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Naphasnan Toruen. (2007). The Consumers’ Opinions of Customer Relationship
Management (CRM) of Starbucks Coffee in Bangkok. Master Project, M.B.A.
(Marketing). Bangkok : Graduate School, Srinakharinwirot University. Advisor : Dr.

Warangkana Adisornprasert.

The purpose of this research is to study the consumers’ opinions of customer
relationship management (CRM) of Starbucks Coffee in Bangkok. Independent variables are
gender, age, occupation, income, education, cognitive contents about customer
relationship management (CRM). Dependent variable is consumers’ opinions toward
customer relationship management (CRM) of Starbucks Coffee in terms of Reward Model,
Contractual Model, Value-Added Model and Education Model.

The sample are 385 Starbucks Coffee customers in Bangkok. Questionnaire is used
as a tool to collect data. Statistical methods used are frequency, percentage, mean and
standard deviation, Independent sample t-test, One-Way Analysis of Variance and Pearson
Correlation coefficient. SPSS program for window Version 11 is used for the statistical
analysis.

The study results revealed that most of respondents are female, aged below than
29 years old, their occupations are employee of private companies, their monthly income
between 20,001 — 30,000 Bath and holding a bachelor degree. Customers have high
cognitive level about customer relationship management (CRM).

Most of respondents have high level of opinions of customer relationship
management (CRM) of Starbucks Coffee in terms of Value-Added Model, Education Model,
Reward Model and Contractual Model.

The results of hypotheses testing are as follows :

1. Customers with different gender have different opinions of customer relationship
management (CRM) of Starbucks Coffee in Reward Model aspect at the statistically
significant level of 0.05 and have no different opinions of customer relationship management
(CRM) of Starbucks Coffee in Contractual Model, Value-Added Model and Education Model

2. Customers with different age have different opinions of customer relationship

management (CRM) of Starbucks Coffee in Reward Model aspect at the statistically



significant level of 0.05 and have no different opinions of customer relationship management
(CRM) of Starbucks Coffee in Contractual Model, Valued-Added Model and Education
Model

3. Customers with different occupation have different opinions of customer
relationship management (CRM) of Starbucks Coffee in Reward Model, Contractual Model,
Valued-Added Model and Education Model aspect at the statistically significant level of 0.05

4. Customer with different monthly income have different opinions of customer
relationship management (CRM) of Starbucks Coffee in Contractual Model and Education
Model aspect at the statistically significant level of 0.05 and customer with different monthly
income have no different opinions of customer relationship management (CRM) of
Starbucks Coffee in Reward Model and Value-Added Model

5. Customer with different education have no different opinions of customer
relationship management (CRM) of Starbucks Coffee in Reward Model, Contractual Model,
Value-Added Model and Education Model

6. The Cognitive contents about customer relationship management (CRM) have
low relationship with opinions of customer relationship management (CRM) of Starbucks
Coffee in Reward Model aspect at the statistically significant level of 0.05, but have slightly
low relationship with opinions of customer relationship management (CRM) of Starbucks
Coffee in Contractual Model, Value-Added Model and Education Model aspects at the

statistically significant level of 0.05.
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5. thutuaeunudiulauflaudalunaaedld (Try Out) Aunguenatiieauau
30 AU LAAUINATIANTAATITMI AN NTeNY (Reliability)  2esuuudeun NInedEnAn
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ayAPZUUNNALLLILRaUDINAINNgN et luF uan fTAdV 7 anan
2. gadudpsrasuuugaun N R eanaiud gz inandungusaating
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AeluFrununanisindia 7 a1an

NNSAANTEYINTAYAUALNITIATIENLDYA
Lmumummﬁiﬁﬁwum:gﬂﬁqm@mq@mummmuymﬁm@ﬁm@ (Editing) uazian
%’@H@ﬁiﬂmyifﬁﬂﬂﬂ N O A 1 (Coding) AT g a1y uazh ifaya (Data
Entry) Lﬁfaﬁﬁmﬁmmzﬁ%’m@ (Data Analysis) Faih
1. dhdeyakiulszainsenanflusunasuoiuneuiiide 1-5 uruiArpawd
(Frequency) LATANFRLAY (Percentages)

2. thdayasasuuuasuninlunaui 2 48 1-12 Tudouaassziuaruiaudnlazes

1
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fu3lnanNsianisLEmsugnAduRusiIuIANFeaay (Percentage) WazAIND (Frequency)
TudauresazuuuanipudlasmAnade (Mean) uazAndeaiuuninggI (Standard

Deviation)
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3. unfayasesiuudauninlugeui 3 MiNaaiuANAniuIedUTInANEFAaNNs

u
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UIN1IUGNANRHR U 4 A uwnAade (Mean) LmeLﬁmmummgm (Standard
Deviation)

