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OPINION OF CONSUMERS IN BANGKOK AREA TOWARDS CUSTOMER
RELATIONSHIP MANAGEMENT OF TOYOTA MOTOR THAILAND CO.,LTD.

AN ABSTRACT
BY
MISS SAKONMARN SANKHAVADHANA

Presented in partial fulfillment of the requirements
for the Master of Business Ad_rninistration in Management
' ét Srinakharinwirot Uhi\fersity
May 2003



Sakonmarn Sankhavadhana. (2003). Opinion of consumers in Bangkok Area towards Customer
Relationship Management of Toyota Motor Thailand Co.,Ltd. Master Project, M.B.A.
{Management). Bangkok : Graduate School, Srinakarinwirot University. Project Advisor :

Assoc. Prof. Dr. Suphapharn Siribaedbisuddhi.

The purpose of this research was studying the opinidn of customers in Bangkok Area
towards Customer Relationship Management of Toyota Motor Thailand Co.,Ltd. It also looks at the
relationship between the consumers and their cars as well as their opinicn on the four continuing-
relationship models of custorﬁ:er relationship management which is Reward Model, Contractual
Model, Value-Added Model and Educational Model. Four hundred Toyota's car owners who have
used the company service and process of its CRM have been selected by random as the population
sample for this research. They are over eighteen years old and live in the Bangkok Metropoiitan
area. The questionnaires have been used as a tool. The statistic methods used for analysis are
Percentage, Mean, Standard Deviation, t-test, and One-Way Analysis of Variance.

The research shows that : ' '

1. The opinion bf consumers in all aspect were at very good level but there was
statistical significant difference for the opinion of the consumers only in the aspect of Contractual
viodel.

2. There was no statistical significant difference for the opinion-of consumers with
different gender in overall aspect. But there was statistical significant difference in the aspsct of
Reward Model at level 0.05.

3. There was statistical significant difference for the opinion of consumers with different
age in overall aspect. And there were statistical significant difference in fhe aspect of Reward at
level 0.01 and Contractual Mode! at level 0.05. ‘

. 4. There was no statistical significant difference for the opinion of consumers with
different marital status, occupation, and car using condition in ‘overall aspect and each aspect.

5. There was no statistical significant difference for the opinion of consumers with
different education background in overall aspect. But there was statistical significant difference in the
aspect of Value-Added Model at level 0.05. -

6. There was no statistical éigniﬁcant difference for the opinion of consumers with
different income ‘background in overall aspect. But there were no statistical significant difference in
the aspect of Contractual Model at leve! 0.01.

7. There‘was no statistical significant difference for the opinion of consumers with
different owner & user’s character in overall aspect: But there was statistical significant difference in

the aspect of Value-Added Modetl at level 0.05.
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