(KTC)

. . 2548

405

2.

( ) (KTC)

) (AIS)

(AIS)

KTC AIS 20-50

T (KTC)

Senior Vice President-Card Usage Credit Card Business

Senior Marketing Manager
4 1-3

1



1
11
( . 9 2549)
KTC
(Customer Retention) KTC
(Customer Satisfaction) KTC
KTC
12
KTC Membership Company
[
(Member)
KTC

- KTC

KTC

KTC



KTC

13

KTC
(Demographic)
(Psychographic)

2

2549)

(Lifestyle)

(Revenue Segmentation)

- classic

- gold

- platinum

classic

KTC

(Lifestyle)

. . 2545

15,000-39,999

40,000

70,000

platihnum 1 *i=

KTC gold

(Lifestyle Segmentation)

KTC

lifestyle credit

9



KTC

(Lifestyle)

14
( 9, 21 2549)

KTC

KTC

KTC
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15

( , 21 2549)
KTC
“MAKE SENSE"
- (offer) (Special Treatment)
KTC 2
1)
(everyday category)
2)
5
- (Loyalty Program) KTC
KTC 25
(vocher)
3000
300
2,
2.1
( , 21 2549)
KTC
CRM

(Marketing Segmentation)



2.2

Information System)

(Marketing Communication)

KTC
(event)
KTC
( , 9 2549) KTC
(Incentive)
( , 21
KTC 2

Below the Line

102

MIS (Marketing

KTC

(Call Center)

2549)

Above the Line
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KTC

1) Above the Line

(Advertising)

KTC
KTC
2) Below the Line
KTC Below The Line
2.1) (Direct Mail)
KTC
(Newsletter)
2.2) (Telemarketing)
KTC (Call Center) 02-665-5000
24
2.3) (SMS)

KTC

30 1

KTC



104

65%
SMS
2.4) : KTC
KTC KTC

KTC Boutique Branch KTC Touch KTC

Learn and Earn

KTC
2.5) (e-CRM)
KTC www.ktc.co.th
KTC
2.3 '
( , 9 2549) KTC
KTC
(Call Center)
24
Supervisor
3
( , 21 2549)
3
1 (Offer)

KTC


http://www.ktc.co.th

1% KTC-Auto Visa Mini Card

2. ( Brand Preference )

Brand Recognition)

KTC
3. (Communication) KTC
1 ( Brand Recognition )
KTC
( 9, 21 2549)
KTC
one)
KTC
{KORN) ?
Assistant Vice President Customer Relationship
Management

Marketing Specialist

4
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(one to
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L
11
( , 2 2549)
AIS
- (Churn)
GSM
ADVANCE GSM 1800 (Postpaid)
(Terminate) ONE-2-

CALL (Prepaid)

(Profile)

v AIS

AIS

AIS Mobile Life

AIS Smart Solution”

SMS

AIS



11

12

Segment)

AIS
Touch Point
AIS
AIS
AIS
( , 2
AIS 2

(Psychographic)

107

AIS
(CRM)
(CEM)
(Touch Point)
AIS
Touch Point

(Calling Melody)

(Emotional Bonding)

2549)
(Value
(Behavior Segment)

(Demographic)



)

2)

3)

(Value Segment)

Pareto’s 80/20 rule

20
80 20 AIS
(Revenue)
( High Value) SERENADE
SERENADE CEO AIS
(Profile)
200
SERENADE PLATINUM 3000
SERENADE GOLD 1500
1500
10
(Mass Customize) AIS CLASSIC MASS
600-1499
AIS BASIC
6

12

(Behavior Segment)

AIS

108



13

AIS

AIS

14

Basic

AIS

09

( , 2 2549)
AIS
(Average Call)
CRM
GSM ADVANCE GSM 1800
(Research)
(Offer) (Campaign)
1
( , 2 2549)
" AIS PLUS
3 AIS
, AIS Classic 600-1,500



AIS SERENADE

1,500

(Call Center) 1148

(Call Center) 1175

SERENADE

SERENADE

AIS SERENADE CARD

10
AlS
1) (Service) AIS
SERENADE
AlS

2) (Privilege)
15,000
AIS

3) (Activities) AIS

AIS
AlS

(Marketing Department)

1) CRM Planning

(Data Quality)

Retention

Customer Value Creation

(CRM Department)

( , 10 2549)

(Market Segmentation)

CRM 2) Customer
(Churn) 3)
AiS

AIS
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4) CRM Communication
5) CEM Strategy

