a 1

asenianswasenganssy uazanuianelavesdus Inaaens 14

vimiswiadu luwanganwumuns

a o
Usyanunwus
YD

ASUN ATZNOINY

1 v Aa A (% a v a2 a 4 I 1 <
[AURABIANAING IS UHIINFOATUATUNSI L5al ol udIunilaueansiny
MurangaslIyauImsgInaumtaia a1v139%msaain

QU 2555



a 1

asenianswasenganssy uazanuianelavesdus Inaaens 14

vimiswiadu luwanganwumuns

a 4
Usyaniunus
YD

ATUNT ATENOINY

1 v Aa a @ a (% a a 4 I 1 L
AUPABUUNAING I UHIINOARTUATUNSI L5al tNoTludiunilauesmsAne
muvangaslsyanuImsgsnaumiaia a1v13msaaia

UgUIBU 2555

'
a a A d a @ a a
avans iy Ineaeas UATUNT I 158l



a 1

asenianswasenganssy uazanuianelavesdus Inaaens 14

vimiswiadu luwanganwumuns

UNAAEYD
V04

ATUN ATENOINY

1 v oAa A [ a v a2 a 4 I 1 <
[AURABIANAING IS UHIINGATUATUNTI L5al tWoTludIunilaueansiny
MurangaslsyaUImsgInIumtaga a19139%105aaia

QUL 2555



an [ d’da a I a = Y a 1] Y
ATUN ATTNOINU. (2555). ﬂwawmmwmawqwmm !lﬁéfﬂ?"lllW\?W@?@W@J@Ui?ﬂﬂﬁ@ﬂ?i?ﬂf
2 v o a 4
mmﬁmamm ?uwmﬂgqmwnwmm. ﬂ?mmmwuﬁ US.N.(MIAAA). NIUNW:

Y] a A [ a [ a a a o
TUNAINGINY UHIINGINIATUATUNT L5l ﬂmzﬂiiuﬂﬁﬂﬁﬁﬂuﬂ%mﬂlﬂuwuﬁ:

C%

TNEANTI0T0 A, BINY Nads.

a o 2 dyd o S A = =2 [ A 1 a <
NI13IVYAITIUY @QﬂigﬁQﬂLWBﬁﬂH'lﬂﬂﬂﬁ]ﬁ]fJG]N“”]VINNﬂ@ﬂWE}@IﬂSﬁJ wazAuNane 19
9

2 Y @

Yo3U3 Inadems 15usmsdwdadu luwanganwunmuns F9ldun deyadnvazdiuyana

(3

a 1 v w 4 a a o v a
ﬁuﬂ@]ﬁﬁuﬁ’)uﬂiZﬁMﬂNf‘ﬂiﬁ’eﬂﬂ @@]ﬁﬂﬂm@i']ﬁuﬁﬁ ﬂ?i‘US‘H"IiQﬂfghﬁiJWLl‘ﬁ NHANIIY

e =

a A Y a o 9 =< A Y Aa U o 1 A 9 a o g’/ g
V3 Inanulsusms dadsaruanuianelanunlsuinms Tasngquaiesnanlglunisidonsail

=

U5 Tnanldusmsvesiwiadu luwangunnusiiuass1uau 400 au Taelduuuaeunn

® W1

D) &
and

< A < 9 aaAq Ya <Y Y 1y ] A 1
Lﬂumimmclumﬁmummnﬁu’aya ﬁﬂ@lﬂi“ﬁ')kﬂi?%ﬁﬂlﬂy‘ﬁ ulﬂllﬂ 13U AUNAY LASA

3

{ aa { Aa a o 1 1
WeuuUNINTIIY aDAN AT UANUATIU AD N1TAATIZHANUUANA TABA1THIAN Lag
a 4 a 1 an v a Q"l @ @ o

ANuelsdsIumafe) Mz aanvuFINge tagaadadNlseansandunusuuy
a o
oS

NAINNITIVY WU

Y] o ' Y = ) = Yy A

1. AN UZAIUYAAQ 1ALUD 1N 81 DITW TTAUMIANEIGIEA Lazs1e lamaea
A 1 9 [l [IR~1 Aa o~ == (9 = =Y ~
@ou WU AeonuuvaevnwddIu Tnaptl e Jo1g 26 — 30 1 UszaumsanuSygeas
UsznouoFNMIiNIUUSENeNYY tazs e lamasa@ay 10,001 - 15,000 11N

