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Abstract

The objective of this study is to investigate the factors influencing continuance intention to use cloud CRM.
This research is quantitative research on an online survey with the 210 sample sizes that gathered from the
person who have used the Cloud CRM System. The results show that Satisfaction, Collaboration and Task-
Technology fit directly influence Continuance intention to use Cloud CRM factor. In addition, Expectation and
Confirmation indirectly influence Continuance intention to use Cloud CRM factor. In the other hand, the User
Adaptation factor is not effect Continuance intention to use Cloud CRM factor. Moreover, the Perceive

Performance factor indirectly influences Satisfaction factor.

Keywords: Continuance intention to use; Cloud CRM; Expectation Confirmation Theory
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Q‘iﬁ?’ﬂ"l@”lfmﬁmﬁzﬁmmmauamddw;;l (Simple regression analysis) LLazﬂ’lﬁLm’wﬁmm@naﬂWﬁﬂm
(Multiple regression analysis) #1¥1M33taTeRuaznansaidaaLdsauanaludsdase lasdun1nidn
aNTWan19a1d (Direct effect) LazA18NIWANIIEDY (Indirect effect) Fsmdspillalden p-value fidlenttaanin
WIawinny 0.5 anduwnmusilvnn IR Tan LﬁaLﬂuﬁar‘imum:@”uﬁfﬂﬁm”rgmaaﬁﬁ (Significant level)

Nl TAlaziasdlszna (Factor analysis) taRaNTanAIaNuaIRwEuaIaaLL5 Faems
TanzresndsznauiBidna (Exploratory factor analysis o) EFA) LL&T’JﬁﬁmwguLmusluauﬂwmz Varimax
rotation LﬁiaﬁﬂﬁﬁaLLﬂiﬁ'ﬂﬂq’uLLa:amﬁwmuéﬁLnJﬂﬁagﬂuna;mﬁmrTu Taglddinminuasasdlsznay
(Factor loading) 61131 0.5 azRaTaNaaTaf0IuaINg1I08n kaztnoUsztiniInNunaIsFULaZAIY
TauaIuLLFeUmN axldidulszintuaanva9nIauLIT (Cronbach’s alpha) fwnnit 0.7 adwnmss

Tuauidpaiiudn

a o
5. NAN1398
d' = A A9 Yo
5.1 ﬂ'li‘ﬂﬂﬁaﬂﬂ’.]'l&ll,‘ﬂﬂ\‘i‘ﬂa\‘iLﬂi'ﬂ\‘lNi’J‘Ylshi'Jﬁ
A o v { . - 1Y a e a a
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UTNNANNINNIN 0.7 (Santos, 1999) AIANTNN 1

{ a 1 U a Qr
ANTHN 1 MITeNzdasudszantuaannvasnsawuns

1238 aduilszansuaanivasasanus

ANNAARII (Expectation #38 EX) 0.911
anunsnala (Satisfaction %38 SA) 0.884
M33uazinSnw (Perceived Performance %38 PP) 0.869
M3EBEUANNAIARII (Confirmation %38 CON) 0.889
AMANNZRNVBINALUWIAE ALY (Task-Technology Fit #38

TTF) 0.876
ﬂ'ﬁﬂ%’uﬁ’waagﬂﬁmu (User Adaptation 138 UA) 0.742
anuswianuluasfns (Collaboration %38 COL) 0.844
anuaslaldnuotniseitas (Continuance Intention to Use #3o 0565

Clv)
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(Collaboration)

(Perceived Performance)
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(Task-Technology Fit)
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(Continuance Intention to Use Cloud CRM)
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(User Adaptation)

NN 2 HANNTILATITHVBINITBLLWIAANTILVDIANNAI L IUMIT I Aa1Ia T35 BN BN IFBLAe



MINTRVIRTFUNAGIUTING (JISB) T 6 a1iuf 2 10w WosAN — Famaw 2563 Wi 84

6. agﬂwamﬁé’ﬂuazifaLaummz

6.1 a3Unan13e

ao o AN ex A o v daa a ' & o e & = ' oA A om o
ﬂ']u')ﬁ]El@nu‘]_luvla@]ﬂﬂ']&l”]Lﬂﬂ'lﬂuﬂ"i]"i]EW];Jﬂﬂﬁwa@]aﬂ')']N@]\‘llﬁﬂ%ﬂ’]il"ﬁﬂﬂ']'l@sﬁaqjlaﬂuE]El']\ﬂﬂalauﬂ\'i DINIDE

