U a -dyg Y a = Y a & a ke Y o I L4
nsdndulatesvesulam ndifnw flausnisaudusmslaleduasisy gamelaled

[

910

a8

UIITANS YURIMBDY

Inegndnusiifuduniesnisinumumdngesudmsgsiammndadio
AYIVIANGATUINTTINIUMUUNA UK N UUU N 2
Ui inenae uiniveaeAauing
Unsfnw 2564

AVaNdVRINMINEIaLAaUINT



L4

nsandulatetiveuslaa nsdldnw dliusnisauduinisinlemunsusy 4

[

munelalemi 30

Tne

UNITANT YURTMNBN

Inegndnusiifuduniaesnisinumumdngesudmsgsiammndadio
ANUIMANGATUIUITTININMUUTN WU N WUU N 2
UaginInenae uninenaeAauing
Unsfnw 2564

AvANSVRINBIINYaYAaUINT



RE-PURCHASE DECISION OF CONSUMERS: CASE STUDY OF TOYOTA
NAKHONPATHOM’S TOYOTA DEALER CO., LTD.’S CUSTOMERS

By

MR. Wanassaporn BUBPHATHONG

A Thesis Submitted in Partial Fulfillment of the Requirements
for Master of Business Administration (MASTER OF BUSINESS ADMINISTRATION
PROGRAM)
Graduate School, Silpakorn University
Academic Year 2021

Copyright of Silpakorn University



Wite nsndulagedvesiusing nsdfinw gldusnisauduing

Inledunsugy gamunelalesn 911
lng WILITANT YUNIVDS
#1971 UANGATUIINTTINAMTUNN UHY A UUU N 2
919138 nwman 919138 3. USeyayn m;uiwé

v a a [

Uaudinine1de univende@auing osuiinnsaneuli@biludiuniwesnisdng

ANUNANFNTUSUITEINAURIUEUNR

Y 9

(599A18715137158 A3.915501 Tun1tY)

NsaiuraUlag

& aa S

(599AANS115E 9. AVNY A396

(§928Aans19138 03, §3v1 15TIIY)

ANUAUUNRINGIAY

Us¥51UNTTUAT
= 1Y
91371589NUSNWInaN

HVSIAAIN1EUBN



60602311 : ¥ANEATUIMNTTINAMNUTUNA UKY N WUU A 2
AdAgy - NIAnaula, mis??asgﬂ, NUNITUNEY

w1y 2ans yunves: nsiaduladedivesduilne nsdanuw flduing
quduinislaledunsugy famiielaledn $1in e191358RUSnwineninududn : 819158

Y

A3 USeuayn vigulng

v v
v

nsiTeadsiifiymjavane Wednwnsdnaulatedivesiuilng nadinw u3ew
Inleduasugu g3mnelaledn 91dn Wunsfnwlaglduumiansddedmunin uagld
Bnsiiuteyasienisduniwalidedn dimsduaiuagiinnzideyanionaiseig q 7
Rerdes tlelsilddeyaiiudsylovironisiinsgunniian nansisenuin wiinnuwe
waznszvunEmMmheuiinnudndsalignauiansdnaulader adsanssivla
Teifugnén Busaudnsfeusuitndnauneazdilunisasnanmuyssiilawsnmlasniady
ufousu vinme uazasunmAMAEINT Horemsthruuazvaaesiiu Aninanuweagls
T¥anuslusundndusiuazsan siseusandfiotiguslinssiuanudeanisueagni
LarnsiasIresesiintn ez AansIduaSNNITI sL ML AL Lﬁaﬂizéjumi%aﬁ‘%a
nsted1 MawIeuramsenounsdeay intnnuneaslduandiidiuianuelald
Tumsvieu Aenuusgsenuminfuniiiugné wastuseunsdwoufindnauueas
asemnudseivlalitugndn axmiuladn wilsuviewaznszuaunsiauasnadosivly

nsadeanuUsgivlanazaiuduiugeusinugnan tieliifinainmsduasilnfsegiaus

4' Y a &3 ° = 1
LW@IWLﬂ@ﬂW?D’@‘UW LUSUT I8 UBNEID



60602311 : Major (MASTER OF BUSINESS ADMINISTRATION PROGRAM)
Keyword : Decision, Re-purchase, Saleman

