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CUSTOMER RELATIONSHIP MANAGEMENT AND ADMINISTRATION
FACTORS AFFECTING LOYALTY OF THANACHART BANK CUSTOMERS

IN BANGKOK METROPOLITAN AREA
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Patcharin Prapakornthiti. (2007). Customer Relationship Management and Administration
Factors Affectting Loyalty of Thanachart bank’s Customer in Bangkok Metropolitan
Area. Master's Project, M.B.A. (Management). Bangkok: Graduate School,

Srinakharinwirot University. Project Advisor : Assoc.Prof. Supada Sirikudta.

The purpose of this research is to study the customer relationship management and
administration factors affectting loyalty of Thanachart bank’'s customer in bangkok
metropolitan area. The sample group used in this study is comprised of 400 customers in
Bangkok Metropolitan area. A questionnaire was constructed and used as a tool to collect
data. The statistical analysis used in this study are statistical Percentage, Mean, Standard
Deviation, Independent t-test, One-Way ANOVA and Pearson’s coefficient correlation and
the pair different analysis by Least Significant Difference (LSD) and Dunnett's T3. Data is

examined by using SPSS for windows version 11.

As the research finding, it was found as follows:

The majority of sample group is single female, 25 — 34 years old with. The
bachelor's degree. They mostly work as private company employees, with average monthly
income is in the range of 10,001 - 20,000 baht. The most frequent used service is deposit
transaction service.

The customers have a good opinion towards customer relationship management in
term of building customer relation. However, they have a moderate opinion towards
maintaining customer relation and expanding customer relation.

The customers have a good opinion towards customer service administration
factors in term of human resources, service charges, equipment and other sources.
However, they have a moderate opinion towards Management.

The customers have a good opinion towards loyalty of Thanachart bank’s customer
in term of good relationship , increase opportunity to use service and proud to be
Thanachart bank’s customer. However, they have a moderate opinion towards

companionship, boosting public relations and communication with customer’s experience.



Customers with different marital status and average monthly income level have
different loyalty of Thanachart bank at the statistical significant level of 0.05.

The opinion of customers towards customer relationship management is correlated
with loyalty of Thanachart bank’s customer in bangkok metropolitan area at the statistical
significant level of 0.01. The correlation is at moderate level in the same direction.

The opinion of sample group towards administration is correlated to loyalty of
Thanachart bank’s customer in bangkok metropolitan area at the statistical significant level

of 0.01. The correlation is moderate level in the same direction.
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seauns Wiazuuweat lulsazsrAuduldgaanisaiuanudaendisaesdunsniadu

o

Aall (ATa9 1A, 253818 - 11)

Iy o > 1y Ao 1y A o
AIMNNINUINAUATNNATU = T@H@V]Nﬂq@ﬂ@ﬂ —ﬂ@ﬂu@mﬂﬂqmq'@ﬂ

1LY

nsafilsananisiatresd Nz ULAaLnNT Mz AunTsdindayatssinmduns

1%

natu (Interval Scale ) gadaldinniaaslunisadlmanalasauonlfasi

AZLUUGIAN — AZUUURANGA

AUFTNIATY =

v
RNUI LT

a o

IAELNTINNTUL AANNTNN BT AZ LT 19511 Nﬁ\ﬂj

ATUUULRALITEIING 1.00

1.80 UN1LD9 FrAUANAALTUALAUTTAdaNNg
131291uldAasemn

AZUUULAALTEINING 1.81 — 260 UNIUDN FsuANAsiuRgqfuiladenig
a 1
131291u 1A

ATUUULRALTENINNG 2.61 — 340 uUN1UDe fzdumNAaLiuigaduTladensg
LTI TULIUNANS

AUUULRALTENINNG 3.41 — 420 NN fzduANAALiuNgaduTladensg
a =
UTUNTIUA

ATUUULRALITLNING 421 — 500 UN1UDN FzduAMNAALUINgaduTladennsg

1/39199UANIN

d9uN 4 ADNANNAIININRaIgNAN TN IEUITNNIsUIANS BUTIA AR (NUNE)

o

Ineansziuudeunniuwuusiintaneile (Close-Ended Response Question) TN



62

AN LUUNN AN EIKLsE NN UAYReL Rating scale method : Likert scale questions
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¥
o o a

scale ) { 5 sxAuFail

lafageuin 1 AzLul

1a{5 2 AT
Uunang 3 AL
A 4 ATLUY
=

ANTN 5 AZL

AHNAISNANAVDIRNANEUIATT SUTIH ANNA ( HUITY )
40. vinulduuziingauliunldisnisnessuang sumnm e
! = & dl Y a QI d?
41. vinuiunltdunazlduinisainsuiansiiuau
42. MNUAMNENAUALIUIAT
43. vinvuenanilszaunisnd mnnilsziulasasunansliiudau
44. yinunilanlgiaenldusnisuesuinng suaim