2. sauaamudanlszauniimseaaialassawedluszaud wazsiedu 1dun du

a [ 4 @

) ) Pt v
NANNUN ATUTINT ATUTDIUND

ad I MunsduaiunITAaIA ATUYAAINT MUANHUZNI
MENIN AIUNTZVIUMS 1TUTMS 0gluszaud
v J v o 1 (9 1 o ]

3. oaanuaiduIndu Taesweg IUTEAULIN 12T WAL WU AIUNITINE NIV
Fudadu Sumsdeasdeyainaisvesiiuiadu Munmsdaweumsinauueiiuiadu du
aumendumvesddadu ogluszauun

= Y o o J 9 v o ' @ Y '
4. msvsmsgnmduiusvesdmiaduTassawegluszauiunan tazsedn wun
Y Y Y ) ad 3 o v ' o
aumsadgiugnm My ldmaluladimingay manusneigna egluszauilunay ms
° A Y v o J¢ 1 [
mviua lsunsuieaduanudunus egluszauinn
a Y a A Y a Y [ 1 &l a [ 14 1 a
5. weAnssuveIdus Inafin lFusmsnudadu wun FendanduainguguanInIeuIn

s J

nga dszmmmsaudiumsaaiane 115 Tudu Jadu Tades wa  angega 50% winiiga

Q

a o Za

o Y qY a A X A o @ d' Y A - ) )
@]Qﬂigﬁ\iﬂL"IJ”Ii"If’]JiﬂTiLWﬂ‘ﬁf@Wﬁ@]ﬂmm ﬁ”llﬁ@r]‘ﬂll"lislf']_lﬁﬂ”liw‘lﬁ”lxllNa@]ﬂﬂ!"ﬂ‘ﬂ@]ﬂﬂﬂ1iﬂiﬂﬂ'}]u

AAAa A 1 g A @ A Y a 9 v @ gl.l 1 Y a Y 1
UANANNUDNTWAADNITHDADA IO Lai’)ﬂ‘lGIﬁJSﬂ”IiiTu'J@]ﬁu@ﬂ@giu?ﬂﬂﬁii?‘ﬁuﬂ"l %’Ns’mﬂu



] ] Y
M 1FUS M3 18.01 1.-20.00 1. aAnvdlumsldusmamasaomeu Uszunm 2 a5e a1ldelu
dy a [ o ~ 1 3/
MIFONAAN DN lABINDIADATI 351.38 VN
= A 9y a 9 v W ' ) 9 '

6. anuiawe lanunlsuinisimdadulassiuegluszauuin uazsiede Wy AN
=2 T 9 [ [ =2 1 a [ 4 a d' Yo d‘ =1 [
wanelalagsruaeiiutadu anuiiane ladenaasumiuazusnisn lasuiiiomeununiy

[ = 1 <o 1 d‘ =} w [ 1 [
manda anuiane lvlulassauae T1)s Tudumelomeunuanumanieg luszaunn

Y a A Y a A Y A 1A T oA a Y]
7. W‘Ujiﬂﬂ‘ﬂlﬂi%ﬂiﬂqjluwgf E]']El 5181@Lﬂaﬂ@@iﬂ@u UANANNU ZJWE]G]ﬂiﬁJmﬂ"]f

9 v Q

UINT mummaiumﬂ%mmimaﬂmmau HANANNY ’E]EJN?JHEJﬁ'Wﬂ‘EUVIN’ET 5 av 0.05

) a

uawwu‘%Tnﬂﬁmhu‘%ﬂﬁﬁmﬁ 5101 @ndedeideunand1aiy uana1aiy Snganssuns 19

[

Wmsgumldaelunssonansas laamasdenss uand1amy egmed R Iasanseay

9

0.05

a 1 v A =3

) A A ' Y a v o
8. Q‘Uiiﬂﬂcﬂll@']ﬂ meﬁ1QﬂuJJﬂamWQWfJ%@1’e)ﬂ131%1J§ﬂ1ﬁ‘11@dﬂﬂ3@]ﬁ1ﬂ14!‘11ﬂ

