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Abstract

The purpose of this research is to: 1) Identify the reasons for the decrease in the
number of monthly active users (MAUs) of Bank A's application among business owners. 2)
Study the user behavior of Bank A's financial application among business owners. 3) Study
the online marketing mix that influences the decision to use Bank A's financial application
among business owners. 4) Study Bank A's customer relationship management (CRM) that

influences the decision to use Bank A's financial application among business owners. The
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qualitative sample group consisted of business owners who had used Bank A's application.
The quantitative sample group consisted of 140 business owners who continuously used
Bank A's application. The businesses were located in the Rat Burana district of Bangkok. A
multiple regression analysis was used to analyze the data. The results of the study found
that: 1) The only online marketing mix factors that influenced the decision-making process of
business owners to use Bank A's application were the distribution channel and privacy
factors. 2) The new customer acquisition, customer retention, and customer relationship
development factors did not influence the decision-making process of business owners to

use Bank A's application.

Keywords: Online Marketing Mix, The concept of behavior in choosing and using services,

Customer Relationship Management
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Unstandardized Standardized t P-value

Coefficients Coefficients

B Std. Error Beta
AAsT] 4.099 0.642 6.388  0.000
1. AuNdnsua 0.151 0.215 0.094 0.701  0.484
2. ANUTIAN -0.084 0.135 -0.073 -0.625 0.533
3. ULDININTTINUNEY 0.612  0.233 0.410 2.626  0.010%
4. AUNTELESUNNITAANN -0.012  0.149 -0.009 -0.080  0.937
5. aunssnwadudiud -0.023  0.204 -0.015 -0.113 0910
6. munshivinisdiuyana -0.646  0.240 -0.460 -2.693  0.008*
R 0.318
R Square 0.101
Adjusted R Square 0.061
F-test 2.495

* P-value < 0.05
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