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Customer Relationship Management and Motivation Affecting Consumers’

Behavior in Purchasing medicine in The Wang Thonglang Community
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ABSTRACT

The objectives of this research were to study personal characteristics of consumers
using the service of pharmacies located in The Wang Thonglang Community, to study customer
relationship management and motivational factors affecting their choice of buying medicine, and
compare customer relationship and motivation influential to their choice of medicine based
upon personal characteristics and marketing mix. The Population used for this research were
consumers who buy medicine form pharmacies located in The Wang Thonglang Community.A
sample of 400 customers were selected. Questionnaire were used as a tool in this research. The
data was analyzed by using the statistical mean, the standard deviation, independent-sample t-
test, one-way analysis of variance and the Chi-square test. The Level of significance used was
0.05.

The Outcome of the study indicated that the overall scores on marketing mix, were

high on a given rating scale (& = 3.87). The factors ranking, in descending order of significance,

were product, channel of distribution, market promotion, price and personnel. In addition, the

overall scores on customer relationship management, were highest (X = 4.26). The Factors
ranking in descending order of significance , were personal selling, event sponsored, advertising,
sales promotion, direct marketing and public relation The Study of the relationship revealed
that respondents with different personal factors (sex, age, education, occupation, monthly
income) did differ in their viewpoints on marketing mix (product, price, channel of distribution)
influential to customer relationship management and to motivational factors affecting

consumers to purchase medicine at 0.05 level of significance.
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