u
ldannnidinaiudisanasnnwgdnssunsldnuzuuaandderiiduresglsnuludsamalnandswam
A z§/ 1o A o ' o A wa o i A 6 < A o 'R '
Aundu udgadunsnlinueinliddeitios fidvanaiszuuaanddoriidunduzuuiids lidesuninas
wnunludsznalng anmsdnsanwissluwedafineidasgs lwumsanenfiansltauedadeiios Jaiu
sunglumadnmduairie lasgadslddanldnguijanuseandaiiuanumends Tassanuminzauued
waluladnuswsssngueijanuninzavsssnaluladnuen Jasuanusindonislue sdns uazdassnis
Uiudmveadlinu suduumfalunmsdnmluasod

nuitpatuiidunuidodTnaluzdunonsidedeinma gideldtarduuuseunialugduuy
a a 1 v ] Q/ ' lé ¥ v
Biinniafindrnu Google Survey uaziuuwanuuugaumulinungudiatvlanas Seazlwasuunusenny
sunudionilda annugidpazihdayaindianziriiuliunssdniaguneaidlosazinisamaseuaiy
v v v o o a v aAa lé dl o a dld
andasastayauiIsihuimylienzinadayanesid Suvnseununiandiensiidanuauysnizes
TayATIWIUNIFY 210 70
Nm'mmﬁL@m:ﬁqma”ﬂwm:mms:mmmam‘maamjmﬁaaﬂ'nlmmﬁﬁ‘mﬁuﬁ wudwlngiduiwe
o idugdatgaglugiarzning 3135 U ddunsfnmgegaluszaudiggrainiaiiouii lasdaay
wuusaumuiimILaastafainieanuszuuaaniddariiay sulngjedlursfadsziannsliuing aglu
FUNUMUMILINT uazlfnuanumunnszusdaniidslumdaszdoudayagnd
HAINMTIATIEANDAnTsumsldnuszuuaaddansiduveinguaiadilunuidvatuingi seuy
anaderflauflduuinigada Salesforce dnudlumsldnuszuuaaiddansiay faunin 5 assde
Waou uazaritunlinuuniigaluszuuaaniddensidnfe szuuianisdayagndl (faula daada uTun
NINIIN)
a & aa d o v daa a . & @ & ¢ ' oA '
wansileNzinsaiiainenudaleiianinadeanuaslalunsldaanadensiduatnsdaitaanuin
o A, ' < A o a v () 6 & ' ' A J’ e a a £
fhisngmadaanuaslanzduiumilizuuaaidgdarsiduadtdaiiiasduagiuaninaniassvasifads
' A & o A o o = o o A o A
anunuianmeluesdng Tadsanumunzanvadnaluladnunu uazfassanudisnala audan Gefassn
' . & A o A % e ¢ & . oA & ) o o @
liganadaanuaslanazdifiunmildszuuaaidgderiidvadnsdaiiiasfe Tadunsdiudrvasgldnm uaz
e X e oaa . . - . .
wud Tadpanudanaladuedivdninanisasivasfadonisduduanuaianis uazdaduanunianis
o o A & ) A o o & Lo a A ) o o a a o
auiay annstTadonmstuduanumanislnagivaninanisassvesdadsnmsuiueaniam uazdaiy
a o . [ e @ a a J 1Y a A o @
ANNAanII mudeu nudsdasnInsiuilininwdsegiuaninaniiassvasifaivannuaanis
09’/ tdq‘ a dl 1 1 g idl o a v = =3 ] 1 ﬁl &/ s a a k%3
nitfspisinadaanuatlanazduiunislizuuaandgersiduatsdaiiosiuagnuaninanisdonvas
Qs =} > Qs > > o Qs = l&‘ 1 A a v
Tadunduduanuaanis uazdadvanuaenis audreu uazladvanuiiweladuagiuaninamdas
vostfadunsiuiszanianw laslunng deibazdanusunusnulwdinninue
6.2 Uszlaminanainezlasy
6.2.1 UszlonilwiBongui)
=2 9 v A v & « =2 = v daa a ' & £y & & = '
miAnmauandasluatini iuns@nunfsdassnidntnadennuaslalunsltaaiasesiduating
' 4 ° o o o . . . P o [
datiay lagmainguisaaasasnuanuaandd (Expectation confirmation theory) G9iinifaginnunianis
Mysu3lszAninw mituduanuaands uazanuianels Bnnsingujanumunzansasnaluladiy