MR.  WANASSAPORN  BUBPHATHONG : RE-PURCHASE DECISION OF
CONSUMERS: CASE STUDY OF TOYOTA NAKHONPATHOM’S TOYOTA DEALER CO.,
LTD.’S CUSTOMERS THESIS ADVISOR : PARINYA ROONPHO

This research carried out to study Re-purchase Decision of Consumers:

Case study of Toyota NakhonPathom’s Toyota Dealer Co., Ltd.’s Customers. Was
using a qualitative research approach. and using in-depth interviews to collect data.
There is research and analysis of information from various related documents. to get
the most useful information for analysis. The results were Salesman and work
processes are important influencing customers to make Re-purchasing decisions.
Starting with the reception by salesman goes in, creating a good first impression by
welcoming, greeting and asking questions. Demo and test drive. salesman will use
their knowledge of products and prices to learn about customers in order to present
them to meet their needs. Negotiating where salesman will bring promotional
activities to present. to encourage purchases or repeat purchases. preparation before
delivery this process salesman will demonstrate their care and report progress with
customers. And the delivery process that salespeople will impress customers. It can
be seen that salesman and processes are consistent in creating a good impression
and good relationship-with customers. to create memories and always remember in

order to create re-purchases, recommend or referrals
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a1 - Kotler and Keller (2012: 188)
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8) lasiidausaulunisde (Who participates in the buying) n1sdinaulede e1ad
yaraduiilidusvdadudimsanudalumsnisindula mszddentany lallugiliaud
audniiuondlivansau vieddeludiauiifsrtuauddunnne Fesliiildsumdoimis
ANUARINTdLglunsAndula

5) Fauilela (When does the market buy) dielfdladagrananluniste Wieflay
nausunsiiny wilsuunumssuardnaiunisnelfvnzautudisaniu dudung
Usznniinsuslaaunnluunsdag aglidueieuanundouuazainnisanain

6) Toilnu (Where does the market buy) iiefnw13an1smidoamianisuneli

WNEANUAIINABINTTUBIRNAT kavtravauiudum ieliinnsendiedu



11

1%
~ 1 1A

7) #9981415 (How does the market buy) 1un1sfnufisisnisdovesgnaning
funounsdeatdls viludesie deifioarls iteualalunisindula dondossndls uazas
snauladfeldidlols eatils wlelifune anunsorausunisvsldgniouug,

5ady dufa9Y (2554: 17) NA1971 N1TATIEVNGANTIUEUTIAA a8 N3
Aimgidayariag el lameuaiviliguilnadnauladoduduazuinig dudila

annalunisanduladedur1veuslan n1sliasigvideyanieqmaidasyin e

¥
[ o

a1unsaneuauauslaalagnaes menisdnavenazyslalignAngeduAiuazuinis v
Tignédanufisnelouazans) fazshliAnted vende

A3550 1@3MY wazgns @IT (2555) Na1991 MTIATIERNgAnTTURUSLAA
(Analyzing Consumer Behavior) L'flumiﬁﬂwm‘%aﬁumL%ﬂsuaq‘wqﬁﬂiimms%?}ua waznisla
vinaesiuilan ieliidiladerafesmsuasnginssuniste nmslduinisvesiuslna
Ameuilldazdieliuisanuisananagnsansnann (Marketing Strategies) flavnszdunay
éfaqmﬂum5%@1‘151’5%;@%131@15{@siwmmzam Favdnmantidlunisfumdnungnginssuves
Auslnmfie van 6W1H Usenaulusae

1) lanufuilaavSegnan Adunguidmune (Who)

2) exlshodaiiffuslnadasnisainmsdenayusinndud (What)

3) vilufuslnadsdanssuilanduidandn (Why)

0) laaifugfiduslunsinauladeuazuilaedudvesduilon (Whom)

5) {uilamvinmsteuaruilnaduddiolatig (When)

