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5\4920212: MAJOR: SMALL AND MEDIUM ENTERPRISES MANAGEMENT;
M.M. (SMALI.: A‘I:IHS&MEDIUM ENTERPRISES MANAGEMENT)
KEYWORDS: RELATIONSHIP/ SATISFACTION OF PRODUCT AND SERVICE/
LOYALTY OF CONSUMER
GUNLADA WANNEE: RELATIONSHIP BETWEEN PRODUCT AND
SERVICE‘-SATISFACTION AND CUSTOMER LOYALTY TO SWENSEN’S
ICE-CREAM IN MUANG DISTRICT, CHONBURI. ADVISORY: SOMBAT

THOMRONGSINTHAWORN, Ph.D. 126 P. 2013.

This research was to study the relationship between product and service
satisfaction and customer loyalty to Swensen's ice-cream in Muang District, Chonburi,
This research was quantitative research. The purposes of this papers were to study the
effect of personal factor to the customer loyalty and to study the relationship between
product and service satisfaction and customer loyalty of Swensen’s ice-cream. The
research tool was questionnaires,

For the research findings, the papers found that most of respondents were
women, 20-29 years old and students, and had bachelor degree, and monthly income
below 10,000 baht. For product satisfaction, service satisfaction and consumer loyalty
factors, they were in the high level.

For the hypothesis testing, it found that the consumers of Swensen's
in Muang, Chonburi who had different carcer status, gender, age, education level,
occupation and monthly income level had the different level of loyalty significantly in
statistics at the level 0.05. Moreover, from testing the relationship between product
and service satisfaction and customer lovalty to Swensen's ice-cream in Muang,
Chonburi, it found that these relationship were related in the highly statistically

significant level in postive relationship level 0.05. Thus, this hypothesis was accepted.
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Scale Mean if

[tem Deleted

Scale
Variance if

Ttem Deleted

Corrected
Item-Total

Cosrelation

Alpha if

Item Deleted

Jadannunansloludrdusi vewnslan

- 3 PRy
2. 4penlgdmnmunange uas

n39uABN AR TornS uRRAATY 153.10 333.059 771 958
2.5 inanvatsasd Iiidanie e 152.83 337.247 546 959
2.655ANA R0 0oms 1T TR

Ao 152.90 334.438 695 958
2.1 @T0IRIIATITUAT IR 10 152.97 333.206 501 960
2.2 juuunnaaniag lesniy Ty

azaan wuliauass 152.80 334.855 639 959
2.3 UTs YA IR AW 152.93 328.064 716 958
2.4 s AR A UM UL

AW uazanWves laanin iiaamu

unzogldhmiiy 153.20 334.855 661 959
3.1 Wimungas leanan luie song

ARIABLTID 153.03 336.792 609 959
3.2 Ty lestns mming e umeinia

A9 1 T e bl St

AgETu W amaniadun asalaeum
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33 Deswandieuis whewyams

wudug Hawsofutlszniugiy

Tonnsuanusud 152.93 334,478 563 959
4.1 Yaswmsvwaruiuinuae e

Anthil Tdedamuzauassls 153.23 332.323 607 959
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Item-Total Statistics

Scale Corrected
Scale Mcan if Variance if  Item-Total Alpha if

Item Deleted  Item Deleted  Correlation  ltem Deleted
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1.14 wiinamuiinnueals il
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2.1 wiinawwead i lornduanuaud
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2 4wilnavaed 1 lernd umauesu d
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<& s = 1Y = 4
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Scale Corrected
Scale Mecan if  Vanance if Item-Total Alpha if
Itemn Deleted  [tem Deleted  Correlation  Item Deleted
3.1 WNOUABUAUBIAI A DINTT
vaagna larun e 153.30 345.803 158 961
saeusmdiuyims luinlesndu
anugud 1dan wazazain 153.23 341.495 309 960
33 Dewnszeesed 19an 1 o e
ABEILABINTUBIGNA 153.00 333.379 631 959
4.1 wiinanitiuimavesfuynaud
Wbz arwannsalun
IWU5n156 nazgndes 153.00 335.517 591 959
42 Fassuumsdemtugniifi
LEER G R 153.07 332.685 649 .959
5.1 winamuningsa wilaldgady
iHhiee1ad 153.17 330,282 764 958
5.2 winauldunsauanudeants
fignidoavald 153.17 325.730 834 957
TofurrmAndvesduiiag

