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The research has an objective to study and set a guideline of CRM (Customer

Relationship Management) dovaloment in painting and thinner manufacturer.
: I ¢

In the stage of system development, the team uses the TQA (Thailand Quality
Award) as a benchmark to assess the current quality system status and to identify the
development opportunities.  During development process, the team applies CRM
(Customer Relationship Management) and develops customer master database from
nternal users requirements (Sales and Technical Departiment).  Besides, the team
gathers required information and summarnizes it nto a customer data report in order to
provide strategic planning and action plan. in the case study, the team mainly focuses
on a group of deaiers, which have busmess-to-business relationship and contribute to
80% of total company sales.

In summary, the strategy developed from applying TQA and CRM is to maintain
the current customer base, give main priority/resource to grade-A customers, and
ultimétely expand relationship to new customers. This impiovement is o be done by
iistering to customer complaints and feedback, and promplly response to customer
concerns. This customer feedback will lead to opportunities to improve service level (to

beyond competitors), thereby developing customer satisfaction.





