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# # 5584685628 : MAJOR COMMUNICATION ARTS
KEYWORDS: CUSTOMER RELATIONSHIP MANAGEMENT (CRM) / MOBILE PHONE
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PHONTHIP PRADITTHAKORN: CUSTOMER RELATIONSHIP MANAGEMENT OF
LOYALTY CARD MEMBERS ON MOBLIE PHONE SERVICE PROVIDERS.
ADVISOR: ASSOC. PROF. PATCHANEE CHEYJUNYA, 132 pp.

This aims of research is to study the perception, satisfaction and loyalty
of the loyalty card members on mobile phone service providers via customer
relationship management. For this research is the quantitative research through
the survey method conducted by using the questionnaires to collect data from
400 representative samples within the Bangkok area. The research showed that
the perception, satisfaction, and loyalty of loyalty card members on mobile
phone service providers were average scores of the same in the moderate level.

For hypothesis testing, it was found that:

(1) The perception of loyalty card members on a mobile phone service
providers between AIS and TrueMove have different connotations with statistical
significance of 0.05 levels and loyalty card members of TrueMove has the

perceived value added more than the AlIS loyalty card members.

(2) The satisfaction of the loyalty card member of AlS and TrueMove did

not different connotations with statistical significance of 0.05 levels.

(3) The loyalty of of AIS and TrueMove did not different connotations

with statistical significance of 0.05 levels.

(4) The correlation between perception and satisfaction of loyalty card
members were in negative direction with statistical significance of 0.01 levels. As a
result, when the loyalty card members card perceived value added more with the

loyalty card, the satisfaction of loyalty card members will become lower.

(5) The correlation between satisfaction and loyalty of loyalty card
members on a mobile phone service providers were in positive direction with
statistical significance of 0.01 levels. As a result, when loyalty card members
satisfied with the loyalty card, the loyalty of loyalty card members will be

increased as well.

Field of Study: Communication Arts Student's Signature

Academic Year: 2013 Advisor's Signature
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210,000 205,844 9 3%
205,000 R=094
200,000
195,000 7.2%
190,000 188,333
185,000
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176,626
175,000
170,000
165,000
160 000
2666 2666 26671
Value in Million Baht
Growth (%)
Categories 2555 2556 2557 YIY  YTY
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107 119y BUUUA. (2550). NAENSNITUTINTANATURUS = Customer relationship

management. ngamne: Talawdin.

1. AMUANA Loyalty
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2.2 szauMaUn (Department) N153ANTEUIUNTTIULNUAA1S IALABIlouay
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3. m‘sLﬁaquu‘Uizﬁun'liiﬁgﬂﬁ"l (Costumer Relationship Experience Strategy —
CIEE)
mMavimsgninduiuslaewiuluivszaunisalvesgndn daianangrudeyaves
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4. NAYNSANATNNUS (Costumer Relationship Strategy)
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CRM Transformation Map
BUSINESS FOCUS
Products Sales Channels Markefing Services Customers
ORGANIZATIONAL STRUCTURE »
Producd Place Promotion Channel Contact Customer
Management Management Management Management Management Manogement
BUSINESS METRICS »
Customer
Product Pl Pr Custom Cust
Performance Perfnl?n};:me I‘erfon!l!r:::ﬂr}:e Ilevem:l; Sc:lsf?m:rn u:?ﬂ"fﬁﬂ:e
CUSTOMER INTERACTION »
Individual
Mas Opportunistic Targeted Segmeni-Spedific | Consumer-Confact
1mmnr:|u|1 Promation (ompaigns Communication Integrafion m‘:ﬁg&m
TECHNOLOGY »
Transaction Dat Dat Data Dat Customer
Processing Hulnm::nce Am:s Maintenance Hnr?s Igﬂﬂ'
@199 Nykamp Consuing Group

fi: Nykamp, M. (2001). The customer differential : the complete guide to

implementing customer relationship management. New York: AMACOM.
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[Goals > Iﬁrategi{&

Profitability
Establish
long-term
customer
relationships
Invest in CRM
technologies
Achieve 60%
customer
retention
Implement 24 /7
call center

i - Marshak, R. T. (1998). Defining CRM: Finding the Distinctions in an Overused
Buzzword. Retrieved 21 August 2002, from

http://www.databasesystemscorp.com/tech _customer relationship_management 40.

htm
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To perceive is to

-

See
Hear
Touch
Taste
Smell or
Sense

Internally

Some

Thing
Event or

Relation

And to

-

Organize
Interpret and
Derive meaning
from the

experience

fn: Loudon, D. L., and Bitta, A. J. D. (1993). New Consumer behavior : concepts and

applications. (4th ed.). NewYork: McGraw-Hill.
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where A (delta I} represents the difference threshold,

