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Thesis Title Facebook Brand Community Characteristics Related to Customer
Engagement and Brand Loyalty: A Case Study of Thai Cosmetics Brand

Author Miss Kanokrot Chucouisuwan

Major Program Marketing

Academic Year 2018

ABSTRACT

This research aims to study 1) Facebook brand community characteristics,
customer engagement, and brand loyalty among customer in the Facebook brand community, and
2) relationship between Facebook brand community characteristics, customer engagement, and
brand loyalty. The researcher used a questionnaire as a tool to collect data from 385 Facebook users
who were members of the Thai cosmetic Facebook brand community. The data were analyzed by
frequency, percentage, arithmetic mean, standard deviation, and Pearson’s correlation coefficient.

The results found that Facebook brand community characteristics were important
in joining as members of the community at a high level. Customer engagement and brand loyalty
among customer who are members of the Thai cosmetic Facebook brand community were at a
highest level. Facebook brand community characteristics positively related to customer engagement
and brand loyalty at a highest level. Moreover, Customer engagement positively related to brand
loyalty at a highest level.

From the research findings, the owners of Thai cosmetic Facebook brand
community should organize marketing activities through the brand community in order to create a
good relationship between members and build closer relationships between brand owners and
community members. They should give out prizes or give discounts to buy products with members

who answer questions about the brand correctly.
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(I feel happy when I am interacting with marketing activities on

my brand community)

Ty Ay = A ¥ Y
7. ﬂ1uiﬁﬂ¢lumuL!ﬁ$3Jﬂ313Jt]’ﬂlL3JE)llﬂIWﬁﬁﬂlE]ﬂ’NiJ LAY

U

< g o a

ANUAALTU i’Jll‘ﬂx‘l“IQl'@ﬂﬂﬂUﬁNW%ﬂﬂuauﬂ1UiulWﬁ]
(I feel excited and happy when I post, comment, and talk to other

members on my brand community)
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'l I a
Tumannuuiuaunan
(I am very motivated to post, comment, and participate in

activities on my brand community)

msl{nsenneuanay (Interactivity)

9. i I¥sw Inantoyad 4 finerdossuandud
(B3dTe i@ee gUmm naztearm) lumainudumindnes
flualsei

(Uploading brand-related information e.g., videos, audios,

pictures, or texts)

1 @ J Jd A I a
10. MULALYT Inaaa o amenmuduaunda 11
9 J J 1 3 o
davlmjnarudrvesniuiluilsgd
(Sharing the posts from brand community on my own Facebook

page)

' v J a ] a
11. ﬂ1u@1uIWﬁﬂﬁ]1ﬂL%}1ﬂJ@QLWﬁ] UAZANUAALT UUDITUIVD
& v ¥ [
AUDU @’JEJﬂ’NiJGNGhW]ﬂﬂiQ

(Reading companies’ posts and user comments)

12. usinuaasl iz Idaenuma s uamdney
17U l“b"u ﬂ'liﬂf]iJllluﬁ ﬂ'liﬂ@ul,aﬁ’ ﬂ%ﬁ]ﬂ'liﬁ’f]ﬂﬂ'lﬂ"ﬁ)@ylaﬁi'l
Aum dudu

(Interactivity on brand community e.g., commenting, liking, and

asking)
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ANUNPANUNAUAR (Attitudinal Loyalty)

9 ' ]
1. Uz danI9ad1919 MUITHITAATFUMUDININ
1 I a I =
mudluausniluauaonsn

(If I buy a product, I will choose this brand in my first choices)

1 a 1 a 9 A I a o a Y Aa
2. MuaAaNAFUAveunINmMuuaunsntuasiaunng
= 4 o o a gy A S A
NFANDNIUNUATITUAUATDITIDWNOU
(I think this brand is the best compared to others in the same

category)

1 v @ a A I a
3. muangnunuasaumveunsnmuiluaingn

(I am committed to this brand)

ANNUANAGIUNGANIIN (Behavioral Loyalty)

! Y o a 9 4 9 A I a
4. lduuzihanduduasesdronnnmmennuiluainsn
Trnuieu nieanian

(I introduce this brand to my friends and acquaintance)

