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ABSTRACT

The objectives of this study were 1) to explore customer behaviors and
patterns of customer journey in buying luxury watch brands 2) to compare similarity
and difference of customer behavior and patterns of customer journey among Gen X
and Gen Y groups for the luxury watch brands. The data were collected with 5 from
each customers group, in total 10 customers who experienced in buying luxury watch
from the case study brands using phone interviews to study the customer journey in
decision-making process including awareness, evaluation, purchase, and usage.

It was shown that both Gen X and Gen Y had a very similar pattern in
decision-making process. The sampled customers were exposed to information from
various sources including online, offline media and personal sources. Also, a certain
period of time was taken for the customers to compare the information gained and
online sources were used as the main medium for information searching. The print
advertisements were, at the same time, essentially important for the customers. The
most influential factor to make a purchase was price and the brand that well reflected
the quality and reliability of its products. In order to complete their journey, nonetheless,
the customers would have to be at their best convenience and in most suitable
situation. In other words, there were many factors including a reliable purchasing
channel, product availability, expected and reasonable price range, and customers’

current purchasing power will therefore be considered in ending the customer journey.

Keywords: Customer Journey, Customer Decision Making Process, Luxury Watch

Brands
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ANl 2.2: Digital Touch Point Flow
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“thitilomanzldfouniinidndniFeunafiu Rolex fu Daytona usuniinisiu
fmennegug AifnsgluEes q saulenafiazldluguandaildluismmilouilenou”
(WU, Msdeansduyana, 17 UnsIAL 2563)

“5ﬁamu§d1ﬁaﬂa%%@ﬁ%ﬁaaLaulﬂq} wiazldlalulafavemsedasianny
$1u agordluazgriandumslusinUsene wisnaludumuring isglaladanud iy
%éfaﬁu%ya” (f(]gu‘vﬁ, miﬁamsdauqﬂﬂa, 12 UNT1AN 2563)
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v Y 1 =

wenANIIdeFanudn AnUszaunisainisdelusniarnsldnudusuiiin
nreenauiIegeEuIIaa Gen Y U filgdwasiensdndulatedusuninmslueiuianig
anunsavielminnisdndulalaiedy mnusiuszaunisainisteduauninmslusfntuay
aunsnteliinn1siiaNsanTeasdenduAlvngly wasRNzaEAwINTU Tnengqusiiegs
Ippguneiiandnludiuiidn Baluszaunsalisezanniuminlug Bwhlvidesiansanlvinguy
o o L a v a o v v ¢ala £ A4 A
dvsunmsteduAninmsluewian WewheanuiiasUszaumsalnilinniy enazaanse
HonFUA ANTWNUANLABINITBELTIAT

¥

“PinUsgaun1saldeniniuindndulatosntuue woisnauluses 9 151843
£ < N = g o4 a 5 = |
WLt NILFRNEOLTY WRRTUNYOUITI 9 (99Y, MIFRATAIUYAAG, 26 UNTIAN 2563)
“91n91¥e Rolex Souusnly weu@e Rolex Souiiaosnlilavilidndulale
SuLe 191939 9 uddudinnuesnlidunuineguds wisiazidenaniziuiie
anleaze q lldgluises 9 willouwsinew” (WAY, msdeasdiuyana, 17 unsAu 2563)
“Usgaumal@enniuandmsunudulirseladisludewesnsdnaulauy
v @A 1 Y A dy & 13 a 5 = 4 1 14
Wszsiundiunnni 50% waallseenderseesnlaunRnitu GeanUszaunisalazaaeli
wdhmsdadeyasslsin gasti iseinmsawezlsiuduietne” (4, msdeansaiuynna,

27 Uns1AL 2563)

4.3 nan1siTeuiiiuidunienisiaauladeszndnenguiiagng
NnnsanyIdeludunnsinduladevesnduiieg1wiulnana Gen X wag Gen Y
A va o Y a v v Y = a ! g.J/ v U a dfl’
nduldeAunelludludiwuimeavidunluusastunauveuduniamindulade uaz
Uadeidsmasionisdindulatio yudsszinusng q Mferdes el Welinuidetuildugvona
wazidulumugeusrasdvainsfinwiiielUSouiisumnumilouns enuunn A dumng
nsdnaulavelunquiuilam Gen X wag Gen Y hilanuwilouvisewnnsnaiuegnsls e
3leim1519n13959980U (Checklist) Tuusiaztunauvaaduneinisindulade iauandlv

