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SORACHAT CHAITHANEE : A STUDY OF CUSTOMER LOYALTY
TOWARD WEB HOSTING SERVICES: A CASE STUDY. ADVISOR : DR.
KORAKOT HEMSATHAPAT, 74 PP.

Between 2009 and 2011, the number of customers of the case study web
hosting company has been continuously declining without any explicit explanation.
Thus, the objective of this study is to measure the level of customer loyalty toward
web hosting services of the case study company in comparison with the level of
loyalty between customers with 3 years and 1 year in service with the company. In
this study, Net Promoter Score (NPS) is utilized to measure the level of customer
loyalty. The NPS scores of the company are then compared with industry standard of
web hosting services. The standard is gathered and conducted by Satmetric Inc.,
USA, a leading NPS consulting firm. Customers were then classified with customer
grid into 6 groups according to their NPS scores. There were 450 customers with this
case study company during 2009-2011, and 159 customers in 2011.

From the study, NPS score of 2009-2011 customers and all customers are
5.27% and 4.48%, respectively, which are higher than the Satmetric industry standard
of 4%. However, the NPS score of 2011 customers is lower than the standard with
only 2.38%.

Classified by the customer grid, it is found that 2009-2011 customers and
2011 customers are the most populated group, and can be identified as group B
(passive customers) with high profitability. In contrast, 2011 customers are mostly

classified as group C (promoter customers) with high profitability as well.
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LOYALTY QUESTIONS | | CUSTOMER BEHAVIOR

- Satisfaction with company’s overall performance

- Likelihood to recommend company to friend or colleague

- Likelihood to continue buying products/services from company
- Likelihood to choose again as if for the first time

- Belief that company deserves his/her loyalty

- Belief that company sets standard for excellence in its industry
- Belief that company creates innovative solutions

- Belief that company makes it easy to do business with

- Purchase
- Referral

307 2 ugaadinnudng g duanuAnaniinaTanlosuwnAnTInvaIgn

‘ﬁm : Frederick F. Reichheld. (2003). The Power Behind a Single Number.
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Type of The DRI Souay Type of
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A 15 13.16 High Detractor
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Type of The 1IN Sauas Type of
Customer ﬁﬁfﬂ%n’li waamju Profitability Net Promoter
Grid (518) AlAu3nTs Score

A 6 14.29 High Detractor
B 8 19.05 High Passive
C 12 28.57 High Promoters
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