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48926227: MAJOR: THE MANAGEMENT IN SMALL AND MEDIUM ENTERPRISE; M.M.
(THE MANAGEMENT IN SMALL AND MEDIUM ENTERPRISE)
KEYWORDS: CUSTOMER RELATIONSHIP MANAGEMENT/ JAPANESE RESTAURANT
NANNAPHAT POOKNAK: CUSTOMER RELATIONSHIP MANAGEMENT STRATEGY IN
THE JAPANESE RESTAURANT AT SRIRACHA, CHONBURI PROVINCE. ADVISER: VUTTICHAT

SOONTHONSMAL D.B.A. 134 P. 2007.

The purposes of this research were to study the marketing mix factors with Customer Relationship
Management (CRM) of Entrepreneur relate to marketing mix factors and CRM knowledge of behavior
customers, the demand of customers about CRM knowledge and the different between the customer personality
factor and the demand of customers about CRM knowledge category by Japanese restaurant in the Sriracha
area, Chonburi province.

The population of this research consisted of 27 Japanese food restaurant owners and the sarmples
consisted of 270 customers-at Sriracha; Chonburi Province. The research instrument constructing by the
researcher for data collection was a-questionnaire. The computer program was employed for(data analysis
through percentage, mean, standard deviation, t-test, One-way ANOVA and the correlation coefficient at the
significance 0.05.

The results of research were as follows;

Part of Entrepreneurs ; The product had a high level relationship with CRM knowledge in a sequence
as customer concept, marketing concept and brand loyalty concept. The price had a high level relationship with
in a sequence CRM knowan ledge as marketing concept, brand loyalty concept and customer concept. The place
had a high level relationship was marketing concept. And the promotion had a medium level relationship were
CRM implementation, marketing concept and organizational structure.

Part of customers ; The personality factors of customers were gender, age, education and income had
no different in CRM knowledge of the customers

Suggestions from researcher are the new Entrepreneurs must deep learning about an process of
Japanese food restaurant to continuous improving the business and service standard. And promotion
development to the customers such as the membership or special discount should be introduced. The CRM
training and Japanese language should also provide for employees. In addition to provide training the customer
relationship management and the language courses to employees by using computer technology to collect the

customer data for improving customer satisfaction.



i

IR BN TH VI oo seeeeess e s 9

TR AT DATHABINGH e evessssrsrsresesss s s 9

TS oo e !

T L T R L T SO o

LTI L L T R Y

unil

L UV Ve eeseeseeemses s ee b B 1

AU UL Z AN EIRYUBINTT IV e 1

S AQUILAIAUBINTI T, s 2

LT R AT 3

58 TOBUTAIATIIL TRFU oot i 6

DUUANITITY oo ssseeeseeesessssssncire s foreee b b s 7

N L e TS W U U VAR 7

D LT -1} AL 2L T RO 9

BT T e 13151 L1 TR 10

mmﬁwﬁ’mﬂmmi%ﬂmiqﬂ%ﬁuﬁuﬁ .................................................................. 10

ummmﬁﬂmﬁ%ﬂmi@maqmﬁmmms%’ﬂmigﬂﬁwﬁ’wﬁuﬁ' ............................... 10
arudRgueamsianmsgniduiusdediszneumsgiivnnanataias

AUITAE DU oo eose s e s s eeeee s 13

R AR I AU T AU TTABIA oerereeeseeesmessmsmamaaimmssssssssssssssssssssmsssssssssssssseee 16

ARSI UA MU TENOUNT e 19

LUIAINAARDITURARNTTUMITUS TNR.coerreerrrssmrrersssssssssssesssnsss s 37

e T2t k2L W OTTTU T OTTETUO TSP 39

3 R IR UN IS IBrrremeereeesmssssee s samssssn s 43

UILUNITITY. et s 43

U5 TUAL S ATTADARIBIN ceeessrereeessiimmnmsrssneness s 43

A A a v
o R R 1 0 KL OO TP T T L 44



m3tiay (@0)

st
=
=h.
=
=
-

T BT AT T T TS 47
=] 9
T TE T2 TG 11 R 49
ada 'S
TN DYoottt i i 50
A s
P L I S e SRR 52
o SAq Y a e
FaEnual Al UMITIATROYD. i 52
P2y g9y 1 v
AT A BYDAIIYDIRUTEABLNT it 52

