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Independent Study Title The Customer Relationship Management of Advanced

Info Services Public Company Limited (Thailand)

Name-Surname Mr. Sorapat Tiyapornpipat
Major Subject Marketing
Independent Study Advisor Assistant Professor Udom Sayapan, M.B.A.
Academic Year 2013
ABSTRACT

This study aimed at investigating the customer behaviors namely mobile payment,
mobile brand, different kinds of internet package, the person who they call most, the frequency and
reasons of contacting AIS Call Center and AIS Shop as well as the informative channel perceive
and travel. Moreover, the customer relationship management (CRM) of Advanced Info Services
Public Company Limited (Thailand). The sample of the study was composed of 400 people that
were using the AIS network in Bangkok. The questionnaire was used as a data collection
instrument, and the analysis of data was done by using Percentage, Mean, Standard Deviation,
Independent Samples t-test and One-Way ANOVA.

Regarding the findings, most of the respondents were female aged from 21 to 30 years
old, Bachelor’s degree, public employees, earning less than 15,000 Baht and more than 30,000 Baht
a month and most of them used postpaid. The average mobile fees were about 361 Baht a month.
The frequencies of calling were about 6 times a day and 6 minutes for each call. They have used
AIS for about 5 years while iPhone mobiles were mostly used. Moreover, internet packages that
have been used were 1 to 3 GB. The objective of usage was to call in and out. The objective of
entertainment was to play games and the objective of surfing the internet was to search for news.
The fees respondents were responsible by themselves and most of them call their families. They
contacted AIS Call Center and AIS Shop fewer than 2 times a month. The reason for contacting was
to ask for information. Internet was the information channel. The first customer relationship
management satisfaction is the relationship maintenance management on efficiency, timing
management and convenience of the service.

The study indicated that the difference in demographic factors and the customer
behaviors affect the satisfaction of customer relationship management in Advance Info Service
Public Company Limited (Thailand)

Keywords: Customer Relationship Management, Advance Info Service Public Company Limited
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Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 30 16.7
Excluded® 150 83.3
Total 180 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's

Alpha N of ltems

.965

34

ltem-Total Statistics

Cronbach's
Scale Mean if |Scale Variance if| Corrected Item- | Alpha if Item
Item Deleted Item Deleted |Total Correlation Deleted
fanssuduasumsaainlaensuou
P Y 116.83 373.316 .596 .965
Tals Tudu @nsiemaiey liignd
mimummﬁisﬁniﬁ'ﬁugﬂﬁ'n&aamﬁﬂmvﬁm 117.13 360.051 .699 .964
amfavguuazarmaenatsvoaTus Tiui
, 117.07 361.995 .690 .964
1AHANY
Aaegnariudeanieg aiuaueiie
. 2 o am 117.13 361.154 .789 .964
nuzah s Tudu uag@ndiebaieg
i Tus Tudunas And iy i
4 116.77 377.633 .498 .965
AvtLilng
MIUTMIRANY A2AIN 59152 I tag
W e 116.90 377.059 .621 .965
flszansnm
nsienloldquagnén Tdedderiioaiagnin
, v 116.97 375.826 .661 .965
imuazgni i
Ysudndsumlaimsusmsilensuauos
v g 117.03 379.137 .369 .966
Anudeamsvesgni ldnasana
seuumsIfuSnsiidiu ldamunasg
v 44 oa o 117.10 365.748 .662 .964
gndee Hugede wandusssy
ﬂmnwWﬁmm]mLﬁmﬂiauﬂqunnﬁﬁﬁiunﬁ
Yo 116.80 375.200 424 .966
Wusms
ANUHAINHA1BVOIFOIN 1M TV
Y oa a Y 117.03 366.378 727 .964
FouSou Avy 1ngnm
Foenumssuile feuSou A mingni
s " 117.20 366.166 .748 .964
Annelade 30152
szuusalulfamildiudadenin Zeadou
116.97 368.723 772 .964
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