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57750124: : MAJOR: BUSINESS ADMINISTRATION FOR YOUNG EXECUTIVE;
M.B.A. (BUSINESS ADMINISTRATION FOR YOUNG EXECUTIVE)
KEYWORDS : CUSTOMER RELATIONSHIP MANAGEMENT / SERVICE QUALITY
REPURCHASING OF PRODUCT AND SERVICE

SONGYOT CHURASRE: CUSTOMER AND SERVICE QUALITY
RELATIONSHIP MANAGEMENT AFFECTING TO REPURCHASING OF PRODUCT AND
SERVICE AT ABC CAR TIRE CENTER. THESIS ADVISOR: SUPASIT LERTBUASIN,
PH.D., 79P. 2016.

This study attempts to investigate customer relationship management and service
quality toward repurchasing of product and service at car tire center. The data were collected by
questionnaire and the subjects were randomly selected with convenience sampling technique. 400
respondents were customers using the service at car tire center. The statistics to analyze the data
included descriptive statistics which were frequency, percentage, average, and standard deviation
as well as inferential statistics which was Multiple linear regression.

The findings reveal that the majority of the subjects were males (54.25%), were
between 35-45 years old, have resided in Nakhon Pathom Province, obtained secondary school
certificate or equivalent, were married, were self-employed, earned the average monthly income
0f 30,000 - 40,000 baht, used personal car, preferred Michelin care tire, and the most popular
reason to have a service at the car tire center was to recap.

Customer relationship management influenced repurchasing of product and service at
ABC car tire center at statistically significant level of 0.05.

Service quality influenced repurchasing of product and service at ABC car tire center

at statistically significant level of 0.05
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1. Reliability ( ) mnmemsaie: Ensawi Iddgadugnd 14
TAathagndes Tasiiidosfigyiumie

2. Tangible (Fefiannandudasld) woaginsal s A1

Farql#lunisramane

3. Responsiveness ( ) rmudulafias T msadiesadas
AuAfz I iogad)

4, Credibility (nanninodia) nniadadisoioldvasd iz

B. Security (nasiuaalasasio) s wainduai w1 udswaza I ua i

6. Access ( ) 14Tavazmnuazrunsonesadoms 144
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8. Understanding the customer ( ) nnaiez
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. I:l.l' (=1 :1 ] L} A =
Timaass anwmiuaue ildgadiamidedelunasgunsiuims aunsaliany
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(Competence) (Courtesy) fin o dai

avmniuTaliudandl (Credibility) uazaanniuanlaoaiis (security)
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3. Tangible (Feferunso: ) dnvuzniamenmesnnaiadasiior
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(Customer understanding)
5. Responsiveness ( ) anudulafiag T sy (erompiness)
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uazwolalunmnmuazufmai 165y

2. nﬁéﬂﬂuwﬁxﬁ1mm:~i1uﬁumﬂ:gﬂﬁ’uﬁﬁﬂ*:'mtﬁﬂﬁmm:"lf-m"lmmzﬁ}ﬂﬁu’lu
it nisiin

oy - as o, -
3. L‘i."l"J'LI‘E‘I'{‘! ANFURBAUAZNTHHIUNA

o £ %
uIRANA NYEAMSYoN
i - X g
(2543, 28-31) Tanardinpdansiunmi¥onsiuin uas
. N, 2
wganssunawed il
3z

N3O AT (Initial PUrChase)
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L (Extended Problem Solving: EPS)
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2, (Limited problem solving)
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Aundininavedanmnm ( )

eduge atuihiumiaymartanizay 0.05

AuaTwasinAnAveagni i laEmasumangaIno $198 (o )
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gfinlfiinsnasngelee fida )
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Hadan#an one-way analysis of variance multiple regression analysis
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auuAg i 1 fdsmuyanaveagniiuand aiinadon e nAna luas

adanldfe west, F-test, One-way ANOVA
AR 2
AUt nsTainsuioud nadiAn 1T oMl goud $iia uandaducdanld ultiple
regression
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TAULAFINN 4
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(Analysis of covariance : ANOVA)
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4. Aoy id AR i endludlonudan
AUUUNMITNATOU (Try-out) NUNGUAIDEI T1UIU 30 AL
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[
A

wdnh linaaey (Try-out) S1uau 30 ya funquilsznnsiiiguemnialndifesiungy
a 1ok 1 ol Vo o e o w o
aratilumsmmnmdeny Tannmdullizins Cronbach’s alpha AMAMATN52T05
uoa¥ (Alpha coefficient) ¥10NI LAZNINY 0.7 (Nunnally, 1978)

A1 W NNNILAZINY 0.7 §1M5UUI8 1AeN5E1579 (Survey research)

1 1 1 % o % a @ J

A1 UL UINNIALIINY 0.8 d115UNUITE TAgWUF U (Survey research)