@ = a ) I L -dy
WAUD9TI888L08ANT U UMY AU
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M3NT 4.3 WisuWeutunaun1sindulatioseninnauduslan Gen X waz Gen Y

Tunou N9NTEIN Gen X |Gen Y

Awareness | l¥delgeailideiutdessulatduy q Tudinuszdriu v | v
IanuddgyiuFedsiiunlumulavandum v | v
v Y2 [ v < a v / /
SUFNIRAMAYATIIINEYBILUTUA I ANNSLTLIaNE LAY
::4' i oA v % a v / /
foansseninanguiiousazAuTaUTlUMUTIAIEULA
ATUATILaTIINAaNdRNddSnadanisTusluaum v | v

Evaluation | dududeyaduianuainvaleyemailuddiuiuneu v | v
Wiguieudeyanlaivensiaaeunnnuiniede v | v
Thmiherudesiuveseyannanyaradadufifesngly | X | v
duen
duAudayasimihulusseznamilineunisindulade v | v
v Y ey I s o fa v A A vow / x
fndldanuiuledvanvesuusunduaiionsauAudeya
v v Ay & v v a v / /
ToyananffieiN1IAtoyanUIIAVaIELAT

Purchase | WisuifisudeyaanuareunasildduiunniioUssneums | v | v

aula

EC

C

dnansanananuveuluefnidensdamatadagiu

ANNTUURDNFUAIIINTIATULAZANTOU

Uszdluanuaunsalunisteduminaunisinaula

AUTDINITDNIANUUTDDOWALIAUAINNADING

nsvsgeduAle Juilnnlzdasegluusuniidesuiefe
LIDVBINNINVUNENUNTDDD TAUAINIUNABINIT kALl

AMUNSouluNSTRAUA U MEIY

N XK X
SN N XS

finnuuthudsetwinedudidesnsde v | vV
HasendniineliAnnsinauladeduifetadosusian v |V
WINFOUFIAY UATAUYBUAIUYAAS

Trruidesilunisidendedufandusunusming v v

219 dun19n15 (Authorized Dealer)
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A15N9 4.3 (iR): WSsugutuneunsindulagesyninanguduslaa Gen X uay Gen Y

Tupou N3Ny Gen X |Gen Y
Usage | Bodauduniteuslneldifunisdrusadundn v |V
Wesiulununnwesdud fustmmuriuazyarifiues v | v
dupnannsldau
WS ULTEUAMAINUBIAUATENTNHUTUR X | v
annsasyyUsloviiveduaduyadnammainnisldany v | X
auenle
Hhdeidmalifnmssniuladeluonesfetadodumm | v | v
ANNANAT wazAUsnalaluluTUAFUAT

MnesanEeTRaeukarnMaUieuiisuluasduneuresdurentsiadulatoty
wiuldd dumansdaduladelududuniininganngushesieduilan Gen X uay Gen
¥ tuflenuedendstuduognann mnusasdifissunsssiuiiunneaty Sazanunn
oAuTwagluusasduneuldfad

4.3.1 M55U3 (Awareness)

Tudunounisiudifu mnmsmansaeuiouansnauiouiisuluinsiuanmis
asulsin fuslam Gen X ua Gen Y figuuuunginssalusnunssuiiferiuauduniinms
faenndosiufe fuslnaiimslddeluduaiiifi ufsdossulatidy 9 luindszdriu ni
Tusilavandufusinassadienuddyiulavaluiodeiuiiundn Sejuilnaauns
SuslanenauA waEANUMINETBUTUARUAHIUNT IBwaN U ULUURA 9

vennianmafnwisenui fuilnafimsdoanssevinenguiiiou vioyarasouiig

¥

siutaanaing 4 andossulat vidernnsdeuaniludiyanalasnssiinelfinnisiug
TuAudniinmgldBndae il fuslnaimslisudvinaanasounifidmaromsiusludud
wazannsneliAnmuaulalududuniining Ssasilugnisfumuasiadulatoludisy
dnly