¥

45. yinuiansandminuiugnAniacnasindnasiesuiAg summ

i v v
seunsiazuuueat luusazseauduldgnsnisAauangoindnaaesdunsniadu

o

el (ATa9 NEAIA. 2538 18- 11)

AU

nnsaflsananIsRAtradnEuzLIIRa U NN sz AunsTndeyatlssinmdunsnie

1 ¥
i (Interval Scale ) g ldinusiiaaslunsefilmanalagAtunslisam

AZLUUGIAN — ATUUUANEA

AUNTNIATU =

1A UTU
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wwaRangednldlun1side Tnaairaduiuugeuninyianun 4 49U Ae
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5. tuvuaeunNiliudgaudalinasedld (Try Out) Aungusiaetineauau 30

-

16 anArANEedulneldasuAduilss@nidann ( L - Coefficient ) Tngdan1sAIuau

e Ao o 1o

1489A39117A ( Cronbach ) ( W95l nA5mil. 2538 : 125-126 ) Adan1N lFazwananarsiuaad
ANHNAINTALLLZALNN TasariANsendne 0 < o < 1 AnlndAsedy 1 890 WaAeqNa

ANITRIUGY T9ann1anaaedld (Try out) 16AN Reliability Coefficient infiu 0.9402
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nsiiusausINdaya

n93deluafailidunisideidednsia  (Survey  Method)  LNBANMIDNNITLFINT
pNANRUSgNAuaziTade Tun19EMNIIUNRNAABAINAINANATDIgNANEUIANT DUTA

[ %

Arin (naw) lwasangamnaiues Inaudnsuenisiumumndeyaniinisaneiy 2

[ % A
ANBUS AD

¥ v

1. dayatgunil (Primary Data) Jufeyanfaduldainnisiivsausudeyaain

]
v A

NNTAALLLLADUDINTBIGN AN MEUTNITAN1212898UIAT SUTIR QDA (NUITW) MR

k1l

%

ngamnwauAg Niungusiaeting A1uu 400 4a Geaziiudayaainngusnat 19n NN e
nua ldaumsuauIu
2. dayanFani (Secondary Data) Hiudayainaldlunistsznauaeinisiniqeiu

aulavinnisiiusumudayaaindns 917419 manmnus Syoninus astinug dayganis

1 Y ¥
Bumeditn waziananaanuide s e ldiduuumieresniminisdneuaidaluail

NNFAANTTIUAZNITIATIZUTDNS
1. N9dAN1sdaya
TpennImageLLLLaa UL IER n1saanuuLly (Pretest)  udadnifiunisudle
FaUNNIRNURILLLABLDNY WERNTINNIATIAGALANLLTALTL (Validity) 284uULABLNNN
FneAEN17929ATAULTA (Cronbach 198 Crobach’s Alpha Coefficient) 0L 2849 Cronbach ka1
fayaanluuuuaeuninilfuinmaseuaauanysaineuiiazulasdayauazidsia
(Coding) Warannsszananalaeldillsunsy SPSS (Statistical Package for Social Sciences)
For Windows Version 11 LL@Zﬁ’m’]ﬁLm’wﬁ”mﬂﬂ
2. NIAZYTaYA
2.1 NNTIATIZIATINTTUNN (Descriptive Statistic) 11nNn33tATNfiTanssniunay

dunnsldaAniaas (Mean) wefidus (Percentage) AND (Frequency) Min17e5LneaneUey

1
v A

nsnudeyadiuypna  11iun1edntladuAunITUTINIANAN U NANNAINAs DA
AINANATBIYNANFUIANT FUTIA AR (HNTL) TN FINNUUIUAT
2.2 MIUATITHANATNEYNIU (Inferential Statistic) Tun1smAReUANNAZULSAL
dalneld40f t-test waz One way ANOVA (f-test) iNanmagauAnNuansnaluni1s3mssinIs
' o ¥ 17 ! ¥ ! o =2 = 14 dl
uansinadnsuzsudayadiulana lHun wa a1y an1unn szAuNNIAnE 81w ulAiad

