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CUSTOMER RELATIONSHIPS MANAGEMENT INFLUENCING CUSTOMER’S BEHAVIOR
TOWARD THE COFFEE CONSUMPTION AT STARBUCKS COFFEE IN BANGKOK
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Pornthip Kiatparkpoom. (2008). Customer relationships management influencing customer’s
behavior toward the coffee consumption at Starbucks coffee in Bangkok : Master’s
Project, M.B.A. (Management). Bangkok : Graduate School, Srinakharinwirot

University. Project Advisor : Santi Termprasertsakul.

The objective of this research was to study Customer Relationships Management
influencing customer’s behavior toward the coffee consumption at Starbucks coffee in
Bangkok. The sample size of this research was 400 customers. The questionnaire was
used as a tool to collect data. The statistical methods to analyze the data were percentage,
mean, standard deviation and chi-square. Cramer's V and Somers’ D analysis were
employed in addition to the case that the relations between variables were statistically
significant.

Results of the research are as follows :

Most of the respondents were female, in the age group of 20 to 29 years old,
bachelor's degree graduates, working in private companies and in the income group of
15,001 to 30,000 baht. Had purpose of coffee buying from atmosphere , buying companions
were friends, frequency of buying not more than once time a week and the expense per
one visit not more than 150 baht. Expressed their opinions toward the CRM activities in the
aspect of impression from salesperson and satisfied of value-added at moderate level,
whereas, in the aspect of attitude of social responsibility at high level.

1. Gender had relationships with customer’s behavior at Starbucks in the aspect of
the expense per one visit at the statistical significant level at 0.05

2. Age had relationships with customer’s behavior at Starbucks in the aspect of
frequency of buying at the statistical significant level at 0.05

3 Education level had relationships with customer's behavior at Starbucks in the
aspect of purpose of coffee buying, frequency of buying and the expense per one visit at
the statistical significant level at 0.05

4. Occupation had relationships with customer’s behavior at Starbucks in the aspect
of buying companions and the expense per one visit at the statistical significant level at
0.05

5. Monthly income had relationships with customer’s behavior at Starbucks in the
aspect of purpose of coffee buying and frequency of buying at the statistical significant level

at 0.05



6. Impression from salesperson had relationships with customer's behavior at
Starbucks in the aspect of purpose of coffee buying, buying companions, frequency of
buying and the expense per one visit at the statistical significant level at 0.05

7. Satisfied of value-added had relationships with customer’s behavior at Starbucks in
the aspect of purpose of coffee buying, buying companions and the expense per one visit
at the statistical significant level at 0.05

8. Attitude of social responsibility had relationships with customer’s behavior at
Starbucks in the aspect of purpose of coffee buying, buying companions, frequency of

buying at the statistical significant level at 0.05
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