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Jittravadee Sombutmol 2013: An Analysis of Customer Relationship Management
Factors in The Nonthaburi Ornamental Plant Cooperative Ltd. Master of Arts
(Cooperative Economics), Major Field: Cooperative Economics, Department of
Cooperatives. Thesis Advisor: Assistant Professor Narong Koojaroenprasit, D.B.A.

92 pages.

The purpose of this research is to study the factors related to implementing customer
relationship management (CRM) in the Nonthaburi Ornamental Plant Cooperative and provide
CRM suggestions for the Nonthaburi Ornamental Plant Cooperative. Those factors are
integrated offerings across channels, improved sales force efficiency and effectiveness,
improved pricing, customized products and services, improved customer services efficiency and
effectiveness and individualized marketing messages. Primary data were used in this research.
The data are from 422 person consumers who bought the product from cooperatives. Mean,

percentage and multiple regression analysis were used in this study.

The study showed that the level of consumer opinions about improved pricing,
customized products and services, and improved customer service and effectiveness were high.
The research also showed that consumer opinions about improved sales force efficiency and
effectiveness were medium level. Moreover, opinions about integrate offering across channels,
and individualize marketing messages were low level. Finally, the analysis found that improved
pricing, customized products and services, and improved customer service efficiency and
effectiveness were factors which were related to implementing CRM strategy in the Nonthaburi

Ornamental Plant Cooperative Ltd.
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Reliability Coefficients
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NofCases= 422.0
Alpha Standardized item alpha | N of Items
.8255 .8624 45
Scale Mean | Scale Variance if | Corrected Item- Alpha if [tem
if Item Deleted Item Deleted Total Correlation Deleted
Q13 146.3270 135.5413 4420 8183
Q14 146.1730 134.1719 4295 8179
Q15 147.1919 136.1745 3938 8194
Q16 147.7773 140.2923 2473 .8233
Q17 147.2370 134.7371 A289 8181
Q18 147.2180 134.0426 4628 8171
Q19 146.0498 135.9334 4710 8182
Q20 146.6943 139.0156 2561 .8228
Q21 146.0545 136.0754 A497 8185
Q22 145.9905 135.4868 A279 8185
Q23 146.4597 132.3772 A871 8159
Q24 146.9716 137.5764 3189 8213
Q25 146.6137 134.7934 A280 8182
Q26 145.3033 139.2094 2348 .8233
Q27 145.2512 139.5710 2800 .8226
Q28 145.4692 137.9694 3659 .8207
Q29 145.4052 139.4720 2889 .8224
Q30 145.1967 140.1536 2565 8231
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Q31 145.5640 138.4460 3257 8215
Q32 145.2678 138.9186 2990 8221
Q33 145.1256 139.1030 3010 8221
Q34 145.3341 138.3275 3189 8215
Q35 145.1351 137.3665 3858 .8201
Q36 145.0758 134.5216 0997 .8445
Q37 145.2085 139.3483 2703 .8226
Q38 145.1919 139.9607 2284 .8235
Q39 144.6777 139.1976 2795 .8225
Q40 144.7962 140.0866 2098 .8238
Q41 144.6730 138.9997 2959 .8221
Q42 145.2441 139.1778 2230 8236
Q43 144.6801 140.6314 1477 .8252
Q44 144.9858 140.0093 .1766 .8247
Q45 144.9668 136.3647 .0608 .8468
Q46 146.4100 138.2520 2575 .8228
Q47 146.4242 135.9693 3681 8198
Q48 146.0308 136.0727 3863 8195
Q49 146.1801 134.1290 4234 8180
Q50 146.9289 134.8215 4376 .8180
Q51 147.1066 135.7582 3662 .8198
Q52 145.1303 140.5934 2303 .8236
Q53 145.0972 139.9787 2540 8231
Q54 145.2109 139.2405 2946 .8223
Q55 145.0782 139.7967 2014 .8240
Q56 145.1374 137.6200 3920 .8202
Q57 144.9787 138.7383 3610 8212
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MINAUINN 2 AFIVTDUVD YA ?’]ﬂ\illullﬂfnMﬁuWUﬁﬂTﬂiu@?!@\i (Uleﬂﬂ Autocorrelation)

Model Summary(b)

Adjusted R | Std. Error of Durbin-
Model R R Square Square the Estimate Watson
1 453(a) 205 194 2.10780 1.816
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a Predictors: (Constant), X6, X5, X4, X3, X1, X2
b Dependent Variable: X7

[ . d' YA é 1 d‘ [
f1 Durbin-Watson T]“lﬂﬂﬁ] 1.816 Gﬂﬂ@gﬂu“ﬁ’)ﬁﬂﬂ@lﬁﬂ
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Coefficients(a)
Model Collinearity Statistics
Tolerance VIF

1 (Constan)
X1 493 2.027
X2 488 2.048
X3 820 1.220
X4 826 1.211
X5 913 1.095
X6 613 1632

a Dependent Variable: X7
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AN Variance inflation factor (VIF) ftving ey 1unasian 4 5o 5

f1 Tolerance < 0.2 LAAIINNA Multicollinearity

1A VIF pndan 1 lufidwsoaszaalainu 4

N Tolerance NNe luTigala <0.2

o & v a = [ v o 1A . . .

aaiu s da sz lulianuduiusny (luifa Multicollinearity)
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Normal P-P Plot of Regression Standardized Residual

Dependent Variable: X7

Expected Cum Prob

Observed Cum Prob
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Residuals Statistics(a)
Minimum Maximum Mean Std. Deviation
Predicted Value 202223 | 304414| 2377% 1.06414 422
Residual -7.8768 6.0793 0000 2.09272 422
Std. Predicted Value -3.343 6.260 .000 1.000 422
Std. Residual -3.737 2.884 .000 993 422

&9

a Dependent Variable: X7

U A 4 2 A UK 4
AUDAYANUATIAAADY (Residual) =.0000 FITAUMADGUE

Scatterplot

Dependent Variable: X7
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Model Summary(b)

Adjusted R | Std. Error of Durbin-
Model R R Square Square the Estimate Watson
1

453(a) 205 194 2.10780 1.816

a Predictors: (Constant), X6, X5, X4, X3, X1, X2
b Dependent Variable: X7

ANOVA(b)
Sum of
Model Squares df Mean Square F Sig.
1 SegreSSiO 476.741 6 79.457 17.884 .000(a)
Residual | 1843 764 415 4.443
Total 2320.505 421

a Predictors: (Constant), X6, X5, X4, X3, X1, X2
b Dependent Variable: X7

Coefficients(a)
Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B Std. Error Beta
1 (Constan) 10.893 1.352 8.056 000
X1 062 045 085 1.371 A71
X2 018 041 027 436 663
X3 243 050 236 4.884 000
X4 100 033 144 2.990 003
x5 157 031 236 5.145 000
X6 -056 034 -094 1,674 095

a Dependent Variable: X7
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