' 91:&9‘ A o a 9 A < a
5. M lggemsesdroaaumveanaimuduaandn
Y ' ' 1
41 <) 9619ADIIBY

(I repurchase this brand continuously)
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(If I find the flaws of this brand, I have complained to improve

the brand)
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] 3’, ] o 4 g’; 1 @ 4
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ANNAATY

+1

0

-1

YDA UDUUL

AMUNNYDITLUY (System Quality)

1. ImMsesnuuuNMuIzaNnUlss U
<3 4
RITNET

(Has an appropriate style of design for site type)

2. aunsaanil Inaaveya T 1w l1dhe

(Has easy navigation to information)

A 3
3, TJmmauaumuazmiﬂizmaawam’smia

(Has fast response and transaction processing)

v 9 v o a
4, ?Jfﬂiiﬂ‘HWJ’E]%Iﬁﬁ’JHG]’NJ@QﬁiﬂG]Sﬂ
(Keeps personal information secure from

exposure)

J

Y Aa Y =
5. 45 NUszaumsanamuMnLaZIFes

(Creates an audio-visual experience)

AMNINYDIYOYAV1IAS (Information Quality)

6. Idoyarnaisvesdumodiuiioine
(Has sufficient contents where I expect to find

information)

I t4
7. YoyaunasinnuasudIu auysal

(Provides complete information)

8. Hoyav e MANIZINIZIVOIATITUR

(Provides site-specific information)




107

aaanYUzYRINTUANAUAMIMaVwin

a &
ANNAUTTIH

+1

0

-1

Yora UL

9 ' 2 Y A A
9. meyamnmmmmgmm UHUFDDD

(Provides accurate information)

10. doyaviasinnunudioodidue

(Provides timely information)

Aav o Jd
MsRUHFHHUS (Interaction)

[ a I~ ] Y] a
11. ansoulaiuaNuAAHUIT WA VAT
A Y
audu'ld

(Can share ideas with other members)

12. imsuanlasudoyaindrssenineny
‘lJENﬁ'iJ'I%ﬂ@EJ'Nﬁﬁ'ILﬁM@
(Has a high degree of informational exchange

between the members)

13. Iimsuan)asutdoyaiasszniNausn
AUV UNIOG AN UAND
(Has a high degree of informational exchange

between host and members)

dﬂam v

14. l%1ellf]QLW€l]3J aﬂiﬂ’lﬁeﬂﬁu@\jﬁﬂﬁn’]%ﬂ
' <
BYWNIIALIT

(Has a high speed of inquiry and response)

15. Gnvnssumamsaana liaun®a ldhs
AYNPINTNNAND
(Have marketing activities for members to

participate)

ANNUUING (Entertainment)

a X A 1 Ao q yy=
16. mu’e‘mWiifJQﬂlauﬂﬂﬂﬁifffﬂﬁuﬂ’du1u

U Q

(The content is fun)

a X A oA A 9
17. JiHpmIvsegniaunuInuiag

(The content is exciting)
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18. Mlu@ﬁ’]ﬁﬁﬂgﬂlauﬂﬂQﬂﬂﬂTuJﬁuﬁlﬁ]

(The content is interesting)

a X A Ao VY=
19. itomvsognaunm Inganainele

(The content is pleasant)

= dal A oA Y 4
20. muammagmaummaﬂiuﬂ;qmmm

v X
Taau

(The content helps me improve my mood)

1A o v a v o
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o ° A ‘/ ' A & ' 9 = 9 A d
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ASUUU 0 U llllLluslfl]'J'IGUf]ﬂ'lﬂ']iJ'Jﬂllﬂﬁi\?@'uJ'J@Qﬂigﬁ\?ﬂ

= 1 " 9 o @ ] 1% 4
AZLUUU -1 NI LluGlfl]'J'IGU’E]ﬂ’lﬂ1N3ﬂ1mﬂ@iﬁ@1u3@Qﬂ§$ﬁQﬂ

ANMRNHHYBIINM I HENTUATIA UM

manain

ANNAATIY

+1

0

-1

YdlaUDUUL

ANNNEINY (Involvement)

