NN



VIFIUIUNIIN

INAST AYMMIYAIN (2547) “MISANYIUINKNSIMISgAMENRUS Asdifne sus
n3er3 oY1 1R (urwu)” esinusSyaninemaasunitiuda
A IMsdansma lulagmsaume TudiaInede
wIMeISenensA ng
Aomaes, Aal MsTANINIIMAIA uasn Marketing Management 19Y BIYNS
yMaARTHUS LazAuBu (2546) nyamwuvuns fiesdu Sagindu
oulalmni
. msmmﬂﬁmfuﬁnﬂﬁﬁﬁ 1Ja91n Kotler on Marketing : How to Create,
Win, and Dominate Markets Tas mm’h WaIY (2542) ATUNNUNIUAT
19.015. DFud e
. MsYSMIsmsaatn : w51 1aupy U uazauny ulann Marketing
Management : Analysis, Planning, Implementation and Control Taw
dhemmaguas Dadue dga (2540) NTUNNUNIUAT GUYS
. wanmsama 11laen Principles of Marketing 10 21381 AUA9A 189
WazANBLE (2545) nunmavIuns esdu Bagindu S Talanh
aeanes, Nal uaz e1suansey, uns usnnsean wlavn Principles of Market 198
My AuReANGY iagAuBuY (2545) niamwEMILAS fosdu IBagInTy
guTalani
Sundis rauames nazgmnsel deuiluaiad @ses) “mssznduiusitemsaaia
120027 msINNIFEATAAGY 8,1 (UNTIAU-WHIOU): 4 - 14
Sun Beawds uae sAed unming 2546) “msafregamiinninmsdomsluanu
aseumer W enmsmsaeuyaivnsdoms misufi 13 wih 228 - 266
wumys uminndog Ivivsssniss awdndadmeand
st wuguTu (2547) “woRnssuunzanuRamiufuatumsuimsgniduiug
vosfnsinsAnd lildtasvessinmavesgnd luwasunaiies Saniagassil
InniinustSyanusmsgstmitudia avinuSmsysne

UMINGIAVUNIA TN



127

@ o J ' a [
INIAU ATTINUS WA (2543) ﬁ'amyﬂmww VBUHUNU ﬂ'lﬂ’J‘lﬂ‘UiSﬂﬂ'iﬂBﬂ'Iﬁﬂglmg

o o a Y 2
TITUINAMNTOT UHINUIDEVIUUNU

o Y v

4
Y A = [
FOIAU AIYWIA (2546) “!LUTW’Nﬂ']TUTH15QﬂﬁWﬁNWU‘ﬁﬂl@\?ﬂﬂﬂWﬁ'lu‘lﬂfgqvm

¥

Y 1=

Tuwadananuesme” IneriinusSyanusmsgstoum g
MUMPIVINITFINT VNINNABUHIAITAIY

¥an auusIY (2545) CuttingEdge CRM ngasnwuviiuns 1aw uous anl

Fyad 2edisziasy (2536) “msnufluasanudesmsldmstime : vauenn
e lu msssyuIngaiglse sl 2536 uaznisyszyunieinms
Fos uSmsmsaums : aussnNuAeINITvee1Faense Tufi 26-29 aarnu

2536 lsasuUNnONNIAE AINUNWUNIUAT ﬁiﬂﬂMﬁ@ﬁﬁyﬂuﬁﬂﬂﬁgmﬂ"“l’lﬂ"l

M 53-59

A a o 9 =3 a Y o a oA 4 u’" a

FUIAA UIUIUAD (2546) MITUTHITGAMTUANT WUNATIN 2 NFUNNUMIUAS
@ wou an

YA Fooniust (2546) “ITITN 9305558 135WITUINIW wazanzfii Tu
ﬂszmamizzfﬂmsﬁ'ﬂnm‘fugqﬁmﬁmmﬁuy?msmmumw niiwi 14
w1 277-315 wuns wminodeg luiosssindsty munindadmans
. 2546) “Uszidudfafersumsisotumsseamsasaume T
szanamsegainduannmssamsasaume viaed 15 wih 141-156
wumys wmanedoglviesssunisg amvindadmans
. (2546) “Usziudwyfedunansenuvedensiane i Twansauma
dnmsauma uazmsianmsmsaume 1 Usswramseyadnduuu
msamsmsaums wiwh 3 wih 77-114 wunys
i nndoglviosssintny avindadmans

yiu aiindlns (2540) nsAneusuynans luesdms ngumwuvIuas Ywaensal
UM INeaY

g wmniodlnsna ! ameasin uasiswa WERa (2546) IRM : CRM misaan
dFuRuE npamwumunT Sdagndu

