2548

ISBN 974-14-2484-1

233 A



CUSTOMER RELATIONSHIP MANAGEMENT AND CUSTOMER LOYALTY
IN SERVICE BUSINESS

Miss Wongsiya Prasertsilp

A Thesis Submitted in Partial Fulfillment of the Requirements
for the Degree of Master of Arts Program in Advertising
Department of Public Relations
Faculty of Communication Arts
Chulalongkorn University
Academic Year 2005

ISBN 974-14-2484-1



( )



(CUSTOMER RELATIONSHIP MANAGEMENT AND CUSTOMER LOYALTY

IN SERVICE BUSINESS) .

)
)
3
7)
2
() 2
KTC AIS
@ !
1) )
4)
@
)
@

; 183 . ISBN 974-14-2484-1.

20-50 400

RANAI AN N ANS A

"WA



## 478 51118 28 : MAJOR ADVERTISING

KEY WORDS : CUSTOMER RELATIONSHIP MANAGEMENT / LOYALTY / SERVICE BUSINESS
WONGSIYA PRASERTSILP : CUSTOMER RELATIONSHIP MANAGEMENT AND
CUSTOMER LOYALTY IN SERVICE BUSINESS. THESIS ADVISOR : ASST. PROF. RATAYA
TOKAVANICH. 183 pp. ISBN : 974-14-2484-1.

The purposes of this research were to examine: 1) the process of customer relationship
management (CRM) service business, 2) the relationship between customer's perception of
customer relationship tactics and customer's perception of relationship investment, 3) the
relationship between customer's perception of customer relationship tactics and customer
satisfaction, 4) the relationship between customer’s perception of relationship investment and
customer loyalty to seivice business, 5) the relationship between customer's perception of
relationship investment and customer satisfaction, 6) the relationship between customer's
perception of relationship investment and customer loyalty to service business and 7) the
relationship between customer satisfaction and customer loyalty to service business. The research
was conducted in 2 parts. The first part was in-depth interview with representatives from Krungthai
Card Public Company Limited and Advanced Info Service Public Company Limited. The second part
was survey research with 400 samples, 20-50 years old who used both of KTC credit card and AIS

phone service.

The results indicated that

(1) The customer relationship management process of both service businesses were : 1) set
objectives, 2) specify target segmentations, 3) set tactics and communication channels, 4)
monitoring process and 5) evaluate performance.

(2) Customer’s perception of customer relationship tactics was significantly and positively
related to customer's perception of relationship investment, customer satisfaction and customer
loyalty to service business.

(3) Customer's perception of relationship investment was significantly and positively related
to customer satisfaction and customer loyalty to service business.

(4) Customer satisfaction was significantly and positively related to customer loyalty to

service business.
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