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Customer Relationship Management for creating Customers Loyalty to Products Crafted by

Buddha Statue Casting Mills Located in The Bangkok Metropolitan Region

SUYA 1R8NUA

NANEGATUIMNTTINAUMTUNA

UNANED
a v O Koo ¢ A [y a 3 v al a [ '3 1% =
N13IVYATIIU ']G]Q‘Ui%ﬂﬂﬂLW@ﬂﬂUWi%@Uﬂ’NZJﬂ@L‘Vi‘LlGUENﬂ’J']lIﬂﬂ@lu@iqmﬁ@ﬂm%ﬂaﬂ’gﬂﬂ’] LD

[y

ﬁﬂw’]izﬁummﬁmLﬁumaqmi%’mmﬁ@ﬂﬁﬁmﬁué LLazLﬁammmé’uﬁuéizm’mmi%’mmaqmﬁﬁmwuéﬁu

[ L3 ¥ ]

AuAnAlunT WA svasgnAdnsugsialsmaenseluansaunnumuastasUsuuma nqudiog

Y

[
o a ¥ a

wiﬁﬂumm% AR anNA ’1é’waauﬂﬂuﬁimiiwaawaﬂummmqwawmmuauﬂmmsma 31U 400 AU

Y 9
N

inseaflefildluniside e wuvasuay afadldlunsiesesideya len nsuanuasnmd Adevas
a1 donuuansgu waznmsneaeuanuduiug Insldlunisinmegieunnnegegaie (Simple
Regression) 2835 Pearson Correlation Coefficient

NansANYY WU (1) seduanuAniuresgnAniedfudadonisdanisgnindusiug Tne
amseglusziuann Tasgndnfiewdfianelamniign Ao sunisrumaudosnsvesgnisedam

Ao MMUNITATNANLFUNUSAUGNANAL ATUNTTTNYITINGNANAYL UAZAIUNITRHEIULUININITAATA

1 a [

ANUAIAU (2) 3“é’ummﬁmLﬁwuaaaﬂé’%ﬁmﬁ’ummﬁﬂﬁmmammﬁﬁ Ingnmsivegluseauuin lay

¥ d

aﬂmummwmﬂamamm A mumwmaam 3098931 AD mumwaem ATUNITUBNAD WAZAIUAINY

a v 3

Y
Wanela sruaisu (3) NIMIAIUFUNUS TEWINNTIANTT aﬂmam‘wuﬁﬂummmmiumwammwm

o o

nAdmiugsialsamdenselulwanjunnuniuasuazusuuna nuindadenisdnnisgnanduiiusi

9

)

s

mmé’uﬂ’uﬁlﬂuwﬁluﬁﬂmqLﬁmﬁ’uf”fum'mffﬂaﬁiamamﬁmsﬁé’mmmﬁqwﬂaLLazé’mmm%aé{’mé 2819l

v o w

Hed Ay eanan 1 0.01



ABSTRACT

The objectives of this research were to study customer’s loyalty, customer relationship
management (CRM) and the relationship between CRM and customer’s loyalty to products
crafted by Buddha statue crafting mills located in The Bangkok Metropolitan region. The
population sample included 400 customers who placed orders from the crafting mills. A three-
section questionnaire (section | dealt with personal factors of the respondents, section 2 aimed
at assessing their opinion on CRM- identifying customer’s need, maintaining good relationship
with existing customers as well as safeguarding customer base and augmenting market share,
section 3 aimed at assessing their loyalty — customer’s satisfaction, integrity, repetition of
purchase, passing word of mouth) The Statistical tools used to analyze the data included
frequency distribution, percentage, mean, standard deviation, and a correlation test using simple
regression with Pearson Correlation Coefficient.

The outcome of the research indicated that the overall scores on CRM, were high on a
given rating scale; the factors ranking in descending order of significance were identifying
customer’s need, maintaining good relationship with existing customers as well as safeguarding
customer base, augmenting market share. Similarly, the overall scores on customer’s loyalty to
the products, were also high. Scores on customer’s loyalty, in descending order of significance,
were integrity, repeated purchase, passing word of mouth, and satisfaction. The Study of the
relationship between CRM and customer’s loyalty revealed that factors denoting CRM were
positively correlated to factors representing customer’s loyalty, namely, customer’s satisfaction
and integrity at 0.01 level of significance.
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