~ ) o 9 9 Y R

aoufl 1 YoyanaliveiaouuyuaBuny mmqﬂ'szﬂ@umﬁmmmimuﬂu

T UNDAT T DIV TATALS e sirierrrescmmmmssssrrs s eeirooes 53
~ S o A ) ] [} Y

ADUN 2 wami’Jmswwmmnu’ﬂmamuﬂszaumﬁmmmamﬂszﬂaums

Yszamdmomnsdtulusunedsim Smiars Ty Wz wa L. 59
P a L' v o d I [}

ADUN 3 WAMIAATIEH anduutvesilefodautlsraumsaninseian

9 A Y A Y] o Ylw o & 9
Dyowsiiu ins anudifefumstansgadiduiiusvesilsznoums

TS UNBATTIUN SIMTABDUT vt 69
) g9 { g a A Y
MTIAIIZHLOYAAIYDIFUT INAHTOGNN vt 70

A ¥ o 9 Yy a )

ADUN 1 "Ui’)ial,ﬂ‘l’]'lvlﬂallﬂ\‘lﬁﬂfJ‘ULL‘U‘]J’dﬂ‘]Jﬂ']lI ﬂlﬂﬂ@lﬂiiﬂﬂﬂ‘l‘l‘lﬂﬂiui1uﬂ'}‘ﬂ’lﬁ

it IS UADATIT FIMIAVUT oot 71
) a I a [ I o o o

aOUN 2 Nﬁfﬂﬁ’Jtﬂﬁ1$ﬂ%ﬂ¥|ﬁﬂ311lillﬂﬂ'3ﬂﬂﬂ'ﬁﬁ]ﬂﬂ'\igﬂﬁ1ﬂuwu‘ﬁﬂlﬂﬂ

¥ a ) A o = v @ PPN o ' =

@UiiﬂﬂiTu@TﬁTﬁﬂJﬂu Gl‘l«!i’ﬂlﬂﬁ]ﬂii"l"lﬂ i]ﬂﬂ')ﬂ“lfﬂlﬁ ’Jlﬂﬁ'lgﬂiﬂﬂﬂ'lmﬁﬂ

(u ) LLﬁSd’JHLﬁUQLUﬂMW\SﬂWU (O ) oo e 77
A =Y I's Py W @ [ =N o

faoUN 3 NﬁﬂWi?LﬂSWSﬁ%@HﬁLﬂU?ﬂUﬂﬂ%ﬂﬁﬁuuﬂﬂﬁ‘uﬂﬂéﬂ‘iiﬂﬂﬂ‘ﬂﬂ?']ﬂij

~ @ [ Y o o Yy a ) A

LﬂU'Jﬂ‘UfﬂiﬂﬂﬂWiQﬂﬂ'lﬁ‘lJWUﬁﬂli’N@UﬁIﬂﬂﬂunlﬂﬂ"llﬂﬂi']u@WﬂTifUuﬂu 611‘!

o [ [ A A L4 1 ! i f W '
ﬂnﬂﬂﬁgﬁ‘lﬂ WHIATAYT ’Jkﬂﬁ‘é’,ﬁﬂ’ﬂwLLG\ﬂﬂN"UENﬂ’]LﬂaEJ‘UENﬂQ'JJﬁ’J’E)fJN

(E-EESE) . vverrveseevsersesseeessesesssenes s 84
5 AgUHANTITY BAUTIIND HAZTBITUBUUS o 92
GITURRL e 92
D BUTVIHE oeeeeeseseses s 97

B LU DI oo eeeer s 99



a3y (919)

a LY
YN YU
LT T VR 101
IV I oo eeeee oo emseses R R 104

AMANUIN N uuuﬁaumwuﬁww%uﬁﬂixﬂGUﬂws .......................................................... 105