arle 1fouwa (2537) pagnsmIEnAAY : f?'qﬁ'mwmmffu?wmyiﬁa

L4 = [y
ATUNNUNIUAT JWIDINTUNNTIINGINY -



128

o [ Jd @ §
AAWIA WITUNUID (2546) “D3AUsznOUNAN 8 Uszms : @319 CRM” nsmsienis
IWUNBNAR 8, 43 (NUIAV-IHI8U): 30-34
o = an e 4 4 a ety o
wyena MUATIan uozaudy q (2547) “anuiaelsvosdlFuimshtidemsuSmsues
a [ 1 a 4 o [
MOAYANAN UNINGINBVBULAN" duWBTINTY 11,2 (NIRIAN-FUNAL):
28-36
[ v & 0 o
amandnnsndursdssmalng (2541) eamlsedll 2541 nyamnuviuns wam,
. fhomswiinay (2542) “glledszliunansUfinan” ngaumwumiuns
o o &
amananninduralszmang
v o Y o @ d
L HBAYANIIIY (2547) “ununsdsuilgadosdyanmianaansnouvelszmelng
njumnumuas amanannindudalszmelne
o [y o
. (2548) “Wosayninsiv : quidoyadaanu” AFUNNUMILAT ARANEANING
urtatlszme Ing
5T WNE5IIN (2545) “anuiawelelunmsldusmsdninneayanarsvesiidaszdy
YSgyaa3 manunuvangesuSmsgineiinda (aewios 2 1)

[ 4 ) LY ) a a o (=
AUSTIANANTNT UINNFoATUATUNST Isar asHnusUSyan
Anyimaasumtiagia Jvuengsneanyt Tadainods
UNTINIRBATUAT UNTD 150l

w d = =] oy 1=y =] oy
wsed inrhua (2538) “anuianelvvestidnlSyan Inau Inonddnuniise

= 4 S an o o o a a @
MIVTMIVRIUITITIMADI I A5UFT dNININTVIMT W Indy

- = a 4 = o o 4
AunsUNs? Isa sy Tuilniseing 25377 InortinusAadmeans
C o 4 = @ a a Y = @
AMude (UITANSNEMaAsLazMSTINARITAT) TuNaIne1ds uIneide
L4 o Y A4 o oA =Y
wrasa (eoulaw) msydawl Audniui 20 URUIWU 2548 1N
http://thesis.tiac.or.th
YN 4555 (2546) “msffecrsmsamalusiumsaums” W ena15n15aeuynIn
nisdems v 10 ¥ 49-99 wumys wnIne sy lunosssingss

a o 4
MInalmans

1903 Anlszme (2540) “msihinagnsmsamamnlflunisusmsaudecaya
aoniumsdu” InninusiSayanfadmansumiuda @ssansnumany

a o v oA a [y a o °
HAZATUINARNTAT) UUNAINGIDY UNIINENRUITINATN



129

Toassw Ainend (2534) “anudesmsuinisiesayavonindnuinendowena dada
anniugavdnyuensu” Inndwussnuimansumiindia wssansnymans)
Taudininerds ynanseiuminnds eaulmd) mszdav) fufiniud 20
ﬁqmau 2548 90 http://thesis.tiac.or.th

Usznaf duaus (2546) “UssiuddRoatumsuiamsmsaume lu Uszvaaaszyn
Jndunnmasamsmsaung it 8 wih 95-127 UMY
unTInndog lvivsssntss anindalmans

ws3y IRnmnsel (2543) “MIUVTLAUAUNINVTMTNTAUNA : ANVUANANTEN T
anumandstuanuiiueTaveams 185 uuSmsmsaumea
InniinusilSyan Amlmnansumiiadia Iuenussansnumans
wazesiimemans VadaIngrds uminodoaiuniunsilsa

Wiy At (2546) “swaimsdisannuitne levesdldiiideusnisves
dninveayauniinndusssumans” Tauimd 24, 1 wnsau-Tguiou):
39-51

A1 lw wsuaiing (2536) “USmsmsaumamiolng : uuafauazdeduna” Tu
mszyn Ingimnigysestl 2536 uagmstsegumnams e
yEmsmsaume . ausennuReamsvou 19a5me Suil 2629 e 2536
Tsausuunnenwuad njunnuvIuns dunuiesdyauvslseine Inga
wii 1-13

wifaren Suddunsed (2543) “mamneimsldmsamaFaduiusnw Inniinug
Psnaniimamaniumiiudia madnmsisznduius Sudainode
PN BlnINeIde