6) anuiinifuslnemnstouaruilnadudt (Where)

7) Bnausztumeulunisbouazuilnaduduesiuilanduogils (How)

asuladn woAnssuvasiuilan 1wisnsvesyamalunisanidunisiiieldiia

1%
v A a ¥ 5L Y a 1 a

andulareduauazlduinig drungAnssudvetiuvuneiis In15vesynnalaynnaniled

[
=

Netasiunsdedusuazlduinsmedu wasniuludmsdadula des

o

maulaena Ll
Fofla
2.1.3 TumangAnssuguilag
AauuungAnssuguslaa S-R Model Wulumanginssunisandulavesiuslaalay
818 SR Theory lnguansnuidniinfnvesdde Nuansliiuussgalanviliinsies

[y

ARLARNAUAIMTBUINTT FeA1u3antazn155USVeedTe (Buyer's Characteristic) Yuagiu

Uady 3 Uade dulaun danseiuaiguen dnuuzreddde wasduneunisindulavede



12
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(Response = R) fananssian il 1 fsil (Kotler, 2012: 183-200)
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fian - Kotler and Armstrong (2015: 174)
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2.2 wRangefitngfiuiigaiun1siagdula (Decision Makings)
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3) MFnaulauUNLS UYDIANLABAL (Reutilized Response Behavior) Juseaunns
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FlwaruuazA1yn (Schiffman and Kanuk, 2007: 659) namifis nsguunsanaula 1
Wutuneulunisidenudnduvianaemiadenduiuly fsaziiansananiala uazwgiAnssu
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Al 2 nsvuumsiinduladovesifislng
#i317 : Schiffman and Kanuk (2007: 659)

1) N13nsenindAIudeInis (Need Recognition) tUNIEUIUNITUINAATDINTT
Anaulade Weguslaaddnlaindianuseanisuasgnnseiulaetadesiieguinne
2) M3ELEIIMII1ENT (Information Search) 1N1sNNTEAUTULTINNTE A8viln
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3) nMsUszilungden (Evaluation of Alternative) viasnlasudeyauaifuslnaay
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Tnefuslnnaeiinsiduddnes Mdumadoniifiarsanegud Tngetafinnsanainanuin
Vieuad visedeuseleyiveauwsiavaa Ny

4) msstaduladie (Purchase Decision) \iipfaanfiazdosde fHeasUszinanatoya
7151 wazdnaula lnsanmnsautseanidu 5 uumsde dndulashomana fndulaainanuis
wolv dndulalagnnuyeudiudi daaulalaglifivene wasdndulawuunnnsglanaselou

5) woAinssundsiie (Post purchase Behavior) fu3lnAvgdnduinnnnmyosdudn
viouimsfiléfuiu aenndeatuauniantwesuilaavdoli ndmintu fuilnaasiia
arufAnfinelavieliifiselaudrasiianisiedt Sudunainanusyansnmosmansosii
ABIERAABINUANUAIAIIVBILUTINARIY
AERLaRs (Kotler, 2012: 195) na1371 UnIminensndussainlanszuirunisendula
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Sududosimunszuiunais 5 auddy vieluuiedendwiusouladunoundduld d
utaznsziunsiineasBendal
1) n15¥u¥fsnudesnisudeiiamn (Problem/Need Recognition) nsitguslaale
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1.2) %qmw’jumauaﬂ (External Stimuli) 1iARINAINTEAUVRIEIUYTEAY
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2) n13ua1enndeya (Information Search) ndsanlansgnindelayninieniy
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2.2) WNAINIIN1TA1 (Commercial Sources) YU A15N1UBYAIN
Buweiidn Sud dununsvie Wusy
2.3) Unaeens13nduy (Public Sources) 1y nsasunudeyaanngus L4y
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Buwmesiile do vesAnIineItes 1ludy
2.4) unaaUszaunisal (Experiential Sources) Wu Usgaunsalanngiaely
Yy 1 vd @ v
ANANT W}LTBIVIEY LUUAU

