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A Study of Customer Behaviors Affecting the Implementation of
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Abstract

This study aimed to investigate behaviors affecting the implementation of E-Commerce
system in pharmacy business, case study in Nakorn Pathom. The questionnaires were used as a tool to
collect data. Four hundred drugstores in Nakorn Pathom area were randomly selected by mean of
convenience sampling. The data were analyzed by using percentages, means, standard deviation, and
Multiple Linear Regression. The statistical significance was set as 0.05.

The findings showed that 51.3% of samplings were males. 40.3% of them were 21-30 years
old. 55.3% graduated bachelor degrees. It was also found that 26.5% were students and 30.5 %
earned 10,000-20,000 THB per month. According to eight marketing mix factors which affected buying
behavior of customers, the factors from the finding were 1) product, varieties of products and services
were considered as the most important factor. 2) price, customers concerned about the price which
was suitable for product quality. 3) place, customers preferred drugstores where they easily accessed
to advice. 4) sales promotion, customers preferred online sales promotion. 5) pharmacists customers
preferred friendly, polite and reliable pharmacists. 6) image and presentation related factors, clean
environment affected customers’ buying behaviors. 7) service, variety of payment channel was the
most concerned. 8) effectiveness related factors, establishing member system in order to record
customers’ medical history was considered to be most effective. In terms of using E-Commerce in
drugstore, it was found that most of customers paid most attentions on customer database system
which helped pharmacists verify dispensing, following the result of using medicine product. Moreover,
customers preferred to buy medicine from standard online drugstore under supervision of a
pharmacist. The difference of customers’ income affected using E-Commerce drugstores and customer
buying behavior. The factors of product, price, place, sales promotion, services factors and
effectiveness had influence on customer’s buying behavior, so E-Commerce should be adapted to use
in drugstores such as establishing customer database, member system and after sales services.
Moreover, products and services should be various and suitable in prices. Customers should easily get
to stores through various channels and sales promotion via social media should be provided in order

to attract customers.

Keywords: E-Commerce, drugstore, online
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