9% (Task-technology fit theory) lassintasaanunanzauvadinaluladnunuundnuluissi wanaind



MINTRVIRTEUNAGIUTING (JISB) T 6 a1iuf 2 160w WosAN - Famaw 2563 Wi 85

'
o o o A

p83baunTarangsludnisdnu ludsunenniat laun aanusrudenialuasdns waznisdsuadrvad

¥

. = a a o
N wndua %‘Iﬂ%x’il%ﬂiﬂﬂ LUWINANIIIY

ea_e, ezg

w398 lavinnsasusnuin Taspanuindanisluasdaniddninadanmnuaslalumsldaaageisiay

au
oA

agsdaLitasanniige nvamnufseansastuaunanis wasnneianumanzausannaluladien §
answadannuaslalumsliaaiddensisuatnsdaiitasdoguiu laonneianumanzausaanaluladny
Nnuisnswaunnimneireaasasiuanuaands udidumsinsiosdsudolunged ssiwidedu
LmeaLm';ﬁﬁ‘i'sﬁauhﬁﬂwnﬁuLamﬁmﬁmwuﬁmiﬁu TasaanindanaaiiadnsTasnludadinues
wodnTangliinu wiathnisuuwdanisiinldenanluamaadaly

6.2.2 Uszloailuzelfiia

f§ &

qi'ﬁaﬁﬂsxnafu?mms‘lﬁ‘u’%miﬁ'@umsznuéﬁmimN ﬁiﬁu%mﬂugﬂLLuumiLﬁUﬂ'm%mmm

a '

L = o Aaa & o & & = '
J2821381 (Subscription fee) 3TRINITANTUAITIBNL BN TWadaauadlalunsldnanddesidnetig
dgatiad lagsuryain luwamwszuudansiaw ’J’]dLLNuﬂaﬂqﬂﬁrﬂ’mluﬂdﬁ{ﬂ‘i LN MR ENNNIDTBITUANNGBINT
maagﬂmvlﬂmﬂmmu
[y A vA ° a ¢ & [ & v a A A
E;l'ﬂi:ﬂallﬂ’]iﬂiaI};IIVI’d%ii]%’li:uiﬂﬁ)ﬁilﬂu1ﬂ1’lid’]% moluaiansiiAalssansan wazlszau
o 3 A 1 a L3 L Ad‘d 1 ~ 3 A o 1 1
NAFLSD sma]xmm‘mmmﬁﬂuqumﬂﬁmaaQ’me LRENAUAAN DA T UUTa13L8N TIRINIDINTa 113
1 dl v o =S dw A o A L% a 6 & d' ﬂ/ v 6 2
@99 N lavinnsdnsnd luudlenSemansaiinldifenldszuudansidufimanzaunuanudasmsvesasfns ba
6.3 W9 1NAIINIVY HAITWIVUADLHDI IaWIAR
mu’?ﬁ'mu”uﬁﬁﬁmmnmjué‘;ashamwwnm:m Fadutodneblwinuiae I@ﬂmjuﬂi:"mmﬁﬁﬂma:ﬁao
A % &l ¢ = ' @0 =2 a ' o
Lfluqﬂﬂa‘ﬂLﬂsﬂ;’niwmm’msnmil,ausl,uﬂi:mﬂvlmsm’mau LLa:VL@mmWﬂmmwn:wqmﬂﬁwaoﬂqwﬁmm
1 ‘19; A a e ¥ LU o Qs Qq: v ] 1 4 =3
WiNhh BINAVDINITITLALURN9 LT IF1RTUANNASI I I UMT LTI U L1 96810 IURITTUUARNIGD B 5LA Y
Tudszmneaingiring
a & wm o ' o o o o ida A ' <& % & & =
NANTIILATIZH anwmwﬁﬁmUmsﬂsummaa;ﬂmm Ladaninadannuaslalunislsaaiiacensiay
aggdaiitad smndnsdnsuaniduluewaaiineITeInuNgAnTTNNSIFNUIZVLARNIATE5LENBEN
CRIA TGN a'm'cn:Lﬁum'sﬁﬂquﬁm‘mlmiaﬁﬂmaa@'ﬁmu lasinifaaainnuau e (Moderator) ia199z 4
A a ' <& @ A & ' ' 4 % a & ' o o a o o @
antwadannuadlaltiuszuuaaniddaisianatiisatihad laNInNa9Un 1T Tasuinuargam Taduiny
NN U8MNUA RIS 1T 161 w%amm:ﬁﬂwnﬁmauLﬂumﬁﬁ'ﬂm%dqmmwLﬁaﬁaﬂﬁé’ummﬁ
o A& A & , o o A o & ¢ = ' oA v . =& X
Q’lmm’lmmaﬂasammmqmqe] TunsUsuaanaldiuszuunanadaisiduatnidatitad laat9angInin

