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### # 4985181928 : MAJOR PUBLIC RELATIONS
KEY WORD: CUSTOMER RELATIONSHIP MANAGEMENT / IMAGE / AUTOMOBILE / CAR

ASHARAWADEE UANON : CUSTOMER RELATIONSHIP MANAGEMENT FOR IMAGE
BUILDING OF AUTOMOBILE COMPANIES. THESIS PRINCIPAL ADVISOR:
ASST.PROF.SUWATTANA VONGGAPAN, 167 pp.

The objectives of this research are 1) To study the automobile companies’ customer relationship
management strategies and tactics for build and improve the corporate image. 2) To study customer's
perception towards the strategies of customer relationship management. 3) To study customer's attitude
towards customer relationship management for building an image of automobile companies. 4) To study a
corporate image when used the customer relationship management strategies. 5) To know the tendency of
customer relationship management strategies in the future by studying from the in-depth interview and
documents analysis including 10 automobile companies such as Toyota Motor Thailand Co., Ltd., Honda
Automobile ( Thailand ) Co., Ltd., Chevrolet Sales (Thailand) Limited, Mercedes-Benz (Thailand) Ltd., Siam
Nissan Automobile Co., Ltd., Ford Sales & Service (Thailand) Co., Ltd., Mitsubishi Motors (Thailand) Co., Ltd.,
Mazda Sales (Thailand) Co., Ltd., BMW Leasing (Thailand) Co., Ltd. and BMW (Thailand) Co., Ltd. The

second part was survey research 419 samples who were the customer of 10 companies.

The results indicated that the automobile companies’ customer relationship management strategies
objective were 1)-to give customers the most satisfaction. 2) to retain customer loyalty 3) to increase profits
by used IMC tools such as Direct mail, SMS/Call centre, website, customer assistant and special events. The
survey research was found that the more perception, satisfaction on customer relationship management, the
better attitude of customer towards those automobile companies. The companies was communicate to their
customer continuously would be successful in creating the positive attitude towards the companies as well.
Customers who have the positive attitude towards car brand would also have a good attitude and perception

on such automobile company.

Department Public Relations Student’s signature...... m"‘%mdﬂ\l ................
Field of study  Public Relations Principal advisor's signature... Cpm—T

Academic year 2007
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Lego (Denmark) 1

[KEA (Sweden) 2 4 2 8405 8408  -0.03
Barilla (italy) 3 1 2 8353 8779 -4.25
Mercadona, S.A. (Spaln) 4 29 25 8339 7500 540
AP, Maller - Masrsk (Denmark) 5 7 2 8339 8315 024
Toyola Motor Corp. (Japan) & 6 0 82.79 8315  .0.37
Ferrero {Italy) 7 8 1 8263 8298 -0.35
Patrobras {Brazi) 8 83 75 8219 7399 820
Sherbank of Russia (Russia) 9 246 23?7 8196 6538  16.58
Rockwoo! (Denmark} 10 61 5 8186 7528 6.58
Michelin (France) 11 s ] 8167 8379 212
Danfoss (Denmark) 12 11 . 8145 8157  -0.13
Swatch Group (Switzerfand) 13 NEW n/a 81.29  NEW n/a
Magnitogorsk Iron and Steel Works OAD (Russia)| 14 87 73 8117 7350 7.68
Kraft Foods Inc. (USA) 15 10 -5 81.07 8182 -0.75
Canon Inc, (Japan) 16 38 22 g082 77.02 3.80
Veastas (Denmark) 17 42 25 8081 7680 401
Danone (France 18 55 37 8068 7548 5.20
El Corte Inglés (Spain) EL 410 £9 40 8063 7532 530
Honda Motor Co. Ltd. (Japan) .~ 7 | 19 4 | 8060 7955 105
Matsushita Electric Industrial Co. Ltd. (Japan) 21 54 33 8056 7558 498
M¢Caln Foods (Canada) , 22 4 28 6 8043 78032 240
Marks & Spencer Group PLC (UK) | 45 22 80.19 7666  3.53
Grundfos (Denmark) _ 24 44 20 8018 7671 347
United Parcel Service Inc. (USA) 25 112 §7 8006 7172 833
Jean Coutu Group éCanada) 26 NEWY n/a §0.04 NEW n/a
Philips (Netherfands) 27 14 13 7982 8098  -1.16
Gazpromeneft (Formetly Sybnaft) (Russia) 28 . 317 289 79.589 6280 16.79
FedEx Corp. (USA) 29 98 63 7939 7261 678
Lukoil (Russia) 30 in 142 79.35 6857 10.78
Vale do Rib Doce (Brazil) 31 176 145 79.31 6835 10.9
Hovo Nordisk (Denmark) 32 24 $ | 7909 7875 034
Velux {Danmark) Y 33 22 -1 7895 7892 003
BMW AG (Germany) 34 18— -16 /] 7889 79.58  -0.69
Johnson & Johnson (USA). 35 13 =22 7880 8107 227
Deutsche Lufthansa AG (Gaimany) 36 3 -33 7865 8406 -5.44
L'Oreal (France) 37 50 13 7844 76412 233
Vralt Disney Co. (USA) 38 27 -1 7837 7865  -0.28
Raiffeisen {Switzerland) 39 35 -4 7811 7737 074
Grupo Pdo de Aqucar (Brazd) 40 164 124 7809 69.06 9.3
Gazprom (Russia) 41 201 160 7805 6715 1090
Robert Bosch GmbH (Germany) 42 36 5 7798 77.26 0.72
Bridgastone Corp, (Japan) 43 56 13 7777 7538 239
Nokia Corp. (Finland) 44 41 -3 7776 7685 09!
Aldi Group (Germany) 45 21 <24 7775 7918 142
Gerdau {Brazil) 46 70 4 | Iz A9 299
Canadian Tire (Canada) 47 NEW n/a 77.53  NEW nfa
Henkel KGaA (Germany} 48 NEW n/a 7734 NEW n/a
Rosneft (Russia) 49 426 377 7729 5932 17.97
Luxoltica (Italy) 50 31 -19 77.26  77.68 -0.42

519 1.1 : wan1sARAUALUSHNNTTALAEIANERLUTanT] 2007
ﬁ&l’]: Global RepTrak™Pulse 2007 Summary of Results The World's Most Respected

Companies: An Online Study of Consumers in 29 Countries, www. reputationinstitute.com
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NSFAUNSSUIUNITUTUITNUGNAIENNWUE (A CRM Process Framework)

Parvatiyar Wz Sheth (2001) THa519n381NT2UAUNIINTLEN TG NANENAUS
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N3TUIUNITAFIAINANAUSTUGNAT (The CRM Formation Process)

a

o g

2) NITUIUNITAANITAMNANNUS (The CRM Governance Process)
3) NITLAUNITIANAANNANNUS (CRM Performance Metrics)
4) WAUINIFUBINITLIMNIUGNAIGNIUS (The CRM Evolution
Process)
Figure 1: The CRM Process Framework
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F 3

51 2.2 : NFAUNTLTUIUNMTLEIMITNUANAANNUS

un Atul Parvatiyar Waz Jagdish N. Sheth. Customer Relationship Management:

Emerging Practice, Process, and Discipline. Journal of Economic and Social Research

3(2) 2001, Wi 9.
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