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ABSTRACT

This research’s objectives were to measure customer’s
satisfaction toward Baan Rai Sugar Industry Co., Ltd. Cooperative Shop
management and to create guidelines for the management of Baan Rai
Sugar Industry Co., Ltd. Cooperative Shop. In the first part of the study,
quantitative research methods were used to analyze customer’s needs.
260 respondents were taken by accidental sampling.169 were general
customers and 91 were shareholders. Primary data were collected by us-
ing structured questionnaire. In the second part of the study, qualitative
research methods were used to analyze guidelines for the management of
Baan Rai Sugar Industry Co., Ltd. Cooperative Shop. Focus group discus-
sion was set up by eleven experts in order to make suitable suggestions
and recommendations as guidelines for cooperative shop management.

The study found that, customers expressed low level of overall
satisfaction toward Baan Rai Sugar Industry Co., Ltd. Cooperative Shop
(X =2.36). Customers are most satisfied with place (X=2.61) while product,
price, physical evidence and presentation, process and personnel were
at low rate of satisfaction as follows: product (X =2.49), price (X =2.43),
physical evidence and presentation (X =2.39), process (X =2.33),
promotion (X =2.20), and personnel (X =2.09)

The guidelines for management of Baan Rai sugar Industry Co.,
Ltd. Cooperative Shop were summarized as purchasing several brands of
products as well as examining and decreasing products’ price, arranging
“Sales Promotion” and providing member cards. Others suggestions were
setting up stock inventory system, putting products in correct categories

so it was easily accessible. The other more guidelines were renovating
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shop atmosphere, keeping the store neat and clean, setting up enough
parking lots, relaxing corner and others. Staff needed to be trained on how
to greet customer, how to give advice and guidance on product selection

to customers.
Keywords: Management, Welfare shop
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