a & 4 z: ' o vya o o d’ &
HNNINRS ‘IiﬁEﬂﬁ]Li_]%ﬂ']i(ﬂaUa@‘n’ﬂ‘lﬁLﬂ@]”ﬂﬂﬂ']@ﬂﬂﬂ%ﬂﬁﬂ‘lﬁﬂ']ﬁ&l’m%%

TJ‘S‘SZII»’I‘Irg.ﬂ‘S&I

Nny963 AuWawINA. (2557). ﬂs:ﬁw%wami@‘hLﬁumumaamiu'%miﬁﬂﬁﬁé'wﬁ'ufmaaqsﬁﬂsmmlumﬂ
ALIn0aNVRIU TN INY. 1NIRITITINNT Veridian E-Journal, ¥R Inenaudatng (aﬂ'um‘l,wymam‘
FIAUFAIRAT wazfaLlz), 7(1), 245-260.

§1%n912'lne. (2562). paasanziiouaslnad 61 1Aun. dun1suf 6 wgunan 2562, Fuduann
https://tna.mcot.net/view/AXcPrUu.

Ajjan, H., Hartshorne, R., Cao, Y., & Rodriguez, M. (2014 ). Continuance use intention of enterprise instant
messaging: a knowledge management perspective. Behaviour & information technology, 33(7), 678-692.

Almsalam, S. (2014). The effects of customer expectation and perceived service quality on customer

satisfaction. International Journal of Business and Management Invention, 3(8), 79-84.



MINTRVIRTFUNAGIUTING (JISB) T 6 21iuf 2 160w WosAN — Fawaw 2563 Wi 86

Atchariyachanvanich, K., Siripujaka, N., & Jaiwong, N. (2014 ). What makes university students use cloud-
based e-learning?: Case study of KMITL students. Paper presented at the International Conference on
Information Society (I-Society 2014).

Chen, C. F. (2008). Investigating structural relationships between service quality, perceived value, satisfaction,
and behavioral intentions for air passengers: Evidence from Taiwan. Transportation Research Part A:
Policy and Practice, 42(4), 709-717.

Chou, S. Y., Kiser, A. ., & Rodriguez, E. L. (2012). An expectation confirmation perspective of medical tourism.
Journal of Service Science Research, 4(2), 299-318.

Doong, H. S., & Lai, H. (2008). Exploring usage continuance of e-negotiation systems: expectation and
disconfirmation approach. Group Decision and Negotiation, 17(2), 111-126.

Elie-Dit-Cosaque, C. M., & Pallud, J. (2010). User Adaptation and IS Success: An Empirical Investigation
among French Workers. Paper presented at the ICIS.

Fadel, K. J. (2012). User adaptation and infusion of information systems. Journal of Computer Information
Systems, 52(3), 1-10.

Goodhue, D. L., & Thompson, R. L. (1995). Task-technology fit and individual performance. MIS Quarterly,
213-236.

Hairs, J. F., Anderson, R. E., Tatham, R. L., & Black, W. C. (1998). Multivariate data analysis. Englewood
Cliffs, NJ: Printice Hall.

Huang, Y. M. (2017). Exploring the intention to use cloud services in collaboration contexts among Taiwan’s
private vocational students. Information Development, 33(1), 29-42.

