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Abstract

The purposes of the research were to 1) study modern customer relationship
management of small and medium enterprise development bank of Thailand, regional office 14
2) study customer royalty of small and medium enterprise development bank of Thailand,
regional office 14 and 3) study the effect of modern customer relationship management on
customer royalty of small and medium enterprise development bank of Thailand, regional office
14. The sample was 294 customer of small and medium enterprise development bank of
Thailand, regional office 14. The research instrument used in collecting data was questionnaires.
The statistical techniques used for data analysis were mean, standard deviation, multiple
correlation analysis and multiple regression analysis. The results showed that 1) Customer
relationship modern management of small and medium enterprise development bank of
Thailand, regional office 14 was at a highest level. 2) Customer royalty of small and medium
enterprise development bank of Thailand, regional office 14 was at a highest level. 3) Customer
relationship modern management in the aspect of empathy and retention, reliability and
assurance, staff service personality, excellence service quality had moderate positive relationship
with customer royalty were statistically significant at .05 level. Customer relationship modern
management in the aspect of support system had low positive relationship with customer royalty
were statistically significant at .05 level. 4) customer relationship modern management in the
aspect of empathy and retention, and excellence service quality had effect on customer royalty
of small and medium enterprise development bank of Thailand, regional office 14 were

statistically significant at the .01 level.

Keywords: Modern Customer Relationship Management, Customer Royalty, Small and Medium

Enterprise Development Bank of Thailand
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s Xy) (X2 (X3) (Xq) Xs) ) VIF
X 4.57 4.63 4.61 4.43 4.27 4.75
S.D. 45 .38 41 46 51 31
(X 1 1.18
(Xz) 716* 1 2.05
(X3) 659% 674% 1 1.76
(Xq) 397% .340% 429% 1 1.18
(Xs) .344*% .359% 401 667* 1 1.13
(Y) .362% 327 351% .335% .206% 1

v s ¢

R399 4 WU fawdsBassmavimsgnduiiusalilniwdagsuiiauduiusiu 9919

v
o 2.

nalviindeym Multicollinearity fatiu §33839vin1snaaau Multicollinearity lagldan VIF Using i

¥ v & W

A1 VIF vesiuusdasenisusmsgnduiusadelviiietnus 1.13 - 2.05 Fadla1desndn 10 waneid

o @

mulsdaszianudniusiuusluddedaguagliifndgm Multicollinearity (Hair et al., 2010)
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nIUTTanAduRuSais Tyl v oo t P-Value
v dulszans AIUARN
N130MNOY mﬁlaummﬁam
fnasit () 3.223 225 16.456** <.001
Lonuanuelalduaznissnwianai (X,) .188 051 4.694%* <.001
2. funnuideiiowazadnusiula (x,) .065 067 .981 327
3.MUYASNNNYBIRLAUITNT (X) 093 .059 1.561 120
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