59150 g 19 (2541) “anuianelvluuSmsiosayavonindnumenina
IMedenea VU 1%Y3” 1IMITIMedene ey 1vYIil
71%Y5 10,2 (NINIAN-FUNAN): 44-50

Jal59 Inenaaudadml (2540) “anufisnelalumslfusmsdesayaguilimsinm
T Savouunuvesindnyl TassmssanmsAnndmsuyaansszdnig
aoniuswdgme : iawiznsdl TsuSouaauayn” InniiwusAadmans
umiludia @ssaninumansiazastimeenans) Yausainods uminend
umansay (eenlad) sszdavyd Aufntud 20 Sguiou 2548 910

http://thesis.tiac.or.th



130

uass, duan oy ad i Widuds ulaan The Complete Guide to Customer Service
Ty Ymodu quisud (2521) njamwumiuns Hidagadu

Inen dwsisaga (2547) Walemsuimsgaaudnse nzumwuniuas Hidagady

W plszys (2544) “quimvosmnsauma : uSunddaylurnasseii 217 Psmsiaansay
uazinn lulad un1Inerdesean 5,2 15-25

Fnina Maiadne (2548) “UHUMSRAGs UM IVIMIgamauius luiiruzves
Aumusmiwielvguesusin us T Snansetind $iva”
msinusSygusmisgstumiude mudnmeme tadiainnds
UMINGALATUATUNG D LAl

Jawad mAvdszimi (2543) gaamluauims 1 fuindedt 4 nyummumiuns mnay
daasumaTulad (Ino-giw)

Ay Saugasssal (2543) “msuSmamsiimavesiesayauasguimsimeding
Inemaniuazma Tuladlu wangamwurmunasuazlSuamar

a o

L) @ o s 4 = o
MninusAadmansumiumia (UITAINEMAATUASTITHNAPNAAT)
v o a o = @ o <. [ o
UUNAINVINY UWIVINYIAUTIUAULY (eau"lau) mseduvy f’l’uﬁmuw 20
ﬁqmﬂu 2548 90 http://thesis.tiac.or.th

@ [y 4 a A a 3 ] Yq ¥ a
FNVY DUIYNIA LIOT qana AIgan (2548) “ﬂ')'mﬂﬂﬂ’iulmgﬂ'ﬂNWQW@ﬁl%ﬂlﬂQl'del"]f‘lﬁﬂ'li

]
Aa 4

hiineResayanuzwennamans yninndvvounnu Teualszunm 25477
Suresiuiu 12,1 nsau-dguion): 29-36

awentl BendazTani (2546) “CRM : snszduguimfignAninngesimsuazqamiiean
msthllggndr nsmsilemsiivnanaa 7,42 (nIAA-UARUE);
74-76

aiis, oamu Sa (2545) wuasiSungnA1 AJUNWA 10. 015, DFud s e

asnue Waugnos (2546) “msfnmanuisnelavesdldusmsneayanan
wInedsveuuAY” asinuslSyanuimisgsfmiduda mvinmsaaia
Ve IMNGy yrIneaeasuasunsa sa

gi9s gamm (2540) “MAnEHszUUMISAnI M AUMAvEIeIayARIIANAINING
uiathszmelne” SnoiwusiSyanfalmansuniiada madn

Y o 4 a Y o
’Ui3‘@11'15ﬂHﬂWﬂﬂ{LLﬂzﬂﬁulﬂﬁﬂTﬁﬁi UMTINTINBTTUA NN



131

@

giand doaasiuns (2547) “ﬁugmmmqmmwﬁms - maolaldgndr
Nsa1sesayn 48, 1 (Wnsiau-Huinu): 1-14

quil aqug iy (2544) MsUSMITIRagNS LUIAAUAZNGEH NTANNIMUAS
Tsefuiuminndosssusmans

{36 yansna wazaudu  (2546) “anuAiawolavenindnuseiudSyanas Tumsld
usmsvesdninvedyananaoiiiuma Tulagnszaoundusnamnisain
n3e1ie” MIAIsHsEIeMN1AnTEIN 11, 2 (@anaw): 53-56

g3 ofvnd (2534) “nisldnagninmseaalunuuimsmsaumseaiosmya
unIndy IneriinusiSygimsanyumiiuda Jsnenussansny
mans umInodoeunsunsilsa dszauiing
. (2543) MIUTMIMITAUNAMTINAGNTNITATIA UMIAIAY ABTUYHOMART
wazdanumans aaniuswigumiasey
HazAUBL (2545) MmUY Hosdu Bagiadu dulalah

