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ABSTRACT

The purpose of the research is to study the decision of customers on buying the second
hand cars, to investigate customer relationship management of the second hand cars, and to find
some useful suggestions for the decision on buying the second hand cars. The samples were 400
customers of the second hand cars. The instrument was a questionnaire with a .92 reliability
index. The statistics used were mean, standard deviation and multiple regression analysis.

Results of the research are as follows:

1. The average level of the decision of customers on buying the second hand
cars in Muang District, Maha Sarakham Province was at a high level. (X = 3.78). The four high
rated items of the decision were product (X = 3.86), price(X = 3.80), sales channel( X = 3.76)
and marketing promotion (X = 3.71) respectively.

2, The research findings indicated that The customer relationship management
significantly influenced the decision of the customers on buying the second hand cars. The
correlation coefficient index of the two variables: appropriateness of technological '_application
and customer care was low at the .05 level of the statistical significance (rxy= 444). Regarding the
multiple correlation coefficient index was .708 (R = .708). The percentage of the variance of all
indepéndent variables was 50.10% (R* = .501), The regression equation of Z score was
7 =008x,+.675 x,+.015 x,~.114 x,

Conversely, the two independent variables: building customer profiles and
implementing customer relationship program were not significant at the .05 level of the statistical

significance. The improved equation of Z score was Z = . 679Z,-.118Z,



3. Regarding the frequency of suggestions, the most frequency suggestion is
building customer profiles. Whereas, the least frequent suggestion is customer care. Additionally,
the most frequent suggestion for the decision on buying the second hand cars is sales channel.

Conversely, the least frequent suggestion for the decision is price.
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Items Scale Scale Corrected Alpha
Mean Variance Item if Item
if Item if Item Total Deleted
Deleted Deleted Correlation

X1 146.1000 336.6564 ..2879 9205
X2 146.4000 331.9385 4280 .9190
X3 146.1000 335.2205 3299 9200
X4 146.5500 333.8436 3704 9196
X5 146.6500 339.1564 2159 9212
X6 146.5500 333.9974 3659 9196
X7 146.1000 335.2205 3299 9200
X8 146.6500 328.4897 5310 9178
X9 146.6750 325.8660 6071 9170
X10 146.6500 333.2590 3889 9194
X11 146.3500 327.7718 5509 9176
X12 146.4750 329.9481 4849 9183
X13 146.6500 328.5410 5295 9178
X14 146.5500 333.9974 3659 9196
X15 146.4000 329.5795 4984 9182
X16 146.5500 328.5615 5272 9179
X17 146.6750 329.5071 4980 9182
X18 146.2500 334.8077 3432 .9199
X19 146.4000 329.3231 5061 9181
X20 146.4750 329.6917 4925 9183
X21 146.5500 326.4590 .5904 9172
X22 146.4750 332.8712 3983 9193
X23 146.5500 326.3564 5934 9171
146.6750 332.3788 4128 9191

X24
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Items Scale Scale Corrected . Alpha
Mean Variance Item if Item
if Item if Ttem Total Deleted
Deleted Deleted Correlation
X25 146.6500 335.1051 3344 9200
X26 146.6750 329.9173 4858 9183
X27 146.6750 333.5071 3795 9195
X28 146.5750 328.9686 4956 9182
X29 326.8487 146.6500 5804 9173
X30 146.6500 330.4385 4727 9185
X31 146.7000 327.7026 .5495 9176
X32 146.7000 322.7795 6976 9160
X33 146.9500 335.2795 3626 5196
X34 147.0000 333.1282 3928 9193
X35 146.9750 336.0250 3057 9203
X36 146.5000 329.1795 5769 9175
X37 146.6500 325.3615 .6254 9168
X38 146.7000 327.3436 .5603 9175
X39 146.7000 3304718 4673 9185
X40 146.4750 337.3327 2676 9207
FRLIVEE!

1. N of Cases= 40.0

2. N of Items = 40

3. Alpha =

.9205
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