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PRODUCT AND SERVICE FACTORS INFLUENCING CUSTOMER BEHAVIOR OF
S & P STORE IN BANGKOK METROPOLITAN AREA.

AN ABSTRACT
BY
MISS.PATTIKAR JUPRAJAK

Presented in partial fulfiliment of the requirements
for the Master of Business Administration degree in Marketing
at Srinakaharinwirot University

March 2005



Pattikar Juprajak. (2005) Product and Service Factors Influencing Customer Behavior of S&P
store in Bangkok Metropolitan Area Master’s Project, M.B.A. (Marketing).Bangkok :
Graduate School, Srinakarinwirot University. Project Advisor : Asst. Prof. Dr. Apiruth

Tangkrachang.

The objective of this research is to study product and service factors influencing Customer
Behavior of S&P store in Bangkok Metropolitan area according to gender,age, occupation,
income,marital status and educational level.

The sample used in this research compresses 403 consumers who but S&P bakery product
found from S&P branches and bakery shops in the Bangkok Metropolitan area. The research tool
used was questionnaire. The Statistical data are analyzed by using descriptive statistics such as
percentage, mean score and deviation while test of differences are analyzed by using t-test
independent, one way analysis of variance the least significance difference method is also used for
pair comparison and Pearson Product moment Correlation Coefficient, Chi-Square Test. All analysis
is processed by SPSS (Statistical Package for Social Science for window Version 11)

The study results are as follows:

Most of the respondents are female, age between 25-34 years old . Most of then are business
employees. Income per month is beteen 10,001-15,000 Bath, graduated bachelor degree, respectively.
In term of their marital status, the majority of them are single.

The consumer consumption behavior analysis shows that the buying frequency is 4 time per
month and average money spending to buy product of S&P is 150 Bath per time. Most of the
respondents buy at S&P shop in the department store. Most of them consume with their family. The
period consumption is in the evening at their house. Most of them buy product of S&P on Wednesday
discount 25% and the most of time consumers buy product of S&P is 18.01-21.00 PM Also the
research’s results can be summarized as follows :

1. Difference gender don’t have an affects on the consumers consumption behavior of S&P

store in Bangkok Metropolitan Area



2. Difference age affects on the consumers consumption behavior of S&FP store in
Bangkok Metropolitan Area in the aspect of the preference person that consumer with, the place of
consumption, the place of buying, day of buying and time of buying with statistical level.

3. Difference occupation have no affects on the the consumers consumption behavior of

S&P store in Bangkok Metropolitan Area.

4. Difference income have no affects on the the consumers constinption behavior of S&P

store in Bangkok Metropolitan Arca.

5. Difference marital statu saffects on.the the consumers consumption behavior of S&P store
in Bangkok Metropolitan Area in the aspect of the preference person that consumer.

6.Difference educational level have no affects on the the consurners consumption behavior of
S&P store in Bangkok Metropolitan Area .

7. Product factor has relationship with the consumers consumption behavior of S&P store in

Bangkok Metropolitan Area at statistical significant level of 0.05 in the same direction at a low

level.

8. Service factor has relationship with the consumers consumption behavior of S&P store

in Bangkok Metropolitan Area at statistical significant level of 0.05 in the same direction at a very

low level.

9.The perception has relationship with the consumers consumption behavior of S&P store

in Bangkok Metropolitan Area at statistical significant level of 0.05 in the same direction at a very

strong association.

10. The behavior of the consumers consumption behavior of S&P store in Bangkok

Metropolitan Area has relationship with the trend of buying in the future at  statistical significant

level of 0.05 in the same direction at a low level.
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ATUUTZANMIINTAAA

{Marketing Mix)

v _ +1ATRLAN (List price)
e AuA1iADN (Product variety) P

o ArMALA (Quality) douan (Discount)

o dnwuus (Feature) , Aruuanlv (Allowances)
¥ u : -

i LUz IIRINITENTEEN
e nseenuu (Design)

. (Payment period)
e m51AuA (Brand name)

.. sruzra unng i
e pasusANLVe (Packing) .
® A (Size)
® 1Ing (Services)
o nsiunlseiu (warranties)
® g4Iy (Channels) e nasimeun (Advertising)
& mMaABNAUNGN (Assortment) o nispalaeidninau
b ﬁﬁtaﬁé\"\l {Location) {Personal seliing)
e Fuipande (inventory) o mnlszanduiug
e nhznuds (Transportation) (Public relation)

