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ABSTRACT

The objectives of this research were to study customer relationship management
components and the advantages of small service business competition in Muang district,
Maha sarakham province as well as the relationships between customer relationship
management components and the advantages of small service business competition and were
to study problems, difficuities and suggestions about customer relationship management
components and the advantages of small service business competition. The data was
collected from 400 small service business entrepreneurs who registered with Maha sarakham
provincial administrative organization. Questionnaires were used in the study and analyzed
by using statistical program of 5-level rating scale, the significant level was rated at 0.92,
The data was analyzed by statistics such as mean and standard deviation. The hypotheses
were tested by Pearson Product Moment Correlation Coefficient and #test.

The result of the study demonstrated that small service business entrepreneurs in
Muang district, Maha sarakham province had overall opinion about customer relationship
management components at high level and by considering in aspects (E =3.75; S.D. = 0.85)
, it was found that the overall level was rated as high in all aspects which can be ranked by

mean from highest to lowest as follows : keeping customers (i =3.87; S.D. = 0.83), using

appropriate technologies (i= 3,78 ; 5.D. = 0.81), determining programs for building




relations (5(“: 3.75 ; S.D. = 0.88), and building customer database (ii 3.60;S.D.=0.88)
respectively.

Overall, the small service business entrepreneurs in Muang district, Maha sarakham
provinee had opinion in dealing with the advantages of small service business competition at
high level and by considering in aspects (i: 3.82; S.D. = 0.86), it was found that the
overall level was rated as high in all aspects. This can be ranked by mean from highest to
lowest as follows: differentiation (§= 3.90 ; S.D. =0.84), cost leadership { i= 3.81;

S.D. = 0.81), and range limitation (i =375 ; S.D. =0.93) respectively.

The result of relationship analysis demonstrated that custormer relationship
management components were related to the advantages of small service business
competition in Muang district, Maha sarakham provinee, the overall mean was between 0.003
—0.583. And there was statistical significance in positive relations at 0.01, which was in
according with the hypothesis set. The top three highest related pairs were using appropriate
technologies (X,) and range limitation (Y,) management factor were comparatively related |
in moderate level (rxy = ().583), using appropriate technologies (X,) and cost leadership (Y)
management factor were comparatively related in moderate level (r,cy =0.515) and
determining programs for building relations (X,) and range limitation (Y,) management
factor were comparatively related in moderate level (r,, = 0.510). The top three lowest
related pairs were building customer database (X]) and differentiation (Yz) management
factor were comparatively related in low level (rJty = 0.003), determining programs for
building relations (X} and differentiation (Y,) management factor were comparatively
related in low level {r,, = 0.148) and using appropriate technologies (X,) and differentiation
(Y,) management factor were comparatively related in low level (r,, = 0.149).

As per the problems, difficulties, and suggestions of customer relationship
management and advantages of competition there were aspects as follows: for customer
database there should be an up-to-date data collection, for using appropriate technologies
there should be package program training held for customers, for programs of building

relations there should be activities telated to buying behavior, for customer keeping there




should be evaluation of benefits and customer categorization, for cost leadership there should
be emphasis on compelitive service and efficiency, quality, innovation and consumer
response, for differentiation there should be the difference of quality, service, and
technological innovation and for the range limitation the business must be at top of
competitors in certain aspects in order to create the strength for building customer

relationship.