~ ] ] A A 9 Y
1. 1IN VITL!ﬂﬂ‘VIﬁ]&GUT"l‘IJElGHQTuLW%
A 1 I a ]
ﬂﬂ?ﬂi?ﬂlﬂﬂﬁﬂ?%ﬂ@glﬁﬂ@
(If T have free time I will always be using my

brand community)

A 1 Y 1 I a a k)
2. memmiamﬂuﬁm%ﬂmawmumsmum

& o 1 ~ A 9
VlNL’V\I%L!ﬂﬂ”]JLWﬁ]iﬂ muvzaulaiosnsdun
A2
UINUU
(When I join a brand community I will only be

interested in this brand)
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ANMRNIHUVBINM I HENTUATIA UM

manain

a &
ANNAUTTH

+1

0

-1

YorauoIUL

{ I a ]

3. w0 latn I ¥ anumanmudluandn v
ANNIZNITIINTAN 9 BINHAINNAY 1FU N5
4 a I~ Y
na lan MataasnNuAaiiY HazMsLYIToya

I
Audu
(If T have access to brand community I think to do

many things such as liking, commenting, and

information sharing)

1 J a § Y a
4, W']ﬂfll')ﬁ'l'ﬂ\“l ﬂ?uﬂﬂﬁﬂmﬂ]’li?i\lﬂﬂﬂiiﬂ\l
1 1 A A 9 A Y
AN € DINNTSABIDIUVULINWINNIUIVITIY
3 a
dueranyn
(If T have free time I think to participate actively

in activities on my brand community)

MsNaIUIIN (Participation)

]

! Y

a [ I a
5. nudanailen Idmniudlusnsnusans

QU U

A

A
nmutasn

(I am proud of my brand community)

6. udantinnugunnasuiie &3
Ronssuduadunsaamaveanafinuiiy
qUNBN

(I feel happy when I am interacting with

marketing activities on my brand community)

7. udAnAuduunsiinnuguile 18 Tna
fonu LaAInUAALH U imﬁmmﬂf‘fu
ﬁm%ﬂﬂuﬁlumﬂiuma

(I feel excited and happy when I post, comment,
and talk to other members on my brand

community)
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ANMRNIHTUUBINM I HENFUATIA UMM

lajn

a &
ANNAUTTH

+1

0

-1

YorauoIUL

] = J9Y
8. MuBusaglalums Inadvennuy taaq
a <3 [ sld' A A 1 o
AIUAAULTTU W"ﬂﬂﬂﬂﬂlﬂ’é]u NIDUFIUTIUND
a [ A A da! A I a
NINTTUAN ) ﬂlﬂﬂﬂluiulWﬂﬂﬂWﬂlﬂuﬁM'l“ﬁﬂ
(I am very motivated to post, comment, and

participate in activities on my brand community)

msl{nsenneuanas (Interactivity)

9. i ¥ew Inaateyada 4 fineadosiuas
Fufh 33 Te i@ea yUnm uaztendm) T
wiudluaundnegiiluilszd

(Uploading brand-related information e.g., videos,

audios, pictures, or texts)

1 o 4 J 1 A 3
10. VITHNﬂLL%STWﬁ@ﬂN il NNty

a @ B o 1 I o
andn lldaaijaaiudvesnuniulszd
(Sharing the posts from brand community on my

own Facebook page)

1 J 4
11. ﬂ1u61uTWﬁmmﬁﬂ1}meW% LUASAIU
a < a A Y ¥ ¥
ARLHUVYDITUIBTNAUDU ) @'Jflﬂ'ﬂllﬁ\iclﬁlnﬂﬂi\i

(Reading companies’ posts and user comments)

' o asa A <
12. mugdnuaaal§asen TaneuTumennuiu
Aa ] ] 4 J
ANFOYIAND 1B MIANLUT Mana lad
= 9 a 9 J EY
¥IoMIapUNINTDYANTIA UM HuaAY
(Interactivity on brand community e.g.,

commenting, liking, and asking)
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azunuu 0 weds lumilendedowdalaasainglseasd