4.3.2 msAumdeya (Evaluation)

Tusumeunsdumdoyaiiu 9nasnseTadeufiouansnsssuifieyuludeiy

ansaazulidnguilan Gen X wag Gen Y 3Uuuunginssulaesilusunisrumdaya



97

Aufmniinmsiindendetiude uslnainiinsaududoyaanvainuanetesis Feiisuuuy
mstumiisutoussdeulsstudumdutunoy Tneduslaedninmasmaseuamnindotie
yostoya Faanmsisenuinguilae Gen Y silimuidesiuludeyaanunasyanaiiidu
Aemnaududuninmg luvagi Gen X sidimsdudunaslimnuddyluteyanniiuled
yansvesnusudidundn Inedoyaiiguilaais 2 ndufesnsiedoyadusinivesdudn

isil luduvestumoumsdundeyaiiu fuilnassyinfsunuumsiudueniudeya
snfussezamiliteumsindulate dsanunsneduisdunounisdumdeyavesiuslng
Tnedaauinumssndognaantunsalldsd

1) eguilaaiulavanduduninmslundsdefiuiuduineuaulalududn

2) Faduasiledumdoyaiisriuaud Tnvenaisuannnsiusmen Google

3) pntdadluidulsiveuusud viaduueiafifedeaiionsaaaunandudn
Fsonafimsausudeyaludsinsunudwing vioyanafifieuiuazanuidemgimuaum
UIRNNG

1) Tngaziidoyaildinmunuuassenounsinnsante lugdudaly

4.3.3 madndulado (Purchase)

Tutuneumssaduladely snmmenisnaseuiouannisisuiiiouludneu
anunsnagulédn fuslne Gen X uay Gen Y Ssuuuunginssulaesaludumsinaulade

¥

a A v = v oA Y a o o w av v ° - = =
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&

)
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Anaulate mmﬁmﬂWﬂﬁﬁ’mﬁ'ﬂmmﬁﬁ@mmmmLs?jlaﬁuiul,méﬁayja WeovnUszaunIsal
fruan swdsiugruenudilaluiudeesuilnatu q Whsnusenounsfinnsandas Toe
fuslnadindimsfiansaudenteduainsauarauveudundn nirluduresiuslng
Gen Y tuenafimadeslesrmmeuluefiniidinsdmatiodagiiu uasdimsussiuauainen
lumsdedudifioyszneunisdnaula waedleduilnaausavhmsdinauladendudi
fioamslduda tumeudalufemsfumtemnste Seuilnadndenfinnsantesneiifn
iidefiodundn uagilAudmuiivioans taefuslnasis 2 naulfenudeihlunisidente
duAandesmavesiudwnudviiesgnailiunianis (Authorized Dealer)

siail Tutumeunsdndulatefiannsafiansdedudiuldaiaiu fuilnatedosr
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TuusunNdesuignan15inauladafe 1TBININEINVUNENUNTND JFUAMIUNABINTT
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LATIANUNSOUAIUAINITOLUNISTRAUAN UV LY UBNANNT AINAISANYNIFYEINU

YA & oA 1 I a v aw & 2 1 = [y o A
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annsonelmAansiadulateduduninmslifedatefumaaud aruseudiuyana
LagndeudinuTivinguianseundILaryarasauT et uiy

4.3.4 n5lg9u (Usage)

Tudupeunslinuiy ninamsanmermeseuiiouansnmaFeuifisuludeduanunsg
asUladn Juslnm Gen X uag Gen Y 3Uuuunginssulagsiilusunisldeuduiuin
gfindnendaiue finsuilaadudmniinvgiionislinuduyaaaidundn uazfauii

Y a

AUSLNATI 2 nAuiuRzVTURlUS ewwesyaA L ivesdud windlddwalinanisuasuulas

Y

sogunuunsidanudusuninmsvesuilnausiegidle

sl anuszaumsainisldaududuniiningansailigusloafaauderiy
Tugaunmwesdudn nenguduslaa Gen Y fimsiSouiiieulununmussdufssvinauusudd
Antuesnadiulddmau drungufuslan Gen X tulimsssyusslesiannsldauaudmniin
sy hanansedaaiuyadnawliuduloald uenant mmsfnyifedmudn Jadefiananse
AeliAamstadulatoauduimmslusuanvesuslneits 2 ndulde tafedusmaud
e uazarufianelaluuusudAud ddlarusesadoatuliadeiinelmAnansiraulate
auAuniinimsluein

