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Sirikanya Chotchoung. (2010). Customers’ Attitude toward Customer Relationship
Management of Telecommunication Household in Songkhla Province. Master Thesis,
M.B.A. (Marketing). Bangkok: Graduate School, Srinakharinwirot University. Advisor

Committee: Dr.Warangkana Adisornprasert, Dr. Suphinya Yarnsomburn.

The purpose of this research is to study customers’ attitude toward customer
relationship management of telecommunication household in Songkhla province.
Independent variable are personal information which include gender, age, occupation,
hometown, number of used service, function of used service, customer service center
contact and cognitive level in customer relationship management. Dependent variable is
customers’ attitude toward customer relationship management in terms of employees,
process of service and technology.

The samples are 399 customers who used telecommunication household service in
Songkhla province. Questionnaire is used are a tool to collect date. Statistical methods are
percentage, mean, standard deviation, Independent sample t-test, One-Way Analysis of
Variable and Pearson Correlation Coefficient.

The results are revealed that most of respondents are TT&T customer, female,
aged more than 46 years old, government/enterprise/officer. Their hometown is in Hadyai.
Most of them have used service at telecommunication household office once a month for
paying bills. Most of them have high cognitive level in customer relationship management.

Most of respondents have high level of attitude toward customer relationship
management in terms of employees, process of service and technology.

The results of hypotheses testing are as follows:

1. Customers with different gender, age, occupation have different attitude toward
customer relationship management in terms of employees, process of service and
technology at the statistically significant level of 0.05.

2. Customers’ cognitive in customer relationship management have moderate
positive relationship with attitude toward customer relationship management in terms of

employees, process of service and technology at the statistically significant level of 0.05.
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3. u,mﬁﬂu,azﬂquﬁﬁLﬁ'mﬁ'aaﬁ'um‘m%mia'mgnﬁ’ﬁﬁuﬁ%ﬁ‘ (CRM)
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3.2 N3TUIMNIIUINIINANATENNWS (CRM)
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[
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