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ABSTRACT

The objectives of this research were: TE 1 560 9 1

1. To study the communication strategies and tools used for customer
relationship management (CRM) of the GSM Advance by the Advance Info Service Co.,
Ltd. (Public Company).

2. To study the relationship between customers' demographic
characteristics and customers' satisfaction towards the CRM communication of the GSM
Advance by the Advance Info Service Co., Ltd. (Public Company).

3. To study the relationship between customers’ life style and customers’
satisfaction towards the CRM communication of the GSM Advance by Advance Info
Service Co., Ltd. {Public Company).

4. To study the relationship between the customers’ media exposure of the
communication relationship management and the customers’ satisfaction towards CRM
communication of the GSM Advance by Advance Info Service Co. Ltd. (Public
Company).

Data from in-depth-interview with the manager of the Customer Relations
Department of Advance Info Service Co., Ltd. (Public Company) and 400 questionnaires
from GSM Advance customers were analyzed by using the following descriptive
statistics: percentage, average, mean, chi-square and Pearson Products Moment
Correlation.

The results were as followed : TE 1 5 6091

1. The Advance Info Service Co., Ltd. (Public Company) had emphasized
on the quality development of mobile phone systems; the new value and variety of
service excellence to ensure utmost customers satisfaction and support all customers’
need. The “C-Care Smart System” was established to handle comprehensive quality
service and to answer customers need in order to maximize customer retention. The
CRM messages of GSM Advance were communicated via 3 channels: the company
channel, the mass media channel, and the special channel. The mass channel was
relatively effective for it's been easy to remembér, well presented, simplicity, and
creativity.

2. There were no slatistical significant relationships between sex, ages,
education, and salary of the GSM Advance customer and their CRM communication
satisfaction. However, the profession of the customers had statistical significant
relationship with their CRM communication satisfaction.

3. There was statistical significant relationship between the customers’
lifestyles and CRM communication satisfaction. The exposure of the CRM
communication of GSM Advance of the customers was low.

4. There were statistical significant relationship between customers’ media
exposure via the special channel and the advertising channel and customers’ CRM

communication satisfaction.





