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Abstract

The study aimed to examine customer relationship management (CRM) and the factors
influencing purchasing decisions for household appliances in modern retail businesses in
Bangkok. Metropolitan Region. The sample consisted of 400consumers obtained by convenience
sampling. A quantitative research methodology was employed, and data were analyzed using
percentage, mean, standard deviation, and multiple regression analysis. The results revealed that
CRM significantly influenced purchasing decisions. Among the factors examined, customer
communication had the highest influence (0.588), followed by relationship building (0.138) and
providing beneficial recommendations (0.076). Furthermore, the predictive coefficient of these
three factors effectively explained purchasing decisions (0.8 7 7)), with a forecasting error of
0.3013 at a significant level of 0.05. The findings indicated that CRM played a crucial role in
influencing consumer purchasing decisions for household appliances in modern retail businesses.
Therefore, businesses should emphasize effective communication and relationship-building

strategies to enhance their market opportunities.

Keyword: Customer Relationship Management, Purchase Decisions, Modern Retail Businesses
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