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Abstract

The objectives of this research were 1) to study the CRM factors in private vocational schools 2)
to develop the CRM model in private vocational schools and 3) to implement and evaluate the appropriate
model to be used for the private vocational schools.

Research procedures consisted of five steps: 1) a literature review to identify the appropriate
factors of the primary model, 2) examining the feasibility of the primary model by interviewing 10 private
vocational school administrators in order to develop a primary model which was adjusted accordingly to
become the first model, 3) a group of ten scholars to examine the feasibility the first model by using focus
group technique. The first model was adjusted accordingly to become the second model, 4) implementing the
CRM model in three of private vocational schools. The research sample consisted of 45 persons : 3 directors, 9
assistant directors, 13 administrator and 20 teachers 5) evaluating the quality and adjusting the CRM Model.
The instruments used were interview form, questionnaires for data collection, CRM Manual for private
vocational schools, observation form, field study reports and a research quality assessment form. Research data
were analyzed with the use of the percentage, mean, standard deviation, t-test, and content analysis.

The findings were as follows: 1) the factors of CRM Model in private vocational schools
consisted of preparation step, planning step, operating step and assessment conclusion and development step. It
was proved feasibility and acceptability by the vocational school administration experts. 2) CRM Model in
private vocational schools in each step will be as follows: (1) preparation step consisted of the policy and
commitment, CRM objectives, intellectual alignment, social alignment, technology alignment and supportive
structure (2) planning step consisted of analyzing strategy, analysis of marketing atmosphere and analysis of
need assessment and the risk (3) operating step consisted of specify CRM strategy, CRM strategy
implementation, specify units action plan, set up student relationship center and set up “Service Level
Agreement” (4) assessment conclusion and development step consisted of assessment by CSI, an overall system
organization performance report, publishing and disseminate organization performance to the public and
offering reward to encourage morale among employees. 3) All three sample schools had well applied CRM in
their administration with their continued effort and activities. Regarding academic affairs, CRM were clearly
present in sharing and establishing proper CRM knowledge. For personnel administration aspect, most of the
teachers and staffs in three sample schools had a very high awareness and faith in CRM. It was clear that they
had all sacrificed, devoted and taken key responsibility in conducting CRM in their schools with cooperation
and strong teamwork. With reference to the financial administration area, every schools successfully sought
cooperation from all departments in driving CRM forward so it could gradually proceed. For general
administration affairs, they put afford to upgrade all school services by using student relations. Regarding to the
evaluation of the final CRM Model, they were satisfied with the CRM Model at the highest level in 4 standards:
utility standard, feasibility standard, propriety standard and accuracy standard.

Keywords: Administration Model, Customer Relationship, Private School, Vocational
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