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Abstract

The objectives of this research were 1) to study personal characteristics affect the
customers’ satisfaction of seven-eleven convenience store, 2) to study the relationship
between the customer relationship management through the process of DEAR Model process
and the customers’ satisfaction of seven-eleven convenience store and 3) to study the
influence of managing the customer relationship through the process of DEAR Model affect
the customers’ satisfaction of seven-eleven convenience store customer in Bangkok.
The research methodology was the multi-stage non-probability sampling by collecting
the information through a sampling group consisting of 400 people. The statistics used in
the research were the frequency, the percentage, the mean, the standard deviation,
the t-test statistics, the one-way analysis of variance, the correlation analysis and regression
analysis.

The results of the research showed that 1) the personal characteristics including
the age, the level of education and the occupation affected the satisfaction of customers of
seven-eleven convenience stores in Bangkok at the statistical significance of .05, 2) the
management of customer relationship through the process of DEAR Model in each area
correlated to the satisfaction of customers of the seven-eleven convenience store in Bangkok
at the statistical significance level of .05 consisting of creating the customer database,
the use of technology, the customer relationship enhancement through the marketing
activities and the customer database maintenance and 3) the most influential factors affecting
the customer relationship management of the seven-eleven convenience stores in Bangkok
through the DEAR Model process at the statistical significance level .05 were to enhance
customer relationship through the marketing activities, to apply technology for customer

service and to maintain the customer database respectively.
Keywords: Seven-Eleven Stores, Customer Relationship Management, Customer Satisfaction
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