FIDLADY UAZLTINNGINITNNUANFNAY 9NasaAINadNANATUEWIANT SUTIR FNeiy
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23  msATedAndul sy AN anduiusuuLiiasdu  (Pearson  Correlation
Coefficient) Lﬁlﬂﬁﬁﬁ‘wmmuﬂ@ﬁﬂé’mmﬁﬁmimmﬁuﬁuﬁﬁuqﬂ%ﬁ TadeANun1sLTII791 T
NMINIWLAINAIINANATBIGNAIBUIAT BUTIA AR (WUTU)
3. adnn I lumiinnsideyn
3.1 maﬁﬁuﬂm sznavusag

3.1.1 Anfataz (Percentage of frequency) Hlun1snFaumnaudndaunesdiaya

Tneldgms
P = f x 100
o
T P TR
f WIS HASINTBIAZALUTMNA
n WK TRIATBNGNADENS

a

3.1.2 ANATLULLGAY (Mean) §1U5UN1T3AINLIADATINTTULN (Descriptive

Statistics) tWaliinsuisanwsnug uresdeys (faan afiadiinyan. 2545 : 39)

D x

X =
n
o _ : <
e X WY ANAZULLLRAE
D x WY HATINTBIAZUUWTINTNA
n WU TUIATRINQNFRBE NS

3.1.3 Andaeuuningg ( Standard Deviation ) dgnsdniunisainsisit

a

2 . . . . dl & KX o dqj £ a o
anALTansIeuUn (Descriptive Statistics) Wivalinsunaanwuruguasdaya (JA7 2ATAUL.

2541 : 65)

o= 22

n(n—1)
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e SD. UNi ﬂ'ﬂLfimL‘uummgmmmmuuwummjury‘Tfmﬂ'N
X? uni HaTNTeNATILU AL A
DX WY NATINTBIAZLUULAAZARREN9ENNNAIARS
n WY TUIATBINANFRBEN
314 W1AIAINALE TUAASLLLFAUDINNNINAA LA AN NLE 1R
\Ainaile (Reliability) Lﬁ@ﬂ@zam%mmmLLuumummﬁ'@ﬂﬁﬁmmgnﬁm (Accuracy) Ganeld
(Dependability) Tiasulas (Consistency) TneRfraaArautin (Cronbach) B8N31 N13WAN

&urlsrdAnauaain (a - Coefficient) (faen antagiiinyan. 2546: 449)

k covariance / variance

Cronbach’s Alpha =

1+ (k — 1) covariance /variance

e Cronbach’s Alpha W1 Andutls=AvaaespnuIdesiy
k WU ANUIRANDNH
covariance UN ﬂ'f]Lfa?;mmﬂ"]LLﬂiﬂmuéqmwdwﬁqmmr;mj
variance WY AeAeesAulssuIesAny
3.2 ADAAMTLN AR LANNAF U
3.2.1 mafaum’mLLmﬂﬁiwiwd’mml,aﬁmmﬂ@;uﬁqmm 2 nqu Tnelld gms

t-test Independent (fgﬂ‘?‘ WNATRUL.2534:178) Lﬁ@mmmumuﬁgmmwLLMﬂﬁiNﬁummﬁmﬂﬁ
INALAZADTUNINANIA (TUAYINAIINANRATRIgNAFRTWIATT 516 AnTia (Munaw) Tneldgems
il

v
Tunstipnuudslsaunestlszansiia 2 ngulivindu Yo = o))
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Tunsilaaaulstlsunasilszangia 2 nguiiniu ) o =0 ,)

)?1_)?2
t =
(n1_1)812+(n2_1)822 i_l_i
n,+n,-2 n n,
Tne@t of = n,+n,—2

1 2

UNU ANADAN lERA170u 18 t-distribution

b
®
—

WU ANLRALFRALINNENT 1

X
X, uni ﬁif]mﬁﬂﬁq'ﬂfi’mﬂ@juﬁ 2
S WL ﬂ"]ﬂfJ’]S\ILLﬂ?ﬂ?’)M‘ﬂ@ﬂijﬁQ@ﬂ’Nﬁ1
S wnu m'ﬂmwLLﬂﬁ?ﬂmmmmjmﬁq@ﬂNﬁ2
N1 mmmﬂ@juﬁfmmqﬁ 1
WL ﬂMﬂﬂﬂZﬁNﬁ’J@ﬂN‘ﬁIZ

df w - duwsieaanafludasy (n,+n,-2)

322 ‘wM@ummLLmﬂﬁiNideﬂ'ﬁL@?ﬂlwmﬂfojmﬁq@ﬂwﬁﬁmnﬂdﬁ 2 nau Tne/ld
ApTeiANkssun1aRen One-Way ANOVA (Analysis of Variance) o flaxduAa
defufatas 95 Lﬁ'ﬂmm@@ummﬁgmmmmeﬁmﬁummmﬂq ADTUNINANIA TZALNIIANE
a1 elfadeseidion wazszm 9INITNALAINANINANATDIGNAIFDEUIANT FUT6
TnegAtANL 91391 INm1979 Homogeneity of Variances wararldafiaainsiziainan
ANOVA (F) %132 A" Brown-Forsythe (B) Fafdunen lunsAnssiEe
3221 mmaaauAIAuulslsutesusazngy tneld Levene's  Test