= [ 9 o [ ] [ 4
azuuu -1 wneds wilandedodald luasainglseaed

v a1 a Y
AINNHANAADAIITUA

ANNAATY

+1

0

-1

YDA UL

ANUNPANUNAUAR (Attitudinal Loyalty)

F [
1. 5}11/]11!5]8“?)’&?]%@\16"]61\‘] NIUIENIITUINT
a 9 A I a g o A
gumvaaanmMutugunFnd uauaenusn
(If I buy a product, I will choose this brand in my

first choices)

] a ' a { I a
2. muﬂmmsmuﬁ’wmu,mﬁmugﬂuﬁmw
I a Y A A A o a Y
Lﬂuﬁi1ﬁuﬂ1ﬂﬂﬂq¢]m@m8Uﬂﬂ¢]i1ﬁuﬂ1
A ° &
PN RRENGE
(I think this brand is the best compared to others

in the same category)

o

3. Muangniunua UM unI NI

U

I a
Wuauan

(I am committed to this brand)

ANUANAAIUNGANIIM (Behavioral Loyalty)

4. mulauuziha 1 duA1nI 99§19 191NN
A 3 a Y o A A Y v

amuiumngnldnuiou vioauian
(I introduce this brand to my friends and

acquaintance)

1 9/:&9‘ A o a Y A
5. 1/]11!19]“]1@!?]5?]\1@11@1\‘1@]31ﬁuﬂ1ﬂ]’€)ﬂmﬂ‘ﬂ‘ﬂ1u
< a %} [ 1 A
L’]Juﬁlﬂ%ﬂ“]ﬂ €] DYNABDIUBDI

(I repurchase this brand continuously)




112

v a1 a Y
ANNHNNAADAI AU

a &
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6. ilonutounniosvesnsidudveunaiiviy
fuamndn vivldfesGouaema iy
aaud Ay

(If I find the flaws of this brand, I have

complained to improve the brand)

ANNAATIUIAZ VDI HOUUSINIAN
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aaanYUzYRINTUANAUAMIMawin

ASHHUHIIN

v =
AFEIBPIYAUT

[S=

2

3

EREY

10C

nilawa

AMUNNYDITLUY (System Quality)

1. ImMsesnuuuNMuIzaNnUlss U9
<3 '
RITNET

(Has an appropriate style of design for site type)

1.00

1414

2. aunsaanil Inaaveya T 1Fnu 1dhe

(Has easy navigation to information)

1.00

1414

= A <
3. umsaevaueutazmMsUszulanansInG)

(Has fast response and transaction processing)

1.00

1414

v 9 v v a
4, ?Jfﬂiiﬂ‘HWJ’E]%Iﬁﬁ’JHG]’NJ@QﬁiﬂG]Sﬂ
(Keeps personal information secure from

exposure)

1.00

1418

J

Y Ay =
5. g5 NUszaumsanamuMnLaZIFes

(Creates an audio-visual experience)

1.00

1414

AMNINYDIY0YAY1IAS (Information Quality)

6. Udoyarnasvesdumodiuiione
(Has sufficient contents where I expect to find

information)

1.00

1418

I t4
7. YoyaunasinnuasudIu duysal

(Provides complete information)

1.00

1418

8. Hoyav e MANIZINIZIVOIATITUR

(Provides site-specific information)

1.00

1414

9 ' 2 Y A A
9. qJ@?;ljﬁ“]J"lfJﬁ"liiJﬂfﬂ?JQﬂ@]ﬂ\‘l HIUBDDO

(Provides accurate information)

0.67

1414
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nilawa

10. Yoyatastinnuiuaivogiaue

(Provides timely information)

1

1

1.00

1414

o o d
MsRUHFNHUS (Interaction)

[ a I~ 1 % a
11. ansaulafuaNuAAMUITINA VA LT
A Y
audu'ld

(Can share ideas with other members)

