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ABSTRACT

TITLE : THE EFFECTS OF CUSTOMER RELATION MANAGEMENT ON SEVICE
QUALITY OF ADVANCE INFO SERVICE LIMITED COMPANY UBON

RACHATHANI BRANCH
BY : THONGCHAI KULSATIRAWONG
DEGREE : MASTER OF BUSINESS ADMINISTRATION
CHAIR : CHANANDA SINCHUEN, Ph.D.

KEYWORDS : CUSTOMER RELATIONSHIP MANAGEMENT / SEVICE QUALITY

This independent study aimed to investigate the service quality of Advance Info
Service limited (public) company in Ubon Rachathani branch, to compare a difference between
customer personal character and customer views on service quality of the company, to survey
customer relation management that affect the service quality, and to survey problems and
obstacles of the service quality. This study was a survey research data were collected from
questionnaires and analyzed by using statistics program of social science.

Results showed that customer personal character mostly are men in group of age
between 21-30 years old had percentage at 38.8 an education of bachelor had percentage at 52.2
an occupation of personal businesses operation had percentage at 36.5 and a revenue at between
5,000 — 10,000 per month had percentage at 38.0

Results of analysis the customer relation management of Advance info service
limited (public) company in Ubon Rachathani branch, in general and particular were a high level
service quality of the company in general and particular were at a high level. By putting in order
of importance following the average figure from a high to low level such as : concrete of service
paying attention to customers responding the requirement of customers giving confidence to
customer and reliability and trusting.

Comparison the difference of personal factors that had a different of ages, educations,
occupations and an average revenue per month, had a view on service quality of the company in

general and particular had same view on service quality. Customer relation service had effect on



service quality found that the Customer relation service on information procedure and personnel
had effect on the service quality of the company significant at .05, while Customer relation service

on technology had not effect on the service quality of the company.
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