A1 WINNIWAZINY 0.7 dmsumsaadule (Survey research)

o i A A " [=1 v A & o i

dmsumamauiede ldudazuuy tumsioamaneiedo 14 duitludd
wuagtuginetions G ldifu 1.oo mswlanmumnemanuiedalinusiaiuaiiiem

3-1



28

- 4 1T @ a 4 .
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2. winamninzdhidnan i Tlsunsy Sanfasnd mszdnisiidam
(o) (Hy) (H)
Multiple regression analysis Tassiarsadon lvanudiniudvnsdunlso

faraz ol I mdutusdues ovulticollinearity)

1 VIF 10

2. Tolerance 0.1

3. Durbin-watson 15-25

4, (Linear
relationship)

aanAgIvEeui 1 Sradomsdosaudmaz

Hy: fnasamsgemiauduaziio; yBaUaIEATI 0N

H;: fnadamsdesiudunziinsve spuiimang

(Multiple regression analysis) 14w
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Aanlsfieunaminnaiiarunis Ragression

Model Sumofsquare  df Mean square F Sig

Regression 31.076 4 9.260 30.423  0.000*
Residual 120.344 395 0.305
Total 157.419 399

*Iivdamnisananizay 0.5

PnATd 422 samsiansianunlslsnmaede Sdualidassig
At Audlsaiimansoiunadarums Ragression F-test
F 30.423 P-value 0.000% i & (Hy)
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13191 4-23 SHARDNTT O
Unstandardized Standardized Collinearity
coefficients  coefficients statistics
t  P-value
B Std. Bata Tolerance  VIF
error
A 1702 0.358 4752 0.000
L. 0.166  0.089 0.106 1859 0064 0591 1692
(x)
2. 0040 0.041 0.043 0974 0331 0976  1.02%
(%)
3. 0.153  0.069 0.118 2221 0027 0693 1442
(%)
4, 0286 0.043 0.346 6623 0000 0709 1411
(x,

DIAn1T 140 423 msnaaeudou luves Multiple regression analysis
ﬁwmfiﬂmﬁﬂ'ﬁ'iﬁuﬁ'ulﬁ:ﬁf‘rlwmqutfu?ﬂﬁmu'iauu'ﬁ

(Multicollinearity) 1iinss1n Tolerance 0.1 VIF 10

AT 4-23

Avn }iﬂ%ﬂﬂgﬁuﬁmmﬁﬂ'iimﬂaﬁ'tiﬁu? AI5ETOOUA WU

P-value 0.000*

f?;ﬂf-él’lﬁuﬁ'umw?ﬂ‘twmm;ifuﬂﬁﬂﬁmamuuﬁ{ (v) Tasfionnsoadwaunisaanon Ty
Unstandardized 1dasii
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¥ = 1.702+ 0.153x,+ 0.286x,

i Y = ﬂ'l‘i'%ﬂ“]?'Iau#'llmﬁI.I?i'l'l'j"l!ﬂdf‘f'lltrlrﬂ?fl"lﬁﬂ'lﬁﬂﬂ'uﬁr
X; =
X, =
£ T ATARIANADLTOINTNEINTS
nouaTa i saadardized 144}

Z¥ = 0.0692x,+ 0.042X,

] A m oy & o &
o ZY = ﬂ'l'i"b’ﬂ"ﬁ"ll"['ll‘l'#‘lilﬁm’U':if']'l'.T"Lli‘Jw'lﬂ"l!UU'iﬂ1?U13?ﬂﬂ1lﬂ
2% =
IX, =
4 A
(X3) LT 1
' v A2 - = ) oadod - w
‘ﬂxﬁﬂﬁﬂﬁ'ﬂﬂ'ﬁﬂ'lﬁfliﬂ“]i'lﬂ'llﬁ’llm:il]‘iﬂ1ﬁﬂﬂ4ﬁ1lﬂ1]ﬁﬂ'I'ﬁ[.lH'ii."If.l'l.lﬂﬁ'i!J"I.lH 0.153 717153
o ! 1 " e ¥ @ & oy o
(X4) WU 1 wua ﬂﬁﬂ&ﬂﬂ'ﬂﬂﬂ'ﬁﬂ'I'i:HE'I'"IS"I‘EI"I.J'ﬁ'Illﬂﬁ'].l'iﬂ’l'i‘ﬂﬂﬂf!uﬂﬂ'iﬂ'l"iﬂH'j'r'.'IEIl-E'Fl

g -rh‘ = L]
iy 0,286 0.000* &asininen

0.05
13197 4-24 Sradon s Bosaud
R R square Adjusted R Std. error of Durbin-Watson
square the estimate
0.485 0.236 0.228 0.552 2.003

A15190 4-24
dy ¥ . 5 o & o &
n'ﬁ-'mq?muffumx-u*imwmquﬂmmwluﬁnmm*mr
P P ai o o o
mnlszinsornduius (R AU Uy 0.485 1

d’ ¥ o . Y a, e
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Tasfimdnlszing (R Square) i 0.236