1.00

1414

12. imsuanlasudoyainaissenineny
‘lJE]\?ﬁ'iJ']%ﬂﬂleNﬁ'ﬁ'llﬁll@
(Has a high degree of informational exchange

between the members)

1.00

1414

{ 9 v [ a
13. ﬁmnmmﬂﬁ&umauﬁamnmiizmnﬁmmﬂ
ﬁlﬂlﬁﬁ]}Wl@QLWi]@‘(’jNﬁinﬁN@
(Has a high degree of informational exchange

between host and members)

1.00

1414

=

14, iHveunsl §isene uauesaeauIFn
' <3
9619390132

(Has a high speed of inquiry and response)

1.00

1418

15. Gnvnssumemsaana liaunda lahs
AYNPINTUNAND
(Have marketing activities for members to

participate)

1.00

1414

ANNUMING (Entertainment)

Y

= j} A oA o P
16. mu’ammagmaummﬂmﬁﬂauﬂaum

U Q

(The content is fun)

1.00

1418

a & A oA Ay
17. muammﬂ’gmauﬂumumu

(The content is exciting)

1.00

1414
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aaanYUzveINTUANaUAIMawin

ATUUUDIN

v =
AIBEIBPIYAUT

[S=

2

3

EREY

10C

nilawa

a X A AR
18. 1]!1!@WWW?@QﬂlauVIﬂﬂﬂﬂﬂj1Mﬁu1ﬂ

(The content is interesting)

1

1

1.00

1414

Fa ]
19. Titovnsegniauii Inidnaely

U

(The content is pleasant)

1.00

1414

= dal A oA Y 4
20. muammagmaummaﬂiuﬂ;qmmm

v &
Taau

(The content helps me improve my mood)

1.00

1414

1A o v a v o
aIun 3 mmgnwuﬁumgnﬂﬂwgmummummamcmﬂ

ANMRNHUVBINM I HENTUATIA UM

manain

ASHHUHIIN

v =
AIBEITIYAUT

p—

2

3

RIPEY

10C

nilawa

AN INY (Involvement)

~ ] ] A A 9 Y
1. 1IN muﬂﬂmzwﬂﬂhﬂmm%
A ' < a i
ﬂﬂ?ui?ntﬂuﬁhﬁfﬂ@glﬁﬂ@
(If T have free time I will always be using my

brand community)

1.00

1414

4 ' J I a a
2. Lﬁ’f]ﬂ']uL“lT’l‘i'JiJl’]Juﬁiﬂ“]fﬂ"U@\?ﬂﬁJ%u@i'l’(?fu

A2
UINUU
(When I join a brand community I will only be

interested in this brand)

¢ o J =\ a 9y
ﬂWﬂLV\I%HﬂﬂULW%i@ ﬂWu%%ﬁuGlﬁ]LWElW]ﬂﬁuﬂW

1.00

1418
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ANMHNHHVBIGNM U UAT AU

manain

ATUUUDIN

v 2 =
ABEIBPIYAUT

[S=

2 3

PIEY

10C

nilawa

L I a ]

3. mn tan T I Fanume i uduaunsa v
AANILNTLIINTAN 9 DENHAINHAY 1BY N5
4 a <3 d Y
na lad msuaasnNuAAmY tazMIyitoya

I
Audu
(If T have access to brand community I think to do

many things such as liking, commenting, and

information sharing)

1 1 1

1.00

1414

4. MININa1119 MuUAaNIZIENTILRINT TN

[ 1 A A 9 A Y

AN 9] 0INNITZADI 0T UUMNINTIUIUITIN

I Aa

Wuauxn

(If I have free time I think to participate actively

in activities on my brand community)

1.00

1414

M3INaIUIIN (Participation)

' a A J I a
5. mujangiilen IddsmiluaunFnvouns
. A
muiden

(I am proud of my brand community)

0.67

1418

6. udantinnugunnasuiie &3 m
Renssuduadunsaaaveanafiinuiiy
AN

(I feel happy when I am interacting with

marketing activities on my brand community)