2.5) Waannans (Experimental Sources) LU N80 UNINUNUIBINUFITID
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3) MsUszifiumaidon (Evaluation of Alternatives) 1ilolddoyauds fuilanazyin
msUsziiumadon lngfvuainasivieauautafaylilunisusedy nfeufufiansan
auddnuazUsslonifierldsuneunisinduladente Fuinnsnainsiiudemsiui
Bansuszidiumadenveuilan ileannsaneuausinudesnisvesuilaalduiniian
Tnoinasiviennandanalflumsusziumaden enii 8% 510 JULUY U3Msmdsnisne
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4) nssindulage (Purchase Decision) daanfiuszuIanaua? #vedziingiunau

Y

v a

nsdindulade TaediafefiAntusenineninudslade (Purchase Intention) 1lugnns
sdulade (Purchase Decision) dudosiinsinaulalususig q il

4.1) a518uA (Brand Decision)

4.2) QJSUWEJ (Vendor Decision)

4.3) 97uU (Quantity Decision)

4.4) %33:381 (Timing Decision)

4.5) 38n15lun159588U (Payment-method Decision)

5) W ANTINNEMINIT (Post Purchase Behavior) vidsaniifuilaaladndulaie
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delstanunsnidenldietu augeving 5) nsvuaunstsuidu lneviendadelunisdadula
favan enamela arandedelunsndudn auantivesdudnnfinnsaniieisuiisuuas
Tiazuuu mMusagliwsdudladuauasneulamdlunsdnauladouniia
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fuudonsidudildud Tldmnennnuinasiinnisdeld erainaudssainnisiden
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5) dumauil 5 anﬂsiwa‘”ﬂmﬂmi%@) (Post purchase behavior) AusdnviseaIy
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3) AMsuanammeuen (External Search) Waguslnadesnslddumiidiesdilavio
nsUPazBunifnfuaumliiesme aziFudogaanneuenions glavan luilge
118 M3lnsdminaneiuuisnmseiui msvenuninnumersemsidauangduiiaegld
AUA

4) n1sUszifiunnaiden (Evaluation) Weduslaalddudaudnsig q udrfaznun
Uspidiuindudlaninfuluwdle erwddnludunoutife dodvigaduvasdudn (Feature)

VPN

n3afuNInggu (Criteria) Tun1sidenwevesuilna alidlyanguslnanesnisdumdeuue
Tailat
5) nseinaulate (Decision Making) faeaiulngjazinnuivialunisindulamszs]

v

YR BINAADUBITFUANABINTTDAETAMN MIMTBUA AN AuAIANTIAIMTRN B9



21

fhmanaiafesainisniansedulidasule wasdadulatedudilasnsaiemiuuaneis
uazanmuinalunnudnveiuilan warmsaiaddele
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2) N30 (Repeat Purchase) n1suneymituugiein (Repeat Problem Solving)

- [

nsgeglnaziinmsunUaymsasaiu fnmseinaunnantadenaieusenis tedfyanse

Aaanuldwelalunaienideuiusaseney wunasuianIsiuisundvieagisey 9
a I % Y A My 24 vl 2 v | i & v 1 A o
a1vziinNafenlusumMUanvunnls Fe@enagaeieginasilunisAuaNazau 1
natkasnduiielugendunisilasunsignestadumnsizguslaaingfinssu nns
wa i uwUsAle (Variety Seeking Behavior) uffie “vitluliaetgaz?” invudnasimils
NOANIINUUUTLIINIEHUL I NINENUINNIEIHARENINAINARIUAT AU FUAIUTLARA
= & % v a k6 = ! “4:94/ A = 9
wuunateysianinistedruan n1sdndulaflyiuu LPS Taelingin “@evesiigniian
tnmsnanddlinmsdaasunismeunsUsunn wu gUestudauduiansien Wudu Jauslan
9ZABINITNITIEIFUALINITIEIT 093 RaRei ulasnasan1sRndulregralulide