(faen antitehinyan. 2546 : 144) Inaldgnssail

MSTrt
F= —0
MSE
0k F UNU  ANRDAN lENansndn e F-distribution

MSTrt U1 AANNLLI999UTENINVITNII UG

MSE  uni  AL9U39un18 TN 16
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3.2.2.2 AmziAnuulstunianan ANOVA (F) (faan andiadiinyen,

2543 : 312-313) tneldgnonail

F = MSB
MSW
158 F UNU  ANRDAN lEnansnin T F-distribution

MSB unu  AANNLLTLsauITIdNangs
MSW uni  AvAdnsblstsaunielungy
Tnaidn df vize duwispadlugaszszudnanguwinty (k-1) uaznelungu wiaiu

(n-k)

A1979 2 LAANN19A1WINS Completely Randomized Design (CRD) ANOVA

wuadANLLlsisau Df SS MS F
FTNINNGN (k-1) SS, MS, MS,
MSw
nelungs (n-k) Ss, MSw
NATIH (n-1) SS,

P33R AN LU 391N aLAEY Brown-forsythe (B) (Hartung. 2001 : 300) tmel

4RI
B = SB
MSW’
K ni
lag An MSW = Z(l ——js ;
- N
i=1
Wea B WK ANADAN LERANTeun i Brown-forsythe

MSB uwnu  ArAdnNuLLsLIIusEuInanga

MSW’ unu  Anadublstsaunislunguduiuana Brown-forsythe
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K WU AIUIUNGNFDENS

n WY IUATBINGNFRBEN

N Wi aualseding

S’ wnu  AvAouulstliuaednguseti

o aa 4 L4 o

LLZ\]&‘E]}'WN@ﬂ'ﬁ‘%ﬁ@@ﬂﬁﬂ’)’]&lLLMﬂﬁWQ@ﬂWQﬁﬁﬂZﬁWﬂﬂJVHQZ@ﬂMLLZ\]’J ABININIT

o

nagaullusagsall inaginilglatinsiuansdneiy Taeldas Fishers Least  Significant

a a

Difference (LSD) %78 Dunnett T3 (faen Adteliinyan.2545 : 332-333)

3.2.2.3 ApaziinasARanIee LSD (faen aniladiinyn.2545 : 332-

o

333) Tne/ldgmasiall

g ran MSE[L/ Ny +1/n;]

LSD =
o o 2a 4o 4
Wa b, Wi AWlERANsnTuNNTIANUAILLL tHest NsEALANITeN 95%
warduingaanaiugassnielungu
MSE Wi ArNklsdsunielungw (ms )
n WY ATUIUTRYATRINGY |
n WU ATUUTRYATRINGH |

1I9RLATITILARNIAIRAIEA Dunnett T3 (Keppel. 1982 : 153-155)

d, = 9o \J 2(MS )
N

Wa  d,  unu AaneAN MWansunli Dunnett test

Tnaldgmsnail

Q N A1AINAN9N Critical values of the Dunnett test

MSy, Wi AAduuLlstsaunielungu

{ o 1

S BNU TUIAUBINQANATIBEN

q

424 anRdulse@nsanduiugagnedng Pearson Correlation (Pearson Product

Moment Correlation Coefficient) M lunnsunmnuduiusaadsiouils 2 daidludaszman wlu
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8unIN1ATY (Interval Scale) uaz s2AUARINA9U (Ratio Scale) (313 LNAAIA. 2541 : 72) Liia

[ o o o o
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= ~

8UTNR wATTIAdENITLINUAIUEN HANANRUEALANAIINANAT09gNANEUIANT 51

75 e ligmnaiail

) Y xy - x 1Y)
DX -C)]-hxy -]

