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ABSTRACT

The objectives of this research are to study the customer relations management

(CRM) of drugstore nearby Mackhong River in Upper Northeastern part of Thailand, and
also study the problems and the ways to solve them including the recommended in CRM of
drugstores nearby Maekhong River provinces (Loei, Nongkhai, Nakhon Phanom, and
Mukdaharn). 98 samples were randomly selected to answer the questionnaire of which
reliability ratio is 0.94.

It was found that the entrepreneur are mainly male with 31- 40 years of age,
graduated with a bachelor degree. They have started the business with a reserved fund of

200,000 — 400,000 baht for 5 - 15 years. Each shop has 2 employees, They could earn money

for 100,000 — 250,000 baht/month.

In term of the customer relations management, these samples are evaluated in an
average, The entrepreneur whose age is not exceed 30 years, has a better relationship program
than the others whose age are 31- 40 years and the entrepreneur having an educated in under
diploma, bachelor, master degree and above are found to have more concerning in customer
relationship program and customer retention more than the diploma degree holders. The
bachelor degree entrepreneur has a better relationship program than the master degree and
above. The entrepreneur whose has more fund, more employee, more income are found to

have a better efficiency in customer relations management also, but the duration of business

are not a variable in the assumption of management,



Entrepreneur recommendations in customer relations management problem and
the suggestions should be solved in appropriate technology first. Customer database, customer
retention and the relationship program are the minor priority respectively. However, they
have found some conflicts in the number of employee, personal ability, cost of fund and
worthiness including the cooperation of customer. Entrepreneur should be service with a

friendly and faithfully mind to make the confidence of customer. Usually improve the skill

and also offer the knowledge about medical and health to customer.