CEM Customer Experience Management

“Marketing

Integration” CEM strategy

4.1: AIS

Marketing Department

1

e 1 '
GSM ADVANCE CRM Department OHE2CALL
[ = ] 1
Customer Value CEM Strategy Customer Retention CRM Planning CRM Communication
AIS
(Customer Experience)
1
( , 10

2549) AIS (Incentive)

AIS




(Reward) “Wow Award"

2.2
( , 2,10 2549)
AlS
AlS 2
Above the Line Below the Line (
Direct Marketing) Above the
Line
AIS
1) Above the Line
1.1) (Advertising)
AIS
AlS GSM ADVANCE, GSM 1800
ONE - 2- CALL
1.2) (Public Relations)
AlS
(Post PR)

AIS



2) Below the Une

(Direct Marketing)

2.1) (Telemarketing)
AIS (Call Center) 1175
24 Call Center 1148 SERENADE
AlS Call Center
2.2) (SMS)
AlS
AlS
2
2.3) (Direct Mail)
AlS
(Newsletter)
AlS
2.4) (eCRM)
AIS www.ais.co.th
AlS
GSM ADVANCE www.gsmaclvance.com, GSM 1800

www.gsm 1800.net ONE - 2- CALL www.one-2-call.com

113


http://www.ais.co.th
http://www.gsmaclvance.com
http://www.gsm
http://www.one-2-call.com

114

AIS
2.5) : AlS
Al AIS
AIS
AIS
2.3
AIS AIS
(Call Center)
(Voice of Customer)

- (Call Center)

(Complain) AIS

(Complain Management)
- (Voice of Customer)
AIS

AlS,

AIS

(Feedback)
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3.
i AIS
1
1 2)
3) 2
4,
( , 10 2549)
AIS
AIS
AIS Retention
Program AIS
AIS 1,500
CRM AIS
AIS 2
SERENADE 3
1
2. AIS
3.
2 AIS
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2.
3. Co-Promotion

Business Integration

KTC

AIS

KTC
AIS 20-50
450
2549 400
88.88 450
SPSS for Windows 7

21
2.2
2.3

2.4

2.5
2.6

2.7



2.1

57.0

4.1:

89

4.2:

4.2

20-25

26-30

31-35

36-40

41-45

46-50

117

228
172 43.0 4.1
[
172 43.0
228 57.0
400 100.0
31-35 : 26-30 a
22.8 22.3

46-50 42 10.5
66 16.5
89 22.3
91 22.8
66 16.5
46 11.5
42 10.5

400 100.0



' ' 271
17.0 15.3
4.3:
68
271
61
400
4.4
10,000-15,000
22.5 21.3
10,000 31
4.4:

1 10,000 31
10,000-15,000 85
15,001 -20,000 a0
20,001 -25,000 75
25,001 -30,000 53

30,000 66

400

67.8
68

4.3

17.0
67.8

15.3

100.0

15,001-20,000

90 85

7.8

7.8

21.3
22.5
18.8
13.3

16.5

100.0

118

61



4.5
49.5 1
68 17.0 52
38 9.5 / 23
14 35
4.5:
52
68
198
38
14
/ 23
7
400
2.2
KTC
Visa/MasterCard Classic 201 49.8
7 19.3 KTC
KTC Visa Shape, KTC Titanium MasterCard KTC Co. Brand

12 55,43 3.0

198

13.0

5.8

13.0

17.0

49.5

9.5

3.5

5.8

17

100.0

KTC

119

KTC Visa Mini

22

4.6

17



4.6:

KTC Titanium MasterCard
KTC Visa/MasterCard Gold
KTC Visa/MasterCard Classic
KTC Cash Back Visa

KTC Visa Mini

KTC Visa Shape

KTC Co. Brand

1
4.7

117 29.3

27.8 5 89

20.8
4.7:

1 ( , 2) 111
2-3 117
3-4 83
5 89

400

17

57

199

36

77

22

12

420

KTC

22.3

43
143
49.8
9.0
19.3
55
3.0
104.7
2-3
111
3-4
27.8
29.3
20.8
22.3
100.0

83



# AIS

GSM ADVANCE 201 50.3
158 39.5
55 13.8 4.8
4.8:
GSM ADVANCE 201
GSM 1800 55
ONE-2- CALL 158
414
1
4.9
AIS
206 51.5 3-4 97
7% 1
54 43 135 10.8
4.9:
1 ( 2 ) 43
2-3 54
3-4 97
5 %5 0O 206

400

121

ONE-2-CALL

GSM 1800

50.3

13.8

39.5

103.6

24.3

10.8

13.5

24.3

51.5

100.0



KTC

Center (3.40)

(3.22)

4.10

Wulf

12

4.9

SMS

(2001)