[ represents the initial stimulus intensity and k signifies
that the proportion on the left side of the equation remains
constant despite variations in the [ term
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_ Counterargument
. ) Cumulative .
1 Cognitive Belief ) i and competitive  Strong
satisfaction )
blandishments
. . . Liking the )
2 Affective Satisfaction . No commitment  Strong
supplier
Increasing i
i Intention to _ .
) commitment ; Intentions can be Weaker but still
Conative _ future , ;
3 cumulative diverted likely
) ) repurchase
satisfaction
Build-up of 3
. ) Immunity to )
Action or resistance to _ Lack of social )
a . 4 competitors . . Unlikely
ultimate switching . relationship
v 4 claims; group
motivation

Fin: Pieres, G. D., and Stanton, P. J. (2005). Ethnic marketing: accepting the challenge

of cultural diversity (1st ed.). Australia: Thomson.
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FEAUANMUANAYBEUIINA (Customer Loyalty Ladder)

Raphel and Raphel (1995) lﬁa‘émadwmiLLﬂqszﬁumaqmmﬁﬂﬁﬁ’uaanL*‘ﬂugmwu
dw‘aq%nmmamzqmmé’uﬁuﬁ‘mqmimmmLLazsﬁaLﬁ%’%waaamumiﬂimaqmimaLLaz
mﬁmamLﬁaLU?1'auLLUaaé’ﬂﬁu%”’ummﬁﬂammisﬁuQU%Iﬂﬂﬂﬁﬂ%upﬁﬁmmﬁqdmzL"ﬁJu
fuslaelugmaduudiumssia dununmaeluil

WU 19 : SEAUAINANAYBIGUTINA

MARKETING > LADDER OF LOYALTY

PARTNERS
ADVOCACY
PRroCESS

MEMBERS

CLIENTS

fan: Raphel, M., and Raphel, N. (1995). Up the Loyalty Ladder (1st ed.). London,
UK: Harpercollins.
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1) anAunuNI9NIIRaIn (Reduced marketing Costs)
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ANUANABNAIE (Demoulin & Zidda, 2008)
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nauUsEYINTNINI Wenquiieg1aiunni1100,000 autuld iansaldngusieendy

[

M5338ladwI 400 A tnedlseaunnnuwetuil 95% anuRanaaliiiu 5% aieweil

Y
[
v 1

sasaluil (Yamane, 1967)

AIdedalanmunuuavesnguieg1alunisfinyaSallignwiunsdu 400 Al A1Um131S

Table 1. Sample size for 3%, £5%, +7% and +10% Precision Levels Where Confidence Level Is 85% and P=5.
Size of Sample Size (n) for Precision (e) oft

Population £3% 5% 7% +10%
500 a 222 145 83
G600 a 240 152 86
700 a 255 158 1]
800 a 267 163 69
a0g a 217 166 a0
1,000 a 286 169 a1
2,000 714 333 185 a5
3,000 a1 353 181 a7
4,000 870 364 184 aB
5,000 a09 370 196 96
6,000 938 ars 197 a6
7,000 959 378 188 99
8,000 a76 381 199 99
9,000 989 383 200 99
10,000 1,000 385 200 99
15,000 1,034 390 201 99
20,000 1,053 392 204 100
25,000 1,064 394 204 100
50,000 1,087 397 204 100
100,000 1,099 398 204 100
>100,000 1,111 400 204 100
a = Assumption of normal population is poor (Yamane, 1967). The entire population should be sampled.
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3 = finmssudnauAnfisuunan
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a U

3.50 - 4.49 nUEHY AANuAnNATEAUNIA

250 -3.49  $u18D9 danusnnseauUIunad

a [V 74

1.50 - 2.49  Mu1eDd AANUANASEAULRY

a v Y =

1.00 - 1.49 nuwHs Aanuinfsedutiosiian
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Coefficient) s9tl (@3ua Asnuuyi, 2550)
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, UL ANULUSUTIUYDIAS L UUTINUDILADZ AU
Vi

Wethuuvgeuaunnaasslaumagaumaianudedy (Reliability) Inglgismen

[
Y A

duuszansdanvesasouuny (Cronbach’s Alpha coefficient) legiail
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2. MTIATIEVERRLTEYNY (Inferential Statistics)
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M99 2 : WEASTIUIULAZTIUAZYDINGUATDE 1T MUNAND Y
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