PnmAeneianaFouiistluiasiuneunisiriuladeifiensinaeurnumiion
varuuanendludumanmsinduladetiumudt suuuudumamssinduladevesuilne
Gen X uag Gen Y ifisioAuduiinmstiuiirnuadiondstuduognann daannsnsyunu
164 fuslnarhs 2 nauiisuuuudumsnsdndulateiimdioutu s ainn1sAnwidenay
setneffuslaandndadummnenivisenglndifssiuluudazngu Ae o1y 40 U 41 U uaz
02 U ¥y Gen X du Gen Y fio 279 37 T waw 38 U nuth fuslnafidumounisnduladed
p&endstu nilusuvestladeiinelifnnsdaduladetiusiruiutaanyaea Tusgi
AsaUAiTindoviaey whflennsinnu sefuvessutunadiay Ussaunsaififendes
swdsarnuannsalumsdeduiiidndinanenisinauladetaransaofunenanisfing
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mﬁﬁﬂ‘mmmLmﬂ&hwmLﬁumamiﬁm%ﬂﬁa%aﬂu‘ﬁm (Customer Journey)
Gen X Wag Gen Y NIAIANWILUTUARUATLNANIMS 3 Susiu lolA Rolex, Omega Way Patek
Philippe ﬁ?uﬁi’mqﬂszmﬁl,ﬁaﬁﬂmLLaw‘hmmL%ﬂ,ﬂu%’jumaumiﬁmaulﬂ%}aﬁuaa;:iﬁim
Tnaifisuiisuszrinngulsyansitanuuandsiulussey temenanilewse

ANULANAYBRFUN 1IN IFndulaTe Nl duiuinng Inenuidetuillavdvensudeu

av a

Werannnm (Qualitative Research Method) nldlunis@inwifieiiusiusiudeya Falad
& v ' a = o ¢ a = . Yaw Y o
nsiiusIuTudeyaiuaIeiien1sdun1ealfedn (In-Depth Interview) lne3delavinnas
Wvdunuallugaeduil 12 unsiew w.e. 2563 83 10 puAmus wa. 2563 uazlszananateya

Tuga9Tun 26 furAu WA, 2563 3 2 NOWAAN WA, 2563 LagINN1sANYIRLENNTaaTY

[
Yo a

NANNSIY BAUTIENANITIVY 5D LEURTaTwUEAITe LAl

5.1 d5UNan153

[V 7
v a A 1 =

AN5ANYIEATIT TINUINUNENEANYIBALYINAUT AL ULEUNIINS AR ALY

9 9

2

1A ¥ a

YU INANIAAUAWITNIYS 1nevinNSUSEUWIEUMANILE D UNTBAIILLANF19YDY

1% (%
Y

umansandulagesyninanguduslaa Gen X uar nquiuslnm Gen Y viail ielvins@nwn
=~ Ao A X vaw vy a cag v & e v o oA
fepuanidaaunngu I3eRliinmsvgugnuusuanlddunsdifne 3 dusiu Ae Rolex,
Omega Wa Patek Philippe @391nnsAinwluusazidunisnsinduladevesiuslnans 2 nqu
wazanmsUssuiisulunsaztunsunisdnduladenlananluludiuremwanisideiu
au3aasuranNTITeladn duslnana 2 nquiliduniamsdndulatenadiendeiu
naTAe JUIlNA Gen X wag HUSLAA Gen Y Asyuuuidumenisdnduladedumuninivgi
WitlpuAU lgaunTnTILUANENITITUIND DS UNETNTUADULAZATZUIUNTT TINDITATEEN 9

[

Anetadlusunisinaulatalasail
5.1.1 deanauazdenilansnaseuilnaduaIuRnIvg
Nnuan1sAnwITenud Juilaaiinisiuiludumuinivgiiudelavanlugliuy