® NTFRIANNRTI
(Direct marketing)

nmdiEnnu 5 lli\'ﬂﬂ’d",lu'lli SAUNINITADIN

H7 : Kotler(2000)The four Comonents of the Markcting Mis < 15
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10.
11.
12.
13.
14,
15.
16.
17.
18.
19.
20.
2).
22
23,
24,
25.
26.
27.
28.
29.
30.
31.
32,
33.
34,
35.
36.

w1 S 185aunBiuns 526-6023
101 lanaudaimue 990-7546
@11 $¥A1 247-8869 , 641-2611
17 905 uOad 4 718-8911
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a { g = o am,
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uasiimstoniuueouni hisuysoiesn

° - - W o & 9 - o
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1. ananugw un

1.1 Madasouns {Percentage) (ﬂﬁﬁuﬁ UA.2538 75)

o [x100
n
iia P unu  mijouns
F une  mwangesmsuldountasldiiudevas
N unu s‘hmuﬂmn?iv“‘u':muﬁ

1.2 Aunde (Arithmetic mean) (¥¢3 29aus. 2541 : 40)
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e X uny  AunaY

»
> Xi UNY  HAIILVDIAZHUUNINUA



n uny

VUIAVBINGUAIDON

1.3 gaufisauuans§ i (Standard Deviation) (YA3 2WASANE.2540 : 40)

. JnZXz - Xy

!.14}8 S LU
O X unu
> X’ nu
n LY

n{n—1)

ABDUUVUBIATFIUVDINSUUUNUAIDEI

»
HOSILYBINSUUUNIHUADNATAIADY

HASINVDIREUUULANZAINAIAIADS

AT IUNGUAIDE

2. adAN 19HMIRUAMUULTBL0 I MIAININFBNU (Reliability) YoaLVUTBBOTY

1953 mmdulseansear O (O Coefficient) 40IASOULA (Cronbach) (Ang1 21i1%8

. 2546 : 449)
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Tauldgns Asll

k covariance ; variance

14 (k - 1) covariance / variance

covariance

variance

UnY

WY
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AAUFBRUVDILVVTOUNIUNINDY
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amasvoanmlsdiszrihaiimiuasg

e . .
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3. a0A 19 luNsnAToUTUNAT IV

3.1 VATEUAMMIANANTHINANNALYBINURIBE1 2 nqu lauldgas

Independent t-test N3TAUAIIIFOTUNIIADANSDODE 95 (Famn NAIVYW. 2546 : 114)

w A
Al
[ = Xit—- X
2 2
SI + SZ
n, n,
A ar aq o a o
we 1 unu  dussnsandunus
X, un AunduAaetengui 1
X, unu  sundedietnngui 2
57 wnu mammlsusuveangudedish 1
s,2 unu senunsdsauveangudieiiei 2
n, HRY YUIAAI9E1INTUT 1
n, MU YUIBAIBENGUN 2
32 VAKOUANUUARANIENINAINBIVeINGURIDILINATY 2

nqu  IdgasnsinsizraominlsilsiunieRed (One Way Analysis of Variance) Taolygas
F - Test (01 MAsdTaywn 2545 : 176-20)

o MS,
MS,
P J P k' = o 1o
s F unu aadan 1S susufuaIngAnINMsHINILI
WUU F
wonswudngy
MS, wny  ambsznavesnumlsdsaussniangy
MS, iy Anlszanuvesanuudslsunlungu

SS,

MS, = )
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S, _ss,
n-—1
SS, = HOTIUVBIMIAITBITZTNINNGY
SS,, = HRSIUUDINIAINOITZTH NG
K = Fungu
n = S lungudisgs
df = Funrismmndudase 18un szwinngu - 1,

molungu (n-k)
nsfidwmuramsnanouiinnuuandnetuihivdAgmeada wwdesiims
arsemeunMmuuanmuiuswgashl Aszduanuideiu 05% wiofiseAuiodifyy os Ta
145% Fisher’s Least Significant Difference (LSD) (fag1 1ilwdliys. 2546 - 161)

LSD =1, —%;n—k 2MSE

R,
TR n #n ;
r=n-k
ie  LSD e meadnfrddgiitudmiunsnaaeu
MSE UMY 1 Mean Square Error 91 1801n015193105124A 0
wsiisau
k uny ﬁ1§1u‘;unfjuﬁ'ywuafi1%'maan
n unu fiﬁwom’fmgnﬁ"zmiuﬁ,'muﬂ
a unu  Annudeiiu

» A g L g J
33 A1 Correlation lﬂﬂﬂﬁﬁﬂ‘ﬂﬂ’ﬂﬂﬁﬂﬂ'ﬂg Tﬂﬂ1‘§ﬁﬂﬂ'ﬂﬂ’dﬂnﬂ1

andaniuseindisuns feidu Tavldges (qdl Snwudosdng, 2539:117)