1.00

1418

7. iudAnAuduuasiinnuquile 18 Tna
fonu LaAINUAALH U imﬁ'mﬂ@ﬂf‘i’u
am%ﬂﬂuﬁ'umﬂiuma

(I feel excited and happy when I post, comment,
and talk to other members on my brand

community)

1.00

1414
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ANMHNHHVBIGNM U UAT AU

manain

ATUUUDIN

v 2 =
ABEIBPIYAUT

[S=

2 3

PIEY

10C

nilawa

' = 79
8. mMuiusegelalums Inaddendy e
a < o YA A A 1 o
ANNAAVTU WANYNUNDU NIDNFIUTINNY
a 1 A a g A I a
NINTIUAN 9 TlLﬂWIJHGLHLWﬁ]TW]"IuLTJHﬁlﬂ%ﬂ
(I am very motivated to post, comment, and

participate in activities on my brand community)

0 1 1

0.67

1414

mslHnsenneuanay (Interactivity)

9. i 185w Tnaadoyadis o Miferdearuns
Fufh 33 Te i@ea yUnm naztendm) T
wiudluaundnegiiluilszd

(Uploading brand-related information e.g., videos,

audios, pictures, or texts)

1.00

1414

1 o J J A <3|
10. MU nuas Inadand o ammwanniuilu

a @ [ 2] @ ' I o
amndn lldusijaarudvesniuiulszd
(Sharing the posts from brand community on my

own Facebook page)

1.00

1418

1 J 4
11. ﬂ1u61uTWﬁmmﬁﬂ1}meW% LUASAIU
a < a A Y ¥ ¥
ARLHUVDITUIBNAUDU ) ﬂﬁﬂﬂ'ﬂll@\?slﬂnﬂﬂi\i

(Reading companies’ posts and user comments)

1.00

1418

1 ] aan { I
12. muginuaalfnserIaaeuTumennuiu
anFnegiaue U mMsaoumun ninalad
A 9 a 9 J Y
¥IemsapUnINToyanI AU uau
(Interactivity on brand community e.g.,

commenting, liking, and asking)

0.67

1414
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v a0 a Y
ANNHNNAADAI AU

ASHHUHIIN

v a ~
HITEIVIYAUTN

[S=

2

3

EREY

10C

nilawa

ANUNPANUNAUAR (Attitudinal Loyalty)

F [
1. 6}11/]11!%8%@&]‘%@\15'1@1\1 NUITNITUINT
a 9 A I a g o A
gumvaaanmMutugunFnd uauaenusn
(If I buy a product, I will choose this brand in my

first choices)

1.00

1414

1 a 1 a 9 { I a
2. ‘I/H‘l!ﬂ@'ﬂﬁi'lﬁufn"ll’E]\‘ILWi]ﬁ‘I/HHL“]JHﬁ'?J'I‘Hﬂ
I a Y A A = o a 9
L‘]Juﬁi1ﬁ'uﬂ'l1ﬂﬂ‘ﬂq®m@mEJ‘]Jﬂ“]JG]i'Iﬁ‘L!ﬂ1
A ° A
RPN RRENGE
(I think this brand is the best compared to others

in the same category)

1.00

1414

v @ a

3. MUSANHANUAUATITUA VD UNINTIU

U U

I a
Wuauan

(I am committed to this brand)

1.00

1418

ANNHNAAIUNGANIIN (Behavioral Loyalty)

4. M lauuzaiha 1 duA AT 9981919910
A I a Y v A A Y o
nmuduandnlnnumeu ioaugIN
(I introduce this brand to my friends and

acquaintance)

1.00

1418

1 9/:&9‘ A o a Y A
5. 1/]11!19]“]1@!?]5?]\1@11@1\‘1@]31ﬁuﬂ1ﬂ]’€)ﬂmﬂ‘ﬂ‘ﬂ1u
<3 a %} [ 1 A
L’]Juﬁlﬂ%ﬂ“]ﬂ €] DYNABDIUBDI

(I repurchase this brand continuously)

1.00

1418

6. ilonudeunnipaveInAURIVE MR
fluainga vulddesFousemalialSuilss
anaut ety

(If I find the flaws of this brand, I have

complained to improve the brand)

1.00

1414
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