Kim, B. (2010). An empirical investigation of mobile data service continuance: Incorporating the theory of
planned behavior into the expectation—confirmation model. Expert systems with applications, 37(10), 7033-
7039.

Kim, D. J. (2012). An investigation of the effect of online consumer trust on expectation, satisfaction, and post-
expectation. Information Systems and E-Business Management, 10(2), 219-240.

Koo, C., Wati, Y., Park, K., & Lim, M. K. (2011). Website quality, expectation, confirmation, and end user
satisfaction: the knowledge-intensive website of the Korean National Cancer Information Center. Journal
of medical Internet research, 13(4), e81.

Lee, H. M., & Chen, T. (2014). Perceived quality as a key antecedent in continuance intention on mobile
commerce. International Journal of Electronic Commerce Studies, 5(2), 123-142.

Lin, C. P., Tsai, Y. H., & Chiu, C. K. (2009). Modeling customer loyalty from an integrative perspective of self-
determination theory and expectation—confirmation theory. Journal of Business and Psychology, 24(3), 315-
326.

Liu, W. (2014). Explaining and Predicting Older Adult'Continuance Intention toward SNSs: An Extension of the
Expectation—Confirmation Model. Lecture Notes on Information Theory, 2(3), 12-25.

Missi, F., Alshawi, S., & Fitzgerald, G. (2005). Why CRM efforts fail? A study of the impact of data quality and
data integration. Paper presented at the Proceedings of the 3 8 th annual Hawaii international conference

on system sciences.



MINTRVLRTFUNAGIUTING (JISB) T 6 a1iuf 2 160w WosAN - Fawaw 2563 Wi 87

Nascimento, B., Oliveira, T., & Tam, C. (2018). Wearable technology: What explains continuance intention in
smartwatches? Journal of Retailing and Consumer Services, 43, 157-169.

Oghuma, A. P., Libaque-Saenz, C. F., Wong, S. F., & Chang, Y. (2016). An expectation-confirmation model of
continuance intention to use mobile instant messaging. Telematics and Informatics, 33(1), 34-47.

Oliver, R. L. (1977). Effect of expectation and disconfirmation on postexposure product evaluations: An
alternative interpretation. Journal of applied psychology, 62(4), 480.

Ouyang, Y., Tang, C., Rong, W., Zhang, L., Yin, C., & Xiong, Z. (2017). Task-technology fit aware expectation-
confirmation model towards understanding of MOOCs continued usage intention.

Qazi, A., Tamjidyamcholo, A., Raj, R. G., Hardaker, G., & Standing, C. (2017). Assessing consumers'
satisfaction and expectations through online opinions: Expectation and disconfirmation approach.
Computers in Human Behavior, 75, 450-460.

Ratten, V. (2014). A US-China comparative study of cloud computing adoption behavior: The role of consumer
innovativeness, performance expectations and social influence. Journal of Entrepreneurship in Emerging
Economies, 6(1), 53-71.

Santos, J. R. A. (1999). Cronbach’s alpha: A tool for assessing the reliability of scales. Journal of extension,
37(2), 1-5.

Truong, D. (2010). How cloud computing enhances competitive advantages: A research model for small
businesses. The Business Review, Cambridge, 15(1), 59-65.

Valaei, N., Nikhashemi, S., Jin, H. H., & Dent, M. M. (2018). Task technology fit in online transaction through
apps Optimizing E-Participation Initiatives Through Social Media (pp. 236-251): IGI Global.

White, B. J., Brown, J. A. E., Deale, C. S., & Hardin, A. T. (2009). Collaboration using cloud computing and
traditional systems. Issues in Information Systems, 10(2), 27-32.

Wu, Y., Choi, B., Guo, X., & Chang, K. T.-T. (2017). Understanding User Adaptation toward a New IT System
in Organizations: A Social Network Perspective.

Yu, T. K., & Yu, T. Y. (2010). Modelling the factors that affect individuals’ utilisation of online learning systems:
An empirical study combining the task technology fit model with the theory of planned behaviour. British
Journal of Educational Technology, 41(6), 1003-1017.

Yuan, S, Liu, Y., Yao, R,, & Liu, J. (2016). An investigation of users’ continuance intention towards mobile

banking in China. Information Development, 32(1), 20-34.