. AL XY —(ZXXZY)
JInZ X - (E X)) XY —(Z1)))

o F=y 4 w o o
110 r = dulszantanadunus

™
P
1

HASINASUUNIWIDVDINGUAIDOI
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YY = ﬂas'zunzuuuﬂwaw{antju

rX? = HASIVATUNUYA X LAaZNGUAIDIRINMAITes
zy? = HATIATHUNEA Y  UADZNGUAID0NN[03T0S
XY = HATIUVDINDRUITNIN X Uag Y

o = $ruuAUNTONGUAIBEI

TavmdulseAnianduRusozinissni
L r Wuay weedn X ounz Y danuduiug lufifmiuasaiu
e 1 X in Y wam uddh X an Y wwdw
2. M r  dluwnmaash X waz Y Seowduiusludiem
Borufe 81 X Wy Y swindn wdd X aa Y vzasdou
3. ¢ aeudhlnd 1 wuwds X war Y danudunusludinome
ReIiy naziianudwiusouuin
4. a1 r Hauinlnd -1 wnefa X waz Y Samnuduiut lufiems
asatudy wastinTuduusiuuin

5. 818 r=0 uaeeh X uaz Y lulisnudusiuiiu

nFmsulanmmemdulszing (3unan sarstlsaiasy. 2545)F0%)

fifsznie 0.00 nuwds lutinnufuusian (no correlation)

fidsendng 0.01-020 nuwde unuszhitinnuduRusine(virtually no
correlation)

/1521919 021-045 Wuwde TANUTUAUETIDY (weak correlation)

fif3znin 046-075 nuwae TRNuFRUTIANNAT (moderate
correlation)

HA132N913 0.76-0.90 MNwAY TANUFWRUBTUIN (strong correlation)

fiAnsEnane 091-099 wwiwha ﬁmmﬁnﬁuﬁmﬂ"ﬁqﬂ (very strong
cormrelation)

£ ] =5 o s [V 4 o
UAMIZHG 1.00 NUWOT UADIUTUARUDTIULYTM {perfect correlation)
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34 minagevauuAgnnduanuiiudassaofuvesdaunls 2 daunls
‘ g
Toold mln-auand (i3 qnBegey. 2544 355) Aail

p =38 Cuz B d=(r-e- D

if

-

o ¥ ' EETEY ar P a L
fimuald O; w  mmwdnldnndeyaund®i 1 aednii J
. 3 o [ 1 - a oo .
E; ww noudhmenSwewndf 1 nedwnin
&£
%9 E;  unu

(nasamvesnnubuadh i) X (rasawvesnnudaednid f)

v ¥
HATINVOINNUDNINLA
»
df wmu duvesmnuiudasy
Ny Surungquuosd unlsdunodunl

c unn  Sunquussdanlsauued

TN RNATOUAIMUIANAT NISNATOVYOUINN-INTTIH(The Mann-Whitney U Test )
Wumsnagsvunsdnuazuss 2 dizrins Tasisinhiquonudazdssansiudasziu
4 mo a9 * o w Yo w g

“galimswmsuenuealseanng nisdeyasglujtinasmaaiiny lastidhdufivesdoya
» » [
ve918619%1 2 9a Tasfisaiionihifeyans 2 galludeyaifoniu TavSvsdwueimise iy
winn nidindeyaliswiiuranm Widdduiimavvosdoyaiiniu vimkasmuesddy
= 9 ’ - -
Nvssdoyaunazyn Wune

7, . WawInvesdwuniuesdoyaga 1

T, - HaUINYBIR IR LTI BITDYAYAT 2
3! : ] » Y T T e W o o wr
dlizyinsaasabiuanandu 17 uaz 71 wrlislndifuveiucian
»
MUTDYB.2546 © 227) AU
U= nn,n(n+1) -T,

2

u

'
w3

= mm n(n,+1)

2



TunsEimareunnuduiuivessulsdasz 1 &1 uozdamlsam 1 & Tasiidn
wsenpsiidnynzifuunom nisimstamingunnnin 2 ngu laoldgaslaaunds
udmun Irdodwy agdldusamosn saulsfagosanlsfulinmuduiuiin fnf
srdpsdinssszdunudiug  wiemdmlszanianudniud  (Contingency
Coefficient) Tasldmmaaeuves Cramers V (5 ediau. 2541 : 226)

;

Aail
2
Vv = X
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