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Noparat Snparakul (2006) Customers’ Behavior and Sanhsfaction Toward 1 0" Thatand

Book Expo at The Queen Sinkit National Convention Center Master's Project,

M B A {Management) Bangkok Graduate School, Snnakhannwirot University

Project Advisor Dr Rugphong Vongsaroj

This research 1s amed to 1) to study customers’ behawvior and satisfaction toward
the 10" Thailand Book Expo at Queen Sinkit National Convention Center, 2} to study the
correlation between customers’ satisfaction with market mix and customers' overall satisfaction,
3) to study the correlation between 3 1) customers' values and lifestyle 3 2) customers’
needs 3 3) customers’ living satisfaction 3 4) customers' overall satisfaction and customers’
behawvior toward the 10" Thailand Book Expo at Queen Sinkit National Convention Center

The sample group for this research 1s a group of customer, who selectively bought
books at the 10" Thaland Book Expo held at Queen Sinkit National Convention Center dunng
6 -16 October, 2005 The researcher designated the sample size by computing according to
sample size formula from unknown population size With respect to the sampling, the
researcher selected the sample of 400 indviduals by “Convenience Sampiing™ approach, and
conducted the data analysis with the quantitative analysis method The research reveals the
following results

1 Most customer visiting the 10" Thailand Book Expo are aged between 30 — 39 years
old, single, bachelor degree graduates, wage-earners / pnivate sector employees and monthly
income 15,000 Baht or less

2 Customers of different genders, ages, mantal status, education, occupation and
ncome class have different visiting and purchasing behawvior as follows 1) different genders
behave in different manners toward the 10th Thailand Book Expo held at Queen Sinlkit Natignal
Convention Center in respect of expenditure on each wisit, duration of each visit and response
to the subsequent book fair 2) different ages behave differently in respect of duration of each
visit and response t0 the subsequent book fair  3) different mantal status behave in different
manners in respect of the number of visits over the past 5 years and average expenditure on
each visit 4) different education levels behave in different manners in respect of number of
visits over the past 5 years and response to the subsequent book fair 5) different occupation
behave in different manners in respect of expenditure on each wvisit, duration of each visit and

response to the subsequent book fair 6) difference income class has an affect on the customer



to behave differently 1n respect of average expenditure on each visit and response to the
subsequent book fair
3 Customers’ satisfaction toward marketing mix in vanous aspects correlates positively
with overall customers' satisfaction toward the 10" Thatland Book Expo at Queen Sinkit National
Convention Center at the following degree of relationship The degree of positive relationship 1s
low in aspect of the product, and the degree of positive relationship 1s very low in aspect of the
place, the process and promotion
4 The degree of positive relationship between customers’ vatues wisit the book fair and
their behawior is very low either in the aspect of average expenditure on each visit or the
response to the subsequent book fair .
5 Customers’ desire for books in vanous categones negatively correlates with
customers’ behavior in the aspect of average expenditure on each visit, the aspect of response
to the subsequent book expo and the aspect of duration of each visit respectively
6 Customers' iving satisfaction correlates with customers’ behavior in vanous respecis
as follows 1) "Happy” and "Distressful” responses to customers’ living satisfaction correlate in
same direction 2} “Relaxing” and “Tensed” responses to customers’ living satisfaction
correlale in the opposite direction  3) “Joyful” and "Sorrowful” responses to customers' iving
satsfaction correlate in the opposite direction  4) *Impressive” and "Bonng” responses to
customers' iving satisfaction corretate in the same direction These 4 conclusions correspond
with the hypathesis
7 Customers’ overall satisfaction correlates with customers’ behawvior in the aspect of
the number of visits over the past 5 years, average expenditure on each wisit, duratton of each
visit and response to the subsequent book fair
Based upon the research resuits, the recommendation can be drawn and proposed as
followed the event orgamzer and the exhibiting publishers should improve the marketing mix in
aspect of the books varety, place, process and promotion to correspond with customer who
are single, wage-earners / private business employees, earn 15,000-30,000 Baht per month,
different behawvior, different customers' values in reading and visit to the book fair and the
customer who have impressive hiving satisfaction, in order to encourage these customers to

spend more money on books and to cansecutively visit the book fair
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I TR {Pnce) I
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dauam (Discounts)

drunenls¥ (Anowances)
FEHEZIANITIEEY

(Payment Penod)

- mrumrqiiuue (Packaging) susaamflGRuEe
- A (Size) {Cred ltems)
- U7 (Senacs) - Ay

nysfuszfu (warrantes)

mTfuAY (Retums)

“aY asadiusng

(Targst Market)
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- AR BuA (fwarehousing) uaTNTRS AT ERAT
4|y {Online Marketing}

nwilszneu 2 uaaruas@aateidiuiiszannana (Marketing Mix)
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U1 Kotler (1997) 92
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Wintedu
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