(o3 2arfuaem (2541) mmmorii iy ey nummumuns Sseildy uasleving

o173 wisuTad (2547) “nagnimsdemsifiensuimsgadduiusiuanuioneleves
gnf: nsdiny u3Um ueanud suTds weiia $1a umauy” Inniinug
Pyaniimamansuniudia mndnidmemansmiaaia Sudainody
ynTIMedunons i ing

glsassa wewdl (2534) “anuianelauazanudesmsvesernisduaziidannzngenans
yasnsaiuniInerdo TumslfuSasdesayavesnay” Inoiinusonus
mansumiuda (Ussandnyenans) Tudiaineds pnasnseiumiinedy
@ou'lowd) sszdavl AufiuSud 20 Tquien 2548 910 hitp://thesis.tiac.or.th

Bang, Jounghae. (2005) “Understanding Customer Relationship Management from

‘ Managers' and Customers' Perspective: Exploring the Implications of CRM

Fit, Market Orientation, and Market Knowledge Competence.” Thesis (Ph.D.)

University of Rhode 1stand.  Abstract online. Pub. No. AAT3188835 Retrieved February

18,2006, from Dissertation Abstracts Online



132

Bilchik, Anton J. (1996) Customer Relationship Management : Making Hard Decisions
with Soft Numbers. Prentice-Hall: Upper Saddle River, NJ. g1analy aused q B
el (2545) “mssamsnnuduiusgnd gmasnsalgsneyTimd 24,93
(MUeBU): 9-14

Brown, Stanley A. (2000) Customer Relationship Management : A Strategic Imperative
in the World of E-Business. Ontario: John Wiley & Sons Canada.

Brown, Stanley A. and Gulycz, Moosha. (2002) Performance Driven CRM : How to Make Your
Customer Relationship Management Vision a Reality. Ontario:

John Wiley & Sons.

Christopher, Martin., Payne, Adrian and Ballantyne, David. (2002) Relationship
Marketing : Creating Stakeholder Value. Oxford: Butterworth-Heinemann.

Corrall, Sheila and Brewerton, Antony. (1999) The New Professional’s Handbook : Your
Guide to Information Services Management. London: Library Association
Publishing. pp. 37 S19felu Sumiail woeswug (2543) “gaummnluau
VI NIMITUTIUISIHMIANT 20, 1 (UN310N): 23-50

Cram, Tony (2001) Customers That Count : How to Build Living Relationships With Your Most
Valuable Customers. London: Pearson Education.

Day, George S. (1999) The Market Driven Organization : Understanding, Attracting,
and Keeping Valuable Customers. New York: The Free Press.

Etzel, Michael J., Walker, Bruce J. and Stanton, William J. (1997) Marketing. 11" ed.

Boston: McGraw-Hill.

Greenberg, Paul. (2001) CRM at the Speed of Light : Capturing and Keeping
Customers in Internet Real Time. California: McGraw-Hill.

Grimwood-Jones, Diana. “Marketing the Information Service in Voluntary Sector
Organisations.” In Information Management in the Voluntary Sector, 305-322
Grimwood-Jones, Diana and Simmond, Sylvia Editor. London: Aslib, 1998.

Gupta, Dinesh and Jambhekar, Ashok. (2002) “On the Link Between Marketing and
Quality.” In Education and Research for Marketing and Quality

Management in Libraries. pp.205-219. Munchen: IFLA Publications.



133

Gutek, Barbara A. and Welsh, Theresa. (2000) The Brave New Service Strategy :
Aligning Customer Relationships, Market Strategies, and Business
Structures. New York: AMACOM.

Hernon, Peter and Altman, Ellen. (1998) Assessing Service Quality : Satisfying the
Expectations of Library Customer. Chicago and London: American Library
Association.

Kapanen, Robert. (2004). “Customer Relationship Management and Service Delivery.”
International Journal of Services Technology and Management. 5,1 : 42-55

Knox, Simon and others (2003) Customer Relationship Management : Perspective
Jrom the Marketplace. Burlington MA: Butterworth-Heinemann.

Kotler, Philip. (2003) Marketing management. New Jersey: Prentice Hall.

.. (2004) Ten Deadly Marketing Sins : Signs and Solutions. New Jersey:
John Wiley & Sons.

Kotler, Philip and Armstrong, Gary. (1999) Principles of Marketing. New Jersey:
Prentice-Hall International.

Kreizman, Karen. (1999) Establishing an Information Center : a Practical Guide.

