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51601328: MAJOR: PUBLIC AND PRIVATE MANAGEMENT
KEY WORD: THE DEVELOPMENT/ CUSTOMER RELATIONSHIP MANAGEMENT

PHATCHARAPORN NGAMVIJITNUN : THE PRINCIPLE TO DEVELOP CUSTOMER
RELATIONSHIP MANAGEMENT SYSTEM CASE STUDY PHETCHABURI SOR
CHAROENYONT LIMITED PARTNERSHIP. THESIS ADVISOR: ASST.PROF. PITAK SIRIVONG,
Ph.D. 95 pp.

In the research of Develop CRM Manage. Case study is Sor Jaroenyont Phetburi
Limited Partnership object to study about customer relation management system applied in
organization and also study about the problem and obstruction of that system. The scope of
this research focus on the customer of Castrol lubricant product under Sor Jaroenyont
Phetburi Limited Partnership distributor. The methodotogy this descriptive researchis
interviewing sample group which mainly focus on high potential customer and key account of
the organization. The sample divided into 3 groups as Wholesale, independent workshop and
branded workshop (Bikepoint , Auto Service and BP WorkShop)

The result of this research found that the sample group satisfied with Castrol
product and indicated the good attitude to Castrol brand and product’s qualification
specifically in product’s engine protection capability. Moreover customer are satisfied in the
service of distributor in dimension of product logistic and product’s information presentation.
However, in order to improve customer service the information about the price are the most
required information.

The recommendation of this research is the improvement of product’s pricing. In
comparison to lubricant oil market, Castrol product cost is higher than others and this problem
is the main obstruction for dealer who are not able to manage or change independently.
Therefore BP-Castrol Corp is the only one who is able to solve to this problem. The
continuous research as suggestion will support in CRM system utilization in other dealer or
related organization to be success in customer service management effectively.
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