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The objective of this research is to find and compare the competence of internet
and mass media including newspaper, radio, and television in order to analyze the
tendency of media usage in the process of customer relationship management of Krung
Thai Bank Public Company Limited. Research tools employed for data collection are as
follows: 1) field observation to investigate the interaction between customers and mass
media; 2) textual analysis using a coding sheet to categorize and interpret the meaning
from the media; 3) in-depth interview of the management and staff whose works concern
with the process of communication between the bank and customers; and 4) focus
group of 20 target customers communicating with the bank through mass media and

internet.

According to the findings of this research, both internet and the mass media
have their own uniqueness for customer relationship management due to characteristics
of each medium. Thus, Krung Thai Bank Public Company Limited uses both kinds of
media, considering unique competence of each medium, to create good attitude and

feelings of the customers.
Besides, the bank selects the medium of which competence considered more

unique ' for customer relationship management. If all media have equally unique

competence, the bank will select to use only one medium.
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2544 2543 FIUIULNU TRURY (%)
1. NQUNN 1,242,498 1,236,384 6,114 0.49 22.32
2. ngslna 999,091 990,028 9,063 0.92 17.94
3. ndnslna 776,321 767,195 9,126 1.19 13.94
4. Tnawace 724,522 705,575 18,947 2.69 13.01
5. NNATALYGEN 433,469 430,606 2,863 0.66 7.79
6. nuslna 346,844 337,574 9,271 2.75 6.23
7. uptmaslng 256,980 258,227 (1,247) (0.48) 4.62
8. lnasunAns 239,542 233,457 6,067 2.60 4.30
9. AIuAT 163,230 164,870 (1,639) (0.99) 2.93
10. @i 161,767 165,742 6,025 3.87 2.91
11. Adea neny 89,458 87,481 1,977 2.26 1.61
12. AUAURANTATNTARTAY 76,349 72,295 4,054 5.61 1.37
13. glail fAudu 57,685 54,115 3,570 6.60 1.04
994 5,567,738 5,493,548 74,190 1.35 100.00
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MEDIA DATA RESOURCES (MDR) JAN ~MAR 2000 (,000 L)
FUIANT AL Tnaviend e wikidanu Umeigns thel ANEURT 994

Tnemndiad 1. 12,733 5,525 2,364 789 - - 21,411
nanslne 2. 2,494 2,899 9,305 575 2,874 - 18,147
Qe 3. 6,324 1,889 1,226 806 - - 10,245
\@ue 4, 1,468 2,390 2,469 309 1,120 268 8,019
pANAY 5. 1,078 5,172 817 146 - - 7,213
uananuing 6. 357 2,073 1477 356 - - 3,963
Adiaa nany 7. - 874 2,893 - - - 3,767
594, 8. 50 681 761 1,230 - - 2,692
N39ATaEHE 9. 1,754 : 635 145 - - 2,534
NIAUNN 10. 457 363 905 54 - - 1,779
nsing 11. 282 962 174 256 - - 1,674
\ENTTNULNA 12. - 1,033 - 870 - - 1,303
N4, 13, 696 196 131 - - - 1,023
ngslne 14. 638 - 62 - - - 700
Inesuang 15. - - 342 - - - 342
Wuatinaiguna 16. - - 217 3 - - 277
yladl fnudu 17. - - - - 110 - 110

9 28,326 24,027 23,538 4,936 4,104 268 85,199

Nuuastaya ; MeuNanIId1sangul daumnafidnludssmelne T 2543
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agUAnTuwnnuanmulssinnaesdelamnn

IWL3MNIRRA AT s AN ﬁmm@ﬂgq"lmﬂ ANNA (MWL)

g U

uilszan

1NAA3Y 1 2540

1NA?39 1 2541

1NAa39 1 2542

TUAIRALNANS IR HIUN

NINLURTIHEUN - - 1,200,514.00
alesming - - 6,000.00
HARAD
e (Nweumg) 5,303,238.60 - -
g 68,343.13 - -
Aaunt 5,629,465.93 19,789.66 313,832.28
%’ﬂ?ﬂl’ﬂ
Nl
aneg) 11,978,767.72 - 1,864,213.00
Famant 2,666,289.04 - 687,455.00
tlnel 5,831,533.03 - 1,571,149.18
UnesFnIg 12,732,344.65 4,119,125.45 450,181.69
Aangsu 57,903.27 - 89,667.00
nueyInElusMany 3,017,738.66 - 441,970.68
nitleyauntv 238,973.70 - -
udnda
%’B%ﬂ
MaFd 20,313,236.17 1 -
g 6,789,805.21 - -
Fadat 7,036,642.39 - -
994 81,664,281.50 4,138,915.11 6,624,982.83

Nanaasdaya : MeuNan1sdmangulliaumeiidnlulssmalne 1 2543
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