London: Bowker-Saur,

Landrum, Hollis Taylor, Jr. (1999) “An Analysis of The Ability of An Instrument to
Measure Quality of Library Service and Library Success.” Thesis (Ph.D.)
University of North Texas. Abstract online. Pub. No. AAT9989808 Retrieved
February 18, 2006, from Dissertation Abstracts Online
http://wwwlib.umi.com/dissertations/fullcit/9989808

Li, Shin-Chin. (2001) “The Impact of Strategic Position on E-Broker’s CRM Applications.”
Thesis (Master) NSYSU Information Management. Abstract online. Retrieved
February 25, 2005, from Networked Digital Library of Theses and Dissertations

http://etd.lib.nsysu.edu.tw




134

Maddox-Swan, Ruth. (1998) “Perceived Performance and Disconfirmation of
Expectations as Measures of Customer Satisfaction with Information
Services in The Academic Library.” Thesis (Ph.D.) The Florida State
University. Abstract online. Pub. No. AAT9827675 Retrieved February 18,
2006, from Dissertation Abstracts Online
http://wwwlib.umi.com/dissertations/fullcit/9827675

McKenzie, Ray. (2000) The Relationship-based Enterprise : Powering Business
Success Through Customer Relationship Management. Toronto:
McGraw-Hill.

Muller, Theo (1997) “Relationship Marketing.” Retrieved September 14, 2005 from
http://www.mm-research.com/Pages/Relationshipmarketing.html

Newell, Frederick. (2000) Loyalty.com : Customer Relationship Management in The
New Era of Internet Marketing. New York: McGraw-Hill.

Nickels, William G. (1978) Marketing Principles. Englewood Cliffs, N.J.:

Prentic-Hall Inc.

Nykamp, Melinda. (2001) The Customer Differential : the Complete Guide to
Implementing Customer Relationship Management. New York: Amacom.

Parasuraman, A., Zeithaml, Valarie and Berry, Leonard L. (1986) SERVQUAL : A
Multiple-Item Scale for Measuring Customer Perceptions of Service Quality.
Cambridge, MA: Marketing Science Institute.

Perreault, Williams D. (1996) Basic Marketing : A Global-managerial Approach.

12" ed. Chicago: IRWIN.

Schmidt, Janine. (2002) “Unlocking the Library: Marketing Library Services: a Case
Study Approach.” In Education and Research for Marketing and Quality
Management in Libraries. pp. 87-97. Munchen: IFLA Publications.

Steffes, Erin Marshall. (2005) “Establishing The Link Between Relationship Marketing,
Customer Profitability and Customer Lifetime.” Thesis (Ph.D.) The University
of Texas at Dallas. Abstract online. Pub. No. AAT3176140 Retrieved
February 18, 2006, from Dissertation Abstracts Online

http://wwwlib,umi.com/dissertations/fullcit/3176140



135

Tenner, Arthur R. and DeToro, Irving J. (1992) Total Quality Management : Three Steps
to Continuous Improvement. Massachusetts: Addison-Wesley.

Torres, Antonio, Jr. (2004) “Factors Influencing Customer Relationship Management
(CRM) Performance in Agribusiness Firms.” Thesis (Ph.D.)
Purdue University. Abstract online. Pub. No. AAT3166715 Retrieved
February 18, 2006, from Dissertation Abstracts Online

Walters, Suzanne (1994) Customer Service : How - To - Do - It Manual for Librarians.
New York: Neal-Schuman.

Webster Jr., Frederick E. (2002) Market-driven Management : How to Define, Develop,
and Deliver Customer Value. 2" ed. New Jersey: John Wiley & Sons.

Wu, Weijun. (2005) “An Integrated CRM Data Mining Method for Predicting Best
Next Offer.” Thesis (Master) Dalhousie University (Canada).
Abstract online. Pub. No. AAT MR00941 Retrieved February 18,
2006, from Dissertation Abstracts Online
http://wwwlib.umi.com/dissertations/fullcit/9827675

Zablah, Alex Ricardo. (2005) “A Communication Based Perspective on Customer
Relationship Management (CRM) Success.” Thesis (Ph.D.) Georgia State
University. Abstract online. Pub. No. AAT3175015 Retrieved February 18, 2006,
from Dissertation Abstracts Online
http://wwwlib.umi.com/dissertations/fullcit/3175015

Zeithaml, Valarie A., Parasuraman, A. and Berry, Leonard L. (1990) Delivering Quality
Service : Balancing Customer Perceptions and Expectations. New York:

The Free Press.



