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CUSTOMER PERCEPTION IN NANAYA BRUNCH 3 DIFFERENTIATION
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Suthida Panlak. (2013). Customer Perception in Nanaya brunch 3 Differentiation. Master's
Project, M.B.A. (Pharmacy Organization Management). Bangkok: Graduate

School, Srinakharinwirot University. Project Advisor: Benjaporn Kingroungpet.

The objective of this study is to investigate customer perception in Nanaya brunch
3 drugstore differentiation. There are four different parts of differentiation strategy; product,
service, personnel and image. All thirty-one customers of Nanaya brunch 3 drugstore were
interviewed by using questionnaires.

The results showed that the most of samples wanted quality of service and courtesy
in each customer service (48.4%). A lot of wanted item and service was the most
importance in customer mind (51.6%). The older customers were more likely to perceive any
differentiations. 41-50 vyear-old customers were the most likely to perceive any
differentiations in medium level (50%). The customer overview perception was low (35.0%).
For each part, perception of product, and image differentiation was low (40.0%). For
product part, customer didn’t know we had medicine box set, perception in this point was
very low (19.4%). They didn't know we had sample for trying (25.8%). For service part,
customer didn’t see sign showed the method to order something that they wanted to buy,
very low level of perception (3.2%). They knew about special technic method label in low
level (32.3%). For image part, perception of drug allergy card of Nanaya drugstore for
reminding was very low (6.4%). They knew about popular-item tag or media showing in
medium level (41.9%). While personnel differentiation and provider objective perception was
the lowest (20.0%), so we should solve this problem first. Nobody knew about electronic
media (0%). Media used to communicate to customers, including charts, pictures, was very
low (6.4%). Name tag perception was very low (19.4%) and customer only knew provider
objective, showed who was pharmacist and assistants, in this part. (19.4%). Perception in
credible documents for consulting was very low (19.4%). The results of perception in
differentiations and provider objective perceptions were low because our differentiations
were not direct to the points, customer didn’t aware them. For example, our personnel had
less time to serve customer. Sometimes noisy environment may interrupt provision of

services, and also we didn’t have enough space to use media for customer.
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