.400 0.777
M319 5.3 wansInTziafionsudesuunnsd Hudnidndud
1 2 3 4 5 6 7 8 9
1. Perceived CSR 0.827
2. Perceived Product and Service Quality ~ 0.806 0.938
B. Corporate Affection 0.533 0.528 0.888
K. Perceived Corporate Reputation 0.808 0.854 0.528  0.979
5. Customer Satisfaction 0.763 0.705 0.609  0.738 0.906
6. Perceived Quality Improvement 0.787 0.891 0.452  0.868 0.719 0.828
[7. Corporate Trustworthiness 0.433 0.457 0.625  0.424 0.390 0.342 0.913
8. CCB 0.712 0.726 0.629  0.682 0.670 0.655 0.578 0.875
9. Perceived Organization Performance 0.815 0.753 0.530  0.827 0.756 0.811 0.399 0.614 0.884
M9 6 ﬂmﬂTW“lJ’t‘NGT’JLL‘].I‘].IﬁJJﬂﬁTﬂiQﬁ%}N
Modern Trade Convenience store Traditional Store
S Els 5| , |3 E|Z % . |2 El 2 3 .
< | < ¥ R < | < ¥ R < | < ¥ R
Perceived CSR 0.765 0.407 0.532 0.633 0.225 0.356 0.684 0.458 0.668
Perceived Product and Service Quality 0.921 0.583 0.633 0.840 0.546 0.650 0.879 0.648 0.737
Corporate Affection 0.790 | 0.000 | 0.000 | 0.759 | 0.000 0.000 0.788 | 0.000 0.000
Perceived Corporate Reputation 0.973 0.000 0.000 0.941 0.000 0.000 0.959 0.000 0.000
Customer Satisfaction 0.875 0.516 0.590 0.770 0.334 0.434 0.822 0.503 0.612
Perceived Quality Improvement 0.731 0.102 0.140 0.592 0.100 0.236 0.685 0.140 0.204
Corporate Trustworthiness 0.915 0.570 0.662 0.739 0.335 0.454 0.833 0.336 0.403
CCB 0.906 0.469 0.517 0.800 0.232 0.289 0.765 0.470 0.614
Perceived Organization Performance 0.714 | 0.389 | 0.545 | 0.603 | 0.350 0.581 0.678 0.567 0.725
average 0.843 0.434 0.517 0.742 0.303 0.429 0.801 0.446 0.566
GoF (Goodness of Fit) 0.660 0.564 0.673
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