[ aaa

NTUNNUMIUATLANANNY 08191 Ted 1A NIaDANTzAD 0,05 uazdus Inanuldusnishi

g

=\

sedumIAnEn 013w 10 ldindvdedouandaiy fianuitenela Iaesaude Tuls Tusudrsnvea

]
aad

$udadu uanaani egeliiod A NNanANTZAY 0.05, 0.01 11AZ0.01 AMEIAY

9. MruARMUEINYITAUNIIMsAAIA AINTaueNgAnT IS IFUT MU
[ Y o dy
Jadu lwvansannuriiunas laasil

v a g 1 [ ) v o
9.1 nauAAAINaIulszaunIeInIsAaIn ﬁ'mamu AN UIY AIUITDNIUY

¥ o o v

W’q@lﬂ‘iiuﬂWiiﬁlﬁJﬁﬂ1§ ﬂ1uﬂ’313JﬂGlUﬂ1iGl"lf‘]Jiﬂ1ﬁmﬁEJG]'E]L@E]‘L! GIANRL AL ‘VlNﬁa ‘i Ay
0.01 Gmmmmwmmm"lmaﬂaz 6.4

o a g 1 o a
9.2 NAUAAMUEINYsTauNIINITAaIA @Qﬁuﬂﬂa1ﬂi ﬁﬁJﬁﬂ‘]/ﬂUWElWQG]ﬂiiilﬂﬁcl%

(%

a 9 1 Y dy a [ L 1 g’; w o Aaa [ =
UINIT @11Uﬂ11%ﬂ181uﬂ15%9Wﬁ@]ﬂmmﬂluu@]ﬁgﬂﬁ\‘] ’EIEHQ HITAUNNWADANITEAY 0.01 B3

1 VY
E’fnﬂ‘iﬂWEﬂﬂimﬂﬂi@ﬂa% 2.2

v W Y

t4 a o a a v o
10. 99 aNHUAIITUA ’GTnJ'I'ﬁﬂ“l/l'llﬂEIW’L]GlﬂiihﬂWii%ﬂiﬂWiﬂl’ﬂ\‘]%ﬁﬂ?ﬁﬁH Gl,lll,"llﬂ

9
Yo A

AFUNNUMIUAT TAAL
10.1 8pdnYAIATIAUA MuMIFdINoUMITNUveILady ansasineg
WYANTIUMS 1¥UI N3 Suanudlumslsusnmsmasaedou sgeihiod wtymaaﬁaﬁﬁz 11
0.01 Faauisanensal ladesas 1.7
102 sadnYainI1dUM @’ﬁuﬂﬁﬁ@mﬁ%’@uaﬂinmsmm%’m:‘f Fu a3

&l ) ana {
WeanssuMIlFuIms aualdielumssenansusilundas 2a%y edndtedR YNNaAnaN

32AY 0.01 mmmsawmﬂm"lmaﬂaz 3.1



2 o v J o a 2 v o
11 M3UsHIsgMduius amnsahiuenganssunms1dusmsvesiudadu lua

Y v 2
NIUNWUNIUAT vlﬂﬂ\ﬁ«!

a Y o o J Y v o v v °
1L 1 0MTUITHITENAIANNUT ATUNITATNIIUUDYAYNAT LASATUNITNIHUA
o < o

Tdsunsueaieanudunus ansorhiuenganssumslFuims sauanudlumsleusms

v [

B~ A oA ) aad Y @ ¥ o A S Yy
RMAYADIADU DY NUUITIAYNNTDANTEAU 0.01 Iﬂﬂﬁﬁllﬂﬁ'ﬂﬂ 2 @31&@'1%15@Wﬂ1ﬂ5m1ﬂ5@ﬂa$

g

52

a v o S o o a
11.2 M3usmsgnmdunus aumanusnignd aunsavienganssums 1y

'
o aad o

s YN NADANIZAY 0.01 B9

@

a 9 U 9 dy a [ o 1 g’/ ] =
U35 i lgaelumsdenansus uuaazasy ag1all
ANIONINI D IA308a% 3.5

a Y a 9 v o v A Y a = 1 A =
12. ngAnssunslFuimsiudadu aananudlunis1¥usnismasdeideu i

[ v J o = "9 YY) = 1 a [ 4 a d‘ Yo
ANudunusnuaNuNanela lassuae 1 Indy mquwaiwawammmuazmmm"lm‘u

I v [

Warsuduanuamanda anuinaweladells TuFuaagueadiuiaduisusuanuaian?

v
Y] [ [

[] v o w AaA 1% o w [ J o
P NUNBAIAYNNADANTZAD 0.05, 0.01 112 0.05 MUY Taslianudunusnuluszaudlu

NANIUASINY



FACTORS INFLUENCING CONSUMER BEHAVIOR AND SATISFACTION

TOWARD SERVICE USAGE OF WATSON SHOP IN BANGKOK METROPOLIS
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Sirinapha Srathonghon. (2012). Factors influencing consumer behavior and satisfaction toward
service usage of Watson shop in Bangkok Metropolis. Master’s Project M.B.A.
(Management). Bangkok: Graduate School, Srinakharinwirot University. Committee:

Assoc. Prof. Dr. Nak Gulid.