(3.69)

(3.28)

(2.54)

KTC

(3.82)

Call

311

122



123

4.10 :
KTC
3.69 0.83
3.82 0.84
Newsletter 3.20 0.92
SMS 2.54 1.24
2.84 0.98
2.73 0.91
2.99 0.91
Call Center 3.40 0.92
2.60 1.02
( 3.06 1.10
)
3.28 101
3.22 1.04
311 0.60
=5 =4
=3 =2
=1
AIS
411
AIS call center (3.90)
(3.81) SMS
(3.78) (3.72) Newsletter (3.20)
(2.77)
3.38

411



411 :
Newsletter
SMS
Call Center
(
AIS
=3
=1
2.4
4.12 If

(2001)

3.71

381

3.38

3.78

3.33

3.10

3.30

3.90

3.08

2.77

3.15

3.29

3.38

AIS

1.03

1.09

1.05

101

1.79

171

0.92

0.97

1.18

1.03

1.02

0.99

0.69

124



KTC

KTC

AIS

AIS

4.12:

3.40

AIS

3.53

3.46

3.57

3.40

3.57

3.46

3.47 (

3.80

3.58

3.63 (

KTC

0.69

2.16

0.80

0.95

4.12)

4.12)

125

KTC

KTC

AIS
AIS

AIS

3.58 0.83
3.80 3.04
3.53 0.84
3.63 1.26



2.5

If (2001)
4.13:
=3
=1
KTC
3.52
KTC
3.48

3.49 ( 4.13)

3.52

3.48

3.49

3.49

KTC

0.66

0.71

0.73

0.64

4.13

3.58 0.71

3.62 2.90

3.56 2.22

3.58

1.35

KTC

KTC

126

AIS

3.49



AIS
AIS
3.62 AIS
AIS 3.58
AIS
3.58 ( 4.13)
26
(Attitude) 5 . Aaker (1991)
(Behavioral Intentions) 6 Zeithaml, Berry
Parasuraman (1996)
4.14
KTC
4.14
(3.74)
(3.58)
(3.49) (3.47)
3.05
KTC 3.43
AIS
(3.79) (3.78)
(3.68)
(3.61)
(3.04) AlS

3.43 4.14

127

3.56

(3.71)

(3.63)



4.14:

3.74
3.49

347

<FAl

3.58

3.40

341

3.38

3.26

3.29

3.05

3.43

KTC

0.67
0.75

0.75

0.69

0.82

0.80

0.92

0.90

0.85

0.88

0.98

0.60

"AIS

3.79 0.83
3.68 2.20

3.57 0.87

3.782.17

3.631.00

3.37 0.96

361 1.03

3.31 0.89

3.31 0.86

3.30 101

3.04 1.55

3.43 0.60

128



129

2.7

(Pearson’s Product
Moment Correlation Coefficient)

0.05 6

(Pearson’s

Product Moment Correlation Coefficient)

(r = 0.41)
4.15



4.15:

KTC

KTC

AIS

0.30

Correlation Coefficient)

0.38)

4.16

AlIS

KTC

130

0.36
0.30

041

0.00
0.00
0.00

0.36

(Pearson’s Product Moment



0.00
0.00
0.00

0.50

(Pearson’s Product Moment Correlation

4.16 .
r
KTC 0.50
AIS 0.28
0.38
KTC
AIS
KTC 0.28
? 3
|
2
Coefficient)

4.17

13



417 .
KTC
AIS
KTC
KTC
AIS
0.49
? 4
Moment Correlation Coefficient)
(r=10.30)

4.18

132

0.53
0.49

0.54

0.53

0.00
0.00
0.00

KTC

(Pearson’s Product



4.18 :

KTC
AIS

0.46

' KTC

Correlation Coefficient)

(r = 0.41)

4.19

AIS

021

0.46
021

0.30

KTC

KTC

133

0.00
0.00

0.00

(Pearson's Product Moment
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419 :
r P
KTC 0.40 0.00
AIS 0.34 0.00
0.41 0.00
KTC
KTC 0.40
AIS
KTC 0.34

(Pearson’s product moment correlation coefficient)

(r=0.54)
4.20



4.20:

KTC
AlS

AIS

0.38

KTC

KTC

0.71
0.38
0.54

0.71

0.00
0.00
0.00

135

KTC
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KTC
(Incentive)
KTC
Membership Company
KTC
2
1 15,000-39,999
40,000
70,000
(Lifestyle) KTC

2)

3)

137

(Call Center)

KTC
(Member)
3 classic
gold
platinum
5
5
KTC
3 1
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