4. ManpaeUANNAFIUALLszaInsAanide 1-5 Ustnauday ia a1y anTn s1eld
\AtReLAew mezﬁumiﬁﬂmﬁumm'"mﬁm'mﬁmLﬁu[ﬁi@miu?m?muqﬂé’ﬂzﬁ”mﬁuﬁmnﬁm

o d‘ Y o dgl
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4.1 MEanmaAs1=dAA (Independent t-Test Sample) NARALAYNNLANFAINTENIN

o % aa a < 1 a v o/ s 6 dl i ¥
paulemu 2 NAN NNANHAALNUFABNITUINITNIUYNATANNUD Lu‘ﬂ\‘]@’]ﬂLWﬂLﬂuﬂl‘ﬂNﬂ@ﬂ?mﬂ‘l’]

UNLyam (Nominal Scale) warANAALIWABNITLTUNIUgNAGNRUSITud By Al svIAN

ee ‘S

AURNTNA

=1

U (Interval Scale)

4.2 Watmiam ALl slsauuuuni1aden (One-Way Analysis of Variance
1sa One-Way ANOVA) nadaupaauansnszuinesauilsfiu 3 nguaulfiflaonudnidiude
NIIUINNPNUYNANRNAUS L‘dﬂx‘l@ﬂﬂﬂ’]ﬂ FLAUNTANT ANTW Uazse 16 ﬁqﬂmmﬂu%ﬁmﬂ@
dszinmunutinyals (Nominal Scale) uardiayailszinnnisiFasansu (Ordinal Scale) d2usNw
mfmﬁmLﬁuﬁiﬂmm?m@mu@mﬁhz?m‘v“uﬂﬂu%gaﬂ@zmmﬁummﬂ%u (Interval Scale)

5. nmageudaNNigiude 6 Ae prufpaadnlasasdiilnafifaatunis
U saugnAnduiusTianuduius A Aniuresdusinafidsenisuinseugnin
Funus IneldadAANNUsanduANus UL WeF4Y (Pearson  Product Moment  Correlation
Coefficient) lunamagauANENTUS TR 2 faya asanaudaniudnla Wudeyauny
am91471 (Ratio Scale) LL@zmmﬁmLﬁuLﬂwﬂ’mﬂ@ﬂizmwﬁummﬂ%u (Interval Scale)
6. afanFlunnsdiazsiiaya

6.1 NMsuANFaEaz (Percentage) Ineldgns (Waliey Int9gu@s. 2537: 110)

. ANUIUNFRINIS
AFaeay = ————x 100
ANUIUTIINNA

6.2 M9vAaag (Mean) Inaldgns (ges 29f3muy. 2541: 40)

x - 2%
n

A v ! A
LA X BNU ANATLLUULRRE
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ZX LN ANNATINTYDIAZLUUTIINNA

N UNE ANIRIATBINGNAIRE NS

6.3 ﬁﬂLﬁmLuummg’m (Standard Deviation) (W?Lﬁfy me?mﬁ?. 2537: 142)

e X AB ANRAREIBINENALLNN

o

n AR ANUILNANAIDEN

N

X P8 ATLBLEeINgNANeteuazAY

6.4 a0ALAIIXAY (Independent t-Test Sample) (g0 fitngsnd. 2546: 153)

=

6.4.1  lunsud

Fadamnadiiadfis (Assume)  WanArAamlslsauvindu

(62 =62) Taeldpamuutlsilsausan (Pooled Variance) 14gms

X1—X2

W df=n+n,2
2 3| 1 . b
uaz S, \luaanulstlsaudan (Pooled Variance) wnléianngms

2 2
Sp =

2
o

6.4.2 lunsainsetannadlddn Araauudsdsauladvingy (012 # Gf)"l,%zgm
X1 =X

1 n n
1 2
Wadf =
82 82
1 2
n n
1 2
_|_

N1—1 No—1
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e X, X,  Wnu ANRAHYRINGNAIRLNNGNT 1 UASNgHT2

2
S,  wnu AN 9971

2 2 U o 1 U ] 1 y
S7,S5  wnu ANNLLTLIIUIBINGNARL NN 1 LATNguN2
NNy, WAW ATUAUIUIATBINANFAIREWT 1 UANGNN2
6.5 NAABLAMNLANFANTTIINATIUWRAtTassLlsNINNgn 2 nguaulyl Taald

ansn1aAIziAMuLslea 1 Fiailsznan (One-Way Analysis of Variance) (16 29A3AwY.

2541: 236)
MSb
F= —
MS,,
e F o unu Afifansaun i F-distribution
MSb  UN1 ANLRAHIBINALINENANAIADITTUINNGH
MSw N1 ARAtasNaLInaninasaednie lungu
T df, = k-1
df = n-k-1

ek WNW AUIUNgNALL1
N Wi ’%ququﬂﬂq%ﬂﬁ\jﬁﬂﬂ
6.6 ADAANRUSANANAUTUULLINESEY (Pearson  Product Moment Correlation

e a

coefficient) (WI95mY N25mIL. 2538: 144)

o Yy xy - y)
T e -y - ()]

A 1o a £ o [
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| g '

DX U HAATULUIINIEde (Item) TRINgNAREN

q
v

2y U NaAzUULgaN (Total) T09vangs
2 UNU HARZLULYA X WANFENANAIED

DV unu HAATKUUTA Y WAATARDLNENA1AI4D9
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