(Habitual Decision Making) A15@ag1o1ainanddenagvilunanssunisinauladneitn

(7 ¥
Y=

wagyliguslnadnnisduatunesnuve@inlanvy ddelunisgeunnsaiuluniuszaures

a £ = o 5{.] £ 5

n1siigIteskaumaNungtemiuduen 3dnludssdsouisuiidenisdetuegiv

LY L

z-i’{l ! a v é’ (Y N = v 6 1 v r-ﬂl éj
ATUYBAAYADAINEVID LAZYUBYNUAINRAYNIIVDENIABATNYND (Brand Loyatty) LIBNU

¥ 1
CY a = IS ¥

fnnnvulan1sanaulansasn 1neds EPS 98N e29a9lngssaiunIsinaInuIgaun1In auan

& o v A a1

Judumifigunn weliold auddnvesiuilnazsiluusegslanfnaaluninuassndnfse

q
a 1% A

duAvseusniswazdunseniiasiliguslaadsuiUamgAnssunisde Juilnassnseniin

¥ Y v 4

19ANUABDINITIN VLTDNITIUDNLALILTOANIADIIUAIAEY WIIN9EFaIlIa wasA G308

Y
Y1 a v [

1111317 NSUIINAIVeI51UA lUaEAINARNL ANUTARSFaAT1ETRRITINANINTIZARTY

£ 6 1

1INAITYUNAMUNYIEIUES (High Involvement) ddilasasaaiuguilnanaednde

A58YRI1 “asnaulanvinuIsiansan sesivinugesyliiviglunain” wiagneudn <l

4

= =] o 1 = Uy a . a PR )
iJ...NlIVLiJiJG]i']ﬁﬂiaﬂ...NNQ%%WEJSUENLWEJMWIMZJ A11LRAY (Inertial) Huslnangeaulduy

Y



a3

a o < Y a v ) ! 7 a 14 & 1 [~
Ty Wuduslaaldjumanunergunsevumiosunnluduaussinanil widnwiaegddn
31 nesuuiieuiu Anuasawaivaglilisunsusetn uenideaininveiinisuielusag
a a X = a o 1 My o 6 A v 1 & a
ey weinssuguiiluanuies dulinmuans Wlidednddensdvie willnsyensuay
' | & A P ] A’ = = v
unInRznuItlasviggnnitiisuly wenuilasvegnnindniazidesuluiFes q 61013
& a af aa - & a v oo a o o S o &
AINATIUNISTOLANNYN AlllananasdeduAivieuinisiiianalagh dnwgdunadl
- ¢ & Mo ¢ @ & a a X
Weanandszaunisalassillasuussaunisaliusevivla wasiinsiaduusainiy
anuldnelalunis¥ed wananfie Usslevuiiaainazldsuainnisvinisians
waavnlvaduagnisussidiudinduaznisuszdivanlvadesnitdunuiaininagaeudelunis
o a [ ' 1 < ' < 1% I ' 4 a a o I
iAnssufng1d eglsinanuunsdululivemansrnulinela fe dnndndaituy
e
5dnwal InUsein (2558) 131 AsNEULNIEUIASET uedie n1sngnanly
U3N1353NsUIAIseRNAuLEAIuATINasnd uInlTUSNsIBna T maInlduInIs Uk
30 agled (2559) navir msndvanlduinisgl winetia nsignAmlaldusnig
WIededufaninaulsivle auldnseyhnisuilan vseldusnmstugian
asUlainmsnduu@edt nunedie nsignadiaaudenisldusnisusenseyingan
) Y Y a a4 & a v v N Y oA a4 & a v oo o
Asamtlamdennnslduinisvsededualuudl vselgusnisvzetedundnasilueuinn uas

vanianfenalsElusunseusraunsaliaInmsituInisviseteduAl o

a ad a @
2.4 yuafn Ngeiingnudandszauninisnann
drulszaunensnaIndunulAn gAYy o819 ilanIenIsann INsI1EN15UINIS
n13naie Weasnauielalanugnan nniseatnaziddiulszaunianisnaiady

wwIaallnluniswaunlvidenndesiumaintwuie J9n3sinisnatevinulalianunuigue

(%
v a

Aseanall fadl

2.4.1 ANMUNNIVBIEINYTLAUNINITNAIN
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