128udvennd dans U msiia
voedw Wiuauisonsw 153.03 332.654 677 958
s28udfesuusiviten / nsouada/

auginldanlduimg 153.10 330.645 749 958
2.1 sudlFudmadud o dulse s 15327 330.133 606 959
2.2 Buduunihliieu wieauaiin
wiaauluaseunia Wadnsadesalul 153.10 329.748 785 958
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Scale
Scale Mean if  Variance if

Iem Deleted  Item Deleted

Corrected
Item-Total Alpha if

Carrelation  Item Deleted

= o 1 o é’ 1
3.1 Bl rinmisdsuauagg

r r o & ) £
danaston Ui uiTuTmaEua

153.27 338.340

320 961

3.2 oudlausnisae 1y vind w loarda

v g o
arnasud dmsUiuanea

153.67 332.500

961

4.1 vau uazlszvula anodemnu

o 1 o oy A
Lcﬁuﬁjﬂﬂﬂ’ﬂvl,@ﬁﬂihﬂﬁaﬂll

i53.30 328217

812 958

4.2 YrzviuTaliusnie s an

o Y% = W . o
Fuariau Indthu uae i snisng
a1 e Y ¥ w 3 .
Fadadumbiduaufiaudainsian

I¥avaans v Waalszime

153.23 331.289

789 958

g 3 o oA W o
5.1 H]u‘j T‘L!Ul@ﬁﬂ‘jiwﬂ’c]ww?%‘]f@ﬂua:'

atlulsuiniige

153.27 330.340

748 958

52 DN RTeANEEINUANADINTG

ldaglule winiga

153.17 329.040

17 958

Reliahility Statistics

Cronbach's ‘F
|
Alpha Based on |

Cronbach's | Standardized

Alpha i Ttems

N of Items

960 : 963
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Investment for the Franchise of Swensen’s Ice Cream Parlor

VUIAWUT / Space Uruim 100 8330,/ approximate 100 sg.m.

$1IUMIA / Seating 5z 60 N/ approximate 60 seats

1| usnueeani1ali / interior Construction

2| QUIEUUIRINGSY / Electrical, Sanitary and Air Condition System 2,070,000
3 | awthe Signage (ﬁmé“uwﬂ'w%’mﬁmxam / Single Front) 100,000
4 | swainines + g1ln + Thowy / Sticker + Picture + Menu Board £0,000
5 am;ﬁ’fg / Chairs + Tﬁz / Table + 1yW1 / Booth & Bench 275,000
6 QTNWJ?){ﬁLi]E)%ﬁBUﬁTJ / Loose Furniture and Knock Down Counter Cabinets 400,000
7 Nu’@ﬂﬂ‘iiﬁ W Stainless / Equipment + Stainlcss (’i?‘lJLﬂé’;’eNﬁﬂﬁu) 1,500,000
8 | A1ODALUDIIUANLAY / Interior Design 80,000

9 | MPBnILNUITULITINGSU nazIaizya / System Design

10 ‘Fi']ﬂ?ijﬂllﬂuﬁﬁlﬁ%)N / Consultant Feec 265,000
11 AuInsdwn / Telephone 4,000
12 ’?ﬁLL’V\liuul"lf’&W / Franchise Fee 1,500,000

911334/ Total 6,274,000

= = I s pry =
HUBE - TN Lﬂmwmﬂwmmmﬁ‘ﬁaqiug{uamaﬁ’mmmnuuaﬁmsmmm

1937 1D uazds T idyan iy
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1oawlsulydusnen dyan 10 T sz Tuinsudda) . 1,500,000 1%
2, uanuaan1ely tazauIz1IAINg 1 2,200,000 1N
3. UIAT BN MBI BIFLA LI 1,500,000 1N

Y o o o o -~ o A 4 = '

4, 91uihe /iy /iMaitieesnoudd /ABURIADT IATBAALIEY /M 00,000 1N
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