MANUIN U uuuaaunwuﬁ1ﬁ§ugﬂﬁ1 ....................................................................... 118
9 d' 1

AANUIN A S IUDIMITUT M. ereverereesnnsreessesgiice it st 127

AAAHUIN D A IOC oo eeeeeeeeesssss simseesestie s sig i 129

ST RUBUBIITY...ocerersrsmct s e s 134



A190YMI

o )

AN nul
[3 ¥ 9/ ¥ A o A o o =)

4-1 i]’]u'JutLa&";i'P)Uﬁ3qlﬂﬁ%ﬂigﬂ@ﬂﬂ'ﬁi']u@']ﬁ'ﬁﬂ]uﬂu Bluﬂ'llﬂﬂﬁi'i']‘]ﬂ WHIAYALYT 53

49 $unazdevazveedoyania TUREINUTIUBIMITUYM e s 55

QU
]

1 9 )
43 QAUAHUDIIMUOWNITAIU s i e 58
4-4 funde andvauunasgiu msudannuvang naznsIadmuvealledsaIu
a Y] o
Yszaumsnaavosdusznoums TUAUMAATBIA . e 59
4-5 Aunde audeuuunsgIu Maudeanumuiiy jaznstamuvesiledediu
32 aumInmAvDIRUTEABUMT TUAIUTIND s 60
4-6 AURAL ANDOBUUNINTFIU MItlaanuvg wazmssadvuvesiletvdiu
Uszaumsnninuosdiliznoums TUAUMTIANUIG e 61
47 sumdeandoauuinasgiu misdannuning wazmIdadrnuveosiledy dau
g/ 1 a
ﬂizﬁummammmg«jﬂizﬂaumﬂué’mmsmmsummmﬂ .................................. 62
™ P oA @ " ¥ o w )
4-8 wammmwmayjammgmmnumiﬂﬂmﬁqﬂmﬁuwuﬁmmQgﬂs:ﬂaumﬂu
[y RR Y a 9
0o AU TUAULIRARTURITARIN et 63
=N a9 9 a o Y] 9y o o o 9
4-9 wami’;mswwﬂuagammgmmﬂumi%ﬂmignmauwuﬁmmg«,ﬂﬁzﬂanms u
9 t-ﬂ' U 9 a d' Y] Y=
0o 41 TR RN ITUADIMANA. s 64
a 2.9 9 o o Y o o 9
4-10 wammﬂswwmaqgammgmmaumaimmsgﬂmauwuﬁmm@ﬂﬁzﬂﬂums Tu
9 =% Y a 9 Y
£ QT U TUA T IRAR TGN 65
a Y ald' o ) Y o o o Y
4-11 Nammﬂﬁw‘\my,ammg!,ﬂmnumi%ﬂmiqﬂmﬁnwuwm@ﬂszﬂaumi Tu
9 o 3 a Y o a Y a
210113 AT U TR IR IUAITUAAZUTNT s 66
a a9 9 a o o Y oo o o Y
4-12 Nammﬂﬁwwmagammgmmmmﬁ%ﬂmﬁQﬂmﬁuwuﬁmmgﬂszﬂwms Tu
Hupmmsdiuludumsi msdamsgndiduius WGIR. .o 67
a g 9 9 a o 1] 9y o o o 9
4-13 wammmswﬁmay,ammgmmﬂumiimmigﬂmﬁuwumm@ﬂssﬂaumﬂu

o 3
T Y TN OV S R KL LA RN 68

o«
a @ @

ar 1 Qs ) o } o 1 Y
4-14 anwiud lugy mdulszansandunus sennatlatvaaudszaumsaaany
o

sld' Y w Y v W 9 b3
mmgmfnﬂ‘umsimm'sgnmauwuﬁmmgﬂﬁzﬂaums“luﬂﬁzmmmmms

R.