We or,  wnu dudss@nsanduiug

X UMW HATINTBIAZU X
ZY  UNU HATINTRIATLUU Y
XX N NATINAZUUWTA X WiazFennNAvAes

XYY UNU HATINAZLUUTA Y UAATAENNNAIADY

XY unu N@?’JN“II@\?N@@JM??JWJ"N X WA Y NA

a

n WY ANUIUAUMTANANFNREN
TnanAdudsz@nsanduiusazimnsening -1 < r <1 /il (Taen adasdilnyan.
2545 : 280)
1. A7 r iluay LAA99N X 1A Y NANNANAUS IURANI9ATNAUINAD 81 X [N Y
QLA WHDN X AR Y AL
2. AN r 1ULIN BEA99N X LAY Y HAnuduRuslunAn gifaaiuae 41 X N Y Ay
AN WFEN X AR Y AZan
v al U v = al o o a = o al
3. 011 HANTNR 1 UNIEDI X BaT Y NAMNANWUS [UAANIAE9T Lasi
ANNANNUGILHNIN
% a % U =3 = o o a o Y a
4. 87 r HANTNA -1 MN1ED9 X hAY Y HANNANAUS MAANINATANWINN WAz
ANTHANNUE NN

1%

NN TuLsANUNNE AN ANLsTANDAUANAUS (163 29ATAUL. 2541 : 324) HAsH

[

UFDLIIYNIN 0.91-1.00 UAAIIHANNANRUSIZAUZININ
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AN
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1g2@n

tﬁ

AN

1sz@naan

[ 1 1

UEDLITNING 0.71-0.90 UARIINHANNANRUSITALIGS

u
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t(



71

v

UFpLisYNINg 0.31-0.70 uanddANNANTUSIzAULUNATN
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ANANLUTZaNDau

tﬂ

< @ o & 1 !
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ANFNLTLANTANANNUTVINTL 0 Lanadn A AN NANAUS TR WM
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v A ¥ ]

annmAguden 1 dfeyadouyana Usznavlddan we ang szAunisdne sneld ardn

U 9

Uszinnni9vingsnssu AANFANT LT AN AN AR SUNANT SUTR AT (N ) LENFNY
1

N19AINTT AT ttest  WATNIILATIZHAIANNLLITLIIUNNGA-Y (One-way
ANOVA) Lﬁ@@%mﬂm'”nmmu,mn&iqq@zudwﬁﬂwmz%wmuuﬂmﬁﬁm&iﬂmqmﬁﬂﬁﬂﬁmm
QNANEUIANT SUTIA AR (NUNTL)

@muﬁgmi@‘ﬁ 2 MILTMNIANNANAUSTILGNAN HANdNRusiuANasiNANATa
@ﬂﬁﬁﬁﬁﬁ@ﬁuﬁmﬁ@ UL AR (HUITU)

nsaAseTldmAiAn s i uuudulsyAnsanduiusednedne  (Pearson
Product Moment Correlation Coefficient) Tun199tA312iNANNAINITD TUNNINIUNEIAN

o

AINANATRIGNANNNFDEUIAT FUTIA AN (NUNT)

A =

@muﬁgmi@ﬁ 3 NMILFMNPUAIUEL HAHANAUSA LA NAdNINATeIgnATsie
FUNANT UM ATA (NANTL)

nsaAseTldmAiAn s LU dulsyAnsanduiusednedng  (Pearson
Product Moment Correlation Coefficient) 1n133LA1EHNIAMNAINNTD TRNNINIUILANN

A9INANATBIGNANHFEUIAT FUTIA AN (NUNT1)



UNN 4

HANIFIATISUTDNS

v
o

naduANUaANEY  “nsuiunsanndiiusgnAuasladanistinnsuiinase
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fayauaznisuilanarauunigresnanitazidays gianismdaldiinisninuadtydnenl

U

1 dl = Y o dgl
fee] Nl lunnsdiasideya Al

e n WU AMUIUANITNNGNAIREN
X WU ANAZULLLRAL T89NgNFNaENT (Mean)
SD. Unu cﬁhmqmﬁmmummgm (Standard Deviation)

t uwni AN lERaN7u0 1 t-distribution

1
1Al

F Wy AN ldNanseen 1w F-distribution
SS WU HALNNNAYARITNAZILLL (Sum of Squares)
MS Wil ANATLUULALUENNALINANAI4D9189ATILY (Mean of Squares)

df  uni  esrAuugase (Degree of Freedom)

o o o &

r Wl ANANUIEANEANANINUS (Pearson Correlation)

' '
g a

Prob unu  AAdRasdunAadanlivasauazanagludefaavive

HANFLANNAFU
* Wy AludnAyneaiAngzau .05
= AdediAneatanzAL .01

Sig  wnu  szsutladAun1eatiainnimagaunilsunsu SPSS Auansla
Tflunisastuanimaaeuannzgi
Hy,  uwny @uuagiuvan (Null Hypothesis)

WY ANNFZIUIes (Alternative Hypothesis)

o WU ANAHITANT

{ %

LSD unu  AuasetidAniawnlddviutlssansngn i way |
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FUIANT HUTR nelungs 175192 395 0.444
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