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Abstract

This research aims to 1) study the purchase decision of furniture products in the Bangkok
Metropolitan and Peripheral Areas, 2) examine the customer relationship management influencing the
purchase decision of furniture products in the same areas, and 3) investigate marketing mix factors affecting
the purchase decision.

The research findings were as follows:

1) Purchase decisions for furniture products in the specified areas are generally high, with
awareness of the problem being the most influential factor, followed by alternative evaluation and post-
purchase behavior.

2) Customer relationship management influencing the purchase decision of furniture products
in the Bangkok Metropolitan and Peripheral Areas is at a high level. When considering the aspects with the
highest average ratings, communication management stands out, followed by understanding customer
expectations and building relationships with customers.

The multiple regression analysis reveals that the combined independent variables, all four
of them, explain 65.80% of the influence on customer relationship management affecting the purchase
decision of furniture products in the specified areas. Among these variables, communication management
(X10) has the highest impact (B = 0.339), followed by relationship building with customers (X,) (B = 0.330),
understanding customer expectations (X;;) (B = 0.246), and customer follow-up (Xg) (B = 0.178). The
regression equation can be expressed as follows: Y = 3.876 + (0.339X,,) + (0.330X,) + (0.246X,,) + (0.178Xy).

3) Market mix factors influencing the purchase decision of furniture products in the Bangkok
Metropolitan and Peripheral Areas are overall at a high level. When considering the aspects with the highest

average ratings, sales promotion has the highest average, followed by price and product.
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The multiple regression analysis indicates that the combined independent variables, all
seven of them, explain 77.60% of the influence on market mix factors affecting the purchase decision of

furniture products in the specified areas. Among these variables, the most impactful is the marketing
promotion factor (X,) (3 = 0.362), followed by price (X,) (B = 0.248), product (X,) (B = 0.157), personnel (Xs)
(B = 0.129), distribution channels (X5) (B = 0.104), physical characteristics (X,) (ﬁ = 0.084), and service

processes (X¢) (B = 0.059), respectively. The regression equation can be expressed as follows: Y = 2.991 +

(0.362 X,) + (0.248 X,) + (0.157 X;) + (0.129 X5) + (0.104 X5) + (0.084 X;) + (0.059 X).
Keywords: Decision; Customer Relationship Management; Marketing mix.
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