Ftju TUBUABATT1TT TINIAVDUT s 69

g



15119 (AD)

A1319N

o v ) v A o 21 LY @
4-15 %TH’JULm‘&,’iﬂUﬁ%ﬂl@QQJ‘Uiiﬂﬂﬂullﬂﬂaluﬁu’mﬁ1§ﬂlu1_!u1u81tﬂ6ﬁi51"1)’1 PWNUIA

° b4 = gy a = Yy a
4-16 s Zovazueanganssuveadus Inaau Inslumaidenlduims
kY A
Y OIMITRL oo s

as v o
417 Tawanveamstamsgnmduius

A 4 a Y as o w d a ~
418 wamsinszideyannufifsafumsianisgndiduiug ¥oaffu3 Inany Ineh

oY R o a 9
1]@@311!@11415@1‘!1! AULUINAATIUNITAN R

= Y ya a a Y o o o 3y A
4-19 Wﬁﬂ']i')hﬂiTZﬂﬂUﬂlluﬁﬂTlﬂngﬂU'Jﬂ‘Uﬂ'ﬁ%ﬂﬂ'\igﬂﬂ'\ﬁuwuﬁ maa@uﬂﬂﬂﬂu%ﬂ“ﬂ

1
I

9/ =Y { s s
1l g uinfamnefunNuang

YU RTULUAIARNT TR SN ccceenecemnememmceamimeememe e

A Y
UADITUDINIG

= a9 ¢ @ @ Y o o Y =~
4-20 Naﬂ”lﬁ'llﬂﬁ’lzﬁ“Ui’)i&ﬁﬂ')'\ll?jlﬂﬂ?ﬂﬂﬂ'ﬁﬂﬂﬂ'\ﬁ@lﬂﬂ']ﬁllwu'ﬁ ﬂjmamiﬂﬂﬂuq‘ﬂﬂ‘n
J £Y

v 9 ~ a 9
H$ADIIUBINTY U ﬂWulLu']ﬂﬂﬂ']ugﬂﬂW

Q

JY Y o ol

421 WANTIATIZHABYAANUSINBIAIATIAMIGNATAUNUS voefu3 Innau Inoh

Saed oty ARt aud ez Us s

RN AL R O A AL i G

e

a gy ¥ A [ o Yy o o 9 o P
4-22 Nﬁﬂ'ﬁ’Jlﬂ51$ﬂﬂl@3§,aﬂ31u§jtﬂﬂ'}ﬂﬂﬂ'ﬁ’Oﬂﬂ'ﬁgﬂﬂ']ﬁilwuﬁ ﬂl@ﬂﬁﬂiiﬂﬂﬂu‘l‘ﬂﬂ‘ﬂ

s Y A o o Y o @ o a wa
URDITUDHITUY ATUDITU] ﬂTiﬁ]ﬂﬂ"\ﬁQﬂﬂ'\ﬁﬂwuﬁ "l‘]_llIQUﬂ
¥

e

:]

L4 Yy o o o

423 WANIIASIZHLDYAANUFNBIRUMITAMIGANMAUNUS yofu3 Innaw Inui

u Y

a9 = Y L4
S0 U0 AN AU TATIATIOIANT. vt
a 4 1 { @ 1 o
2d wanisSins iz andvesdeyaitafuefdmyanaveafu’ Inaau
@ a a v w o
Ty et unaaadumssamsgniduius voduilan

a 4 ' = s w a
425 wamshnsrHanuaniwesdeyaRnIfuiiuduyanaveus Inaan
[ a o o o & a
Ino dworgiunudadumsiamagniduiug LR TR L R —
o 4 N o a LY o
426 Hams3nszianuuanseesdeyafoafuflefudnyanaveduiinanu
Y =2 @ a 9 o Y o o gy o
Ty dumsaneituuuiRagums iamsgndduiu iU LT 10 e
= « T = [ o a
4-27 namsSnszianuuandeseyanifuiliidmyanavesdu’ Inanu

s a o v o d )
e duseldduinaadumsianisgndrduiusveduilnn



MNN

s UYMN

o
S B ATUIT DU e eerssesesressre s s 9
AU EAURATTARIN . eeeeerereereeeeenns e s 17
e T LY T RS SRS 18
A ANOANTTUAUT Tt b 38

SUUNANTTUUTIAN HT SR THOOTY.oo i 39