#1149 9 wazdawdifuslnaasingfinssunisuiinadessulatiiivgniu lnsanizee19dede
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lodeaiiie vinguslnadnivinnuddgdulavanduiuinmsanndedaiuvidundn
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[ 7

aulaluduilnsoradeulosludanmsiidvsnasomaindulatielédnde sl lufuniséum
foyaieriuauduniinmstiu fuilaednidondumnandessulatidundn lnefinsihdeya
MvanTasuvERnIsueuiiesenounisinduladendedud Gaenadinisliimin
Adfyenuasdeshiluuvasioya vidoinUszaunsaldisn swdaugunnudila
Tududosuilaat

5.1.2 funsumsindulatoduduiinimsg

MnuansAny idenuin uilnadis 2 ndufisuuvuuarddudunounisindulatod
aonndasiu Inaidleduilnafnanuaulalududuninimguasinnudoinistotu fuslaa
fiFunMsAumdeyaduiinuromesig 4 udisideyailduvhmsSsuiisudle
Uszneunsinduladendudniisioanste dxoyaiiiusinadesnsfetoyadumaveddudi
Tneludupoumsfinnsanidentodudiuiifosmsdeiiu fuslarsindnisfinnsanainaen
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wiswhmsfumuarfinnsandemsdeifanumnaulufuneuasiaudnuidonis
sl masmiAnnsindulatioduldtu fuslaadesegluiduniiideswssominaulate
Tneguslaaldfinisesuneludunounisiadulateilih “ludunounisinduladodud
wiiin i IdAedululutausndudnauieuieutoyadusnuasinsaanureuly
audn mnusiselemafimanzauuazarmannsalunsiofaziliiian1stoauduls”

5.1.3 Yafuiidsnadensindulatoduduniinivg

MnuansAnyIdenuin lufunisindulatediueniniiennguilnaasdesoglu
Wuniisesnnesensinauleteuds deditlasedu q Aeunsadwmasenisinduledodudn
wiinngduddyiuiu Sinmaidelsdliiuldsaidusiaadnmsmilsiaadedumen
Audndundn uaziihiinsfinsanmugiunugeuduyaeaiieyusznaunsindulate il
Tudurestatonauazanufimelaluduitudmnsndmarenisindulatoduduniinmg
Tuewanlédnee uazannansAnyidedauandisiuin 8nvarededeiiannaneliin
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5.2 MsaAUsena

Mnmsasyranmsidelutreduiigiselsvhns@nmanuuandaveadunis
msinaulatiavesifuslam (Customer Journey) Gen X uag Gen Y fisideduduriining
Tnedllususnsaline 3 SuAU Aa Rolex, Omega way Patek Philippe @1mu1saaiusiena
3l

4 daa a Y oa

5.2.1 YasmuuazdeniisnsnaseguilnaduAuninivg
PnMsAnyITeludunnsindulateduauiininivesuilan lagvinnis
Wiguieuseninaguilan Gen X wagguslaa Gen Y tunuin Tudunaunsindulade
Auslapimsufduiusineanuduamuinmiwenledudyana Toya viedumHIuTem
! = A4 A daa a YA a Y a & ! < ]
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v d‘ o a g dﬂl
AN 9 LWavIN1TeAUIIENanIU
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PNNANTIENUIEUILAA Gen X wagduslna Gen Y In155uludum

A ¥

a = Y a = Y a v a = o =
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fafiu nafe Juslaedinissusludumuinivgiiulavanausluzuuuunne 9 Magems

L 4 a a ¢ = = a v a s v 1 (% a 3 = (% a ¥
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AT 5.1: Yeanuagdenneliiinnisusluduauninivg

Tawandua
Tudedsiun

5
HiaenTney

v = nszualudio
ANURUAN D A

T Tgaiiy
WAnmg o e -
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ASBUASILAY .
. . furuay
wIndeudIAL .
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nunumRziiulean guilaainnissuiandenainnaleuuuunay
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ausaesuwaivayulanndeyanginssudusinaanviadelnzmsunlan 2019 lnueud
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[
o = £y a
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a v a
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=
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AunuI g AUAUIRINITG WUTUANSAANYT Rolex TNNInIvdeURBnEnaveie
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iindinsaeunuludsiumiazoedsdslawandunilud@enis o Anuee 917 lawaunauaily
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