This research aims to study the factors influencing consumer behavior and satisfaction
toward service usage of Watson shop in Bangkok Metropolis. The factors include demographic
characteristics, attitude toward the marketing mix, brand identity, customer relationship management,
consumer behavior and satisfaction. The sample used in this research consists of 400 consumers who
were service usage of Watson shop in Bangkok Metropolis. Questionnaire was used as a tool to
collect data. Statistics used for analysis were percentage, mean and standard deviation, while the
statistics used for hypotheses testing were t-test difference analysis, one-way analysis of variance,

multiple regression analysis and Pearson product moment correlation coefficient.

The research results were as follows:

1. In terms of demographic characteristics, the factor includes gender, age, occupation,
educational background and monthly income. It found that the majority of the respondents are
female, with average ages between 26-30 years, holding bachelor’s degree, working as a employee
in private company, and with the average income of Baht 10,001-15,000 per month.

2. Attitude toward the marketing mix overall was a good level and in each aspect; product,
price, place, promotion, people, physical evidence and process were at good levels.

3. Brand Identity overall was at a high level and in each aspect; Positioning the Brand,
Communication the Brand Message, Delivering the Brand Performance and Leveraging the Brand
Equity were at high levels.

4. Customer relationship management overall was at moderate level and in each aspect;
Database, Electronic and Retention were at moderate level. Action was at high level.

5. In term of consumer behavior; mostly purchased skin care products, most type of
promotion was Watsons Mid-Year Sale 50%. The purpose of the purchase was to buy the products
because products were available at here. Reference group was myself; accessed on department store
and around 6.00-8.00 p.m.; had an average frequency of use at approximately 2 times within month

and had an average expenditure a time at Bath 351.38.



6. Satisfaction toward service usage of Watson shop overall was at a high level and in each
aspect; satisfaction on shop overall, product and service and Watson shop’s promotion compare with
expectation was at high levels.

7. Customers with difference gender, age and monthly income affected different the average
buying frequency within month at 0.05 statically significant levels. Additionally, customers with
difference gender and monthly income affected a different average expenditure a time at 0.01
statically significant levels.

8. Customers with difference age affected different satisfaction toward service usage of
Watson shop in Bangkok Metropolis at 0.05 statically significant levels. Additionally, customers
with difference educational background, occupation and monthly income affected different
satisfaction on Watson shop’s promotion overall at 0.05, 0.01 and 0.01 statically significant levels.

9. Regarding the Attitude toward the marketing mix factors could forecast the consumer
behavior toward service usage of Watson shop in Bangkok Metropolis as follows:

9.1 The attitude toward the marketing mix factors in place could forecast on the average
service usage frequency within month at 0.01 statically significant levels; which Adjusted R Square
was equal to 6.4 percent.

9.2 The attitude toward the marketing mix factors in people could forecast the average
expenditure a time at 0.01 statically significant levels; which Adjusted R Square was equal to 2.2
percent.

10. Brand identity factors could forecast the consumer behavior toward service usage of
Watson shop in Bangkok Metropolis as follows:

10.1 Brand Identity factors in delivering the brand performance could forecast on the
average service usage frequency within month at 0.01 statically significant levels; which Adjusted R
Square was equal to 1.7 percent.

10.2 Brand identity factors in communicating the brand message could forecast the
average expenditure a time at 0.01 statically significant levels; which Adjusted R Square was equal to
3.1 percent.

11. Customer relationship management could forecast the consumer behavior toward service

usage of Watson shop in Bangkok Metropolis as follows:



11.1 Customer relationship management in Database and Action could forecast the
average buying frequency within month at 0.01 statically significant levels; which Adjusted R Square
was equal to 5.2 percent.

11.2 Customer relationship management in Retention could forecast the average
expenditure a time at 0.01 statically significant levels; which Adjusted R Square was equal to 3.5
percent.

12. The consuming behavior toward service usage of Watson shop on the average
service usage frequency within month correlated with satisfaction on shop overall, the satisfaction on
product and service, Watson shop’s promotion compared with expectation, at 0.05, 0.01 and 0.05

statically significant levels which were at the low level in the same direction.
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1.3 AudeauuNIATIY (Standard Deviation) (Faen NABHTYIN. 2550: 49)
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