J # oy oy ooy £
AOTUAWOZUTNITVDAULLT MIL1TO0UA 1§ 236
n2 HHAADMTHON A WA UTNITY0
H,: TiHnAan s Aamiud mazs
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(Multiple regression analysis) 14w

oy

- =1 L e W w
151N -4-25 arulslsremaae: Naalsdassiiauduusiy

Aanlsfiennaminnadisrums Ragression

Model Sumofsquare  df Mean square F Sig

Regression 64.353 5 12.871 54,489  0.000*
Residual 93.066 304 0.236
Total 157419 399

*iv@dgmantanszan 0.5
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woooca oo - o H
ArmdiusnudnaliamiannIminnafmms Regression

F-test F 54.489 P-value 0.0000% siufia Afsauudgvdn
(Ho) funsemsdemiudunzainsuosuifnsnesanud Tasidn
Tadmiialy s n'ﬁ'u?ﬂ'1'j-ﬁﬁJu31]ﬁﬁmﬂ*nuth.ui';nﬁmmzﬂ'm'1%1‘1-5?11“3

A lou 1 dwiiinmudniusmudunlsam
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15190 4-26 T e AR
Unstandardized Standardized Collinearity
coefficients  coefficients statistics
t  P-value
B Std. Bata Tolerance  VIF
error
Al 0825 0.261 3162 0.002
1 mimfEmsid; 0.044  0.050 0.045 0882 0378 0.0664 1506
(x)
2. ayuniwietenazate 0645 0,082 0490 7819 0000 0665 1504
(%)
3. 0205 0.077 0.188 2656 0008 0998  1.002
(%)
4, arnfula 0.074  0.070 0.056 1.045 0.297 0.998 1.002
(%)
) 0132 0071 0.114 1877 0061 0998  1.002
(%)

*Tivddgmantanszdv 05

$InA19190 426 nrsmaaouion lvuas multiple regression analysis
fundenirdosiufuos:

(Multicollinearity) iiasan Tolerance 01 VIF 10

IR0 4-26
e AT A TraTe MITYBRUETMTETROUA HU P-value
0.000* Snnudniussudwlsa e matedaudun:
(Y) Tasiernnsoaduaumioanosl
Unstandardized ‘it
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= A ARTANAIUYBINTNIATAT
% Standardized ‘14 sii

Zv = 0.490zx,+ 0.188zx,

din Zv = mstedhiufmwazdnsveaguitiniseisooud
X, = arndnsenonazam 14114
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armiiodonnza 141014 ()
iy 1 [ [ o Fm £ o o R 1
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0.645 Xa) LAY 1 V190 92 MIHAADMINITF0MTUA LA 1TNTY
oy & o a-f

i:hltfumwummnumwuw 0.205

0,000 & asidtosnd 0.05

- = 1 ay ey oy & my 4
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R Rsquare  Adjusted R Std. error of Durbin-Watson
square the estimate

0.639 0.409 0.401 0.486 1.940
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AsgatAuf RN s ve Ui T eI RoudATA 63.9
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Many housing development projects had improved their presentation on products and variety of promotion which could motivate and convince customers to make
decision. In Pattaya City, there were many housing development projects which presented their distinctive point in order to gain more market share from their
competitors. Therefore, the researcher examined factors affecting housing purchase decision in Pattaya city, Chonburi Province, in accordance with marketing mix 7Ps.
The findings revealed that the personal factor which had an effect on the purchase decision of housing development in Pattaya City, Chonburi Province, was
gender. It affected purchase decision in only one aspect (product). On the other hand, age had an effect on promotion aspect, production aspec, and physical
environment aspect. The level of decision making on promotion was highest and the level on production was in the lowest level. Marital status had effect on purchase
decision on personal aspect (service officers), production aspect, and physical environment aspect. The level of decision on promotion aspect was reported in the
highest level; however, the level on personal factor was in the lowest level. In addition, level of education had effect on purchase decision in many aspects, i.e. product,
price, production process, and physical environment. The level of purchase decision on product was in the highest level. In contrast, price aspect was reported as the

lowest level.
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ABSTRACT

This study attempts to investigate customer relationship management and
service quality toward repurchasing of product and service at car tire center. The data
were collected by questionnaire and the subjects were randomly selected with
convenience sampling technique. 400 respondents were customers using the service at
car tire center. The statistics to analyze the data included descriptive statistics which
were frequency, percentage, average, and standard deviation as well as inferential
statistics which was Multiple linear regression.

The findings reveal that the majority of the subjects were males (54.25%),
were between 35-45 years old, have resided in Nakhon Pathom Province, obtained
secondary school certificate or equivalent, were married, were self-employed, earned
the average monthly income of 30,000 - 40,000 baht, used personal car, preferred
Michelin care tire, and the most popular reason to have a service at the car tire center
was to recap.

Customer relationship management influenced repurchasing of product and
service at ABC car tire center at statistically significant level of 0.05.

Service quality influenced repurchasing of product and service at ABC car

tire center at statistically significant level of 0.05
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