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CHAWIWAN PETPRASOM : IMPACTS OF CUSTOMER RELATIONSHIP
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ASST. PROF. KWUNKAMOL DONKWA, Ph.D., 185 PP.

CUSTOMER RELATIONSHIP MANAGEMENT (CRM) / CUSTOMER
EXPERIENCE MANAGEMENT (CEM)/ BRAND EQUITY / CREDIT CARDS
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The present study had three objectives, that is, to study the direct effects of
customer relationship management on customer experience management of credit
cards business, the direct effects of customer experience management on the brand
equity of credit cards business, and finally, the direct effects and indirect effects of
customer relationship management on the brand equity of credit cards business. The
target groups for research are working women who use credit cards for over 1 year and
are residing in and around Bangkok. The statistics used were Pearson’s product
moment correlation coefficient, multiple regressions, and path analysis.

The resultsofthe study showed thatthedirecteffectsof the customer relationship
management in action were mostly on customer experience management of credit
cards business; that the direct effects of the customer experience management in
assurance were mostly on brand equity of credit cards business; and that the direct
effects of the customer relationship management in retention were mostly on brand
equity of credit cards business and indirect effects of the customer relationship

management in action were mostly on brand equity of credit cards business by



customer experience management in assurance. As for the total effects of customer
relationship management on brand equity of credit cards business, it showed that the
total effects of customer relationship management in retention were mostly on brand
equity of credit cards business by customer experience management in assurance
whereas the total effects of customer experience management on brand equity of credit
cards business revealed that the total effects of customer experience management in

assurance were mostly on brand equity of credit cards business.
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