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ABSTRACT

This research is to improve the performance of the business process in
customer relationship management systems (CRM) by the function-oriented model for
large-scale organization. The selected case study is a large-scale company with the
mission to develop the comprehensive operational management of infrastructure to
survey, research, and analyze the problems related under the partnership with
government agencies and the private sector. The study focuses on qualitative research
of data collection instruments including in-depth interviews and the discussion group.

The findings indicated that the improvement of business processes in
CRM, a new model called function-oriented, could help the organizations to respond
to the customer satisfaction. Therefore, from the results, function-oriented model
could lead to lower costs, better vision of the overall work process, clearer
responsibility for division, better deployment of technology, and better recognition in
international standards. This framework is approved by CEO and CIO of the

organization with the highest satisfaction levels.
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