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The purposes of this study were : to investigate the customers’ satisfaction toward
customer relations management of shipping companies at Bangkok International Airport; to
compare the customers’ satisfaction on customer relations management classified by types
customers; and to study the factors influencing customers’ satisfaction.

The samples in this research were 200 regular customers of shipping companies in 2003.
These samples were derived by purposive random sampling. The instrument employed in this
study was questionnaire. The analysis of the data was accomplished computation of the
percentage, mean, and standard deviation; F-test and multiple regression coefficient.

Based upon these findings, it was concluded that : The customers’ satisfaction toward the
customer relations management in overall was at high level; there was no significant difference
among customer toward the customer relations management; and the customer relations
management factors of each aspect affected customers’ satisfaction of the shipping companies at

Bangkok International Airport.





