A v o d d
wamz‘nmmmimm5gn5muwuﬁaau"lau

] w Aa é’ "\ Y Y A
aemIfaauladedumuaIduslan

THE EFFECT OF ONLINE CUSTOMER RELATIONSHIP

MANAGEMENT ON CUSTOMER’S PURCHASING DECISION

U v ¢ v
HUaUUN Fnpgsana

fS‘nﬂ1ﬁwuﬁ1§aﬂudmﬂfiwmmiﬁnmmuﬁé’ngm
PSyanursginanmvadia Iruenmsaaa
AMZUIMIFIND
unInendanal¥lag NyNINATYLYS

Unsanu 2560

d
dvansveannIneaunalulagvunasyys

v



a v v d d
Wﬁﬂi%‘ﬂ'ﬂslli’)ﬁﬂ1§U§ﬂ1§Qﬂﬁ1ﬁNWHﬁﬂﬂuﬂﬂu

v w Aa &’ "\ Y Y A
aamafaaulaedumuaIduslan

U v d v
HUTGUUN InEIgana

?msnﬁwuﬁﬁaﬂud’mwﬁwmmiﬁnymmﬁé’ngm
PSyanusrsginanmvata Iruenmsama
AMZUIMIFIND
unTInendanalulag NyHINatYYs

Umsanu 2560

dvansvaannInenaunalulagsunasyys



v Y a = d = ¥ o w o -1
HWIVDINUTHNWHE Naﬂixﬂwmmsmmsgﬂmﬁuwuﬁaau"lau

1 w oA Sl dslJ = F 3 E

ApNITAATU .ﬂ“ﬁﬁ]ﬁuﬂﬁlﬂﬁaﬁﬂﬂﬂ

The Effect of Online Customer Relationship Management on

Consumer’s Purchasing Decision

¥o - winana wmaieniug Snuoaeana
v en A3Aan

da R &ns # o
210138NY5n AYIUMAns 1015 00Mus e 193e, Us.a.
Umsanmn 2560

AMZNITUMITOUINNUNUS

CasVa), [ 5
R U5e5UnNITUMS

(599PNTAT1915035 Y939, Ph.D.)

el

...... NSNS
(@1sdargnng 50aUszys, DBA)
!y{ ......... NIUMS
7

((ywmans1nioammsin wmia, Us.a.)

3
=

= = = o - ar v = d
AMULUINITFING N INOIAeNA I lags1vuenatyys oylaimetinusativil

= ' =& = o e
Wumuniinveansanmurangaslsygumniada

................................................................ AMVAAMSUINITFING
(Awmnans1sduasii Fouena, Us.a.)

U 5 @Y NOAINBU WA, 2560



v Y A a a Y o o J
HIVDINYUTUNUD Wﬁﬂi&“lfl‘UGU’tNﬂﬁ‘UiﬁﬁQﬂﬂWﬁMWH‘ﬁﬂﬂHVlau

[ v A dy a 9 Y Aa
aamsdaduladaaumvedls 1

¥o - Wwana wwaniaiud Snuierana
100 mInaa
¢a o ¢ w ¢ o
2101387130 {8 aAI1IgANUIIA 9Ta, 15.0.
Umstinwn 2560
(%4 \i
UNANEd

[

a dyd @ s A = a aAa a Y o v J g
NuAteiliidaglszasmiiofnu1ansnavesnsuimsgnaduiusoon latinons
v A Lg a 9y Y Aa 1 Y] [ = 9 a o g‘; dy A
aadulagedumueedus Ina nqualtedianlelunsidensal Ao Yszmaulungamnuniuns
° = = 4 ¥ = ] ad
119U 370 aunmelszaumsams o lsFamianin
I 4 1 I v { v

Taolduuvaouauihuaseiolunmssiusiudeya amnnud mdosas Aundsdiu
= 1 A & A qoua o ¥
WeuuUINATTIN tazamANUFeNUINS 15 AT 1 Taadun1s 1nseding

Ao 1 9)::' [ [~ a =

WaN1339eN DN ANaeVLUa U INaI U vl wwerai 01y 20-24 1 do1unw

Taa Q@amsAnu1TzaULlsyaas 01FUNINOIUDTEN RUAOUTZHIN 15,000-20,000 V1N
a 4 9y 1 a 9 =S <3 ad [

HANIAATIEHAUNIT IATITTNND D WYANITUMT 15U TsFeatiansatazdivlseaunia

Y o o Y o o I

¥
ﬂ1i@]ﬁ1ﬂﬁ@‘ﬂ‘ﬁWaﬂﬁ]ﬂ1iﬂi1’i1igﬂﬂ1 NWUﬁLLﬁ$ﬂ1iﬂﬂﬁu1%°§@ HAZNITUIHITRNATTNNUDY

Y
% o

a A ' v A X @ v a v
ﬂﬂﬁWﬁ]ﬂﬂ@]iQ@]@ﬂTi@ﬂﬁHIﬂcﬁﬂ ﬂﬂuull'ﬂllﬂ]ﬁ@ﬂﬁﬂ??ﬂﬁﬂﬂﬂgﬂﬂﬂﬂeﬁl@yjaL%Q‘]Jﬁ%ﬁ]ﬂkl

o o W ' a S ad =
ALY : ﬂ?uﬂi%ﬁi]“ﬂ']ﬂﬂ']i@]ﬁ'lﬂ ‘Wf,]ﬁﬂiillﬂ']iﬁl%’\ﬂuiclﬂ%ﬂmuﬂmiﬂ ﬂTﬁJ'ﬁﬁ'ﬁQﬂfQﬁ

3



Thesis Title The Effect of Online Customer Relationship Management on

Consumer’s Purchasing Decision

Name - Surname Miss Manusnun Rugsayotsakun
Major Subject Marketing
Thesis Advisor Assistant Professor Natnarong Jaturat, Ph.D.
Academic Year 2017
ABSTRACT

The aim of this research was to study the influence of online customer relationship
management on consumer’s purchasing decision. The sample used in this study was 370 people in
Bangkok who had experience using social network.

The questionnaire was used as an instrument to collect the data, frequency, percentage,
mean, standard deviation, and reliability to analyze the Structural Equation Modeling (SEM).

The study revealed that most of the respondents were single female, the age between
20-24 years old, with a bachelor’s degree, working as a company employee with a salary between
15,000 - 20,000 baht. The result of Structure Equation Model analysis found that social network
behavior and marketing mix had an influence on customer relationship management and purchasing
decision. The customer relationship management had a direct influence on purchasing decision. So,
the model was consistent with empirical data.

Keywords: marketing mix, social network behavior, customer relationship management,

purchasing decision
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15199 3.6 ALUZINFHMTUNTATIVADD Model Fit

Goodness of Fit Measure AUz
Chi-square/degree of freedom <3.00
Goodness-of-fit index (GFI) >0.90
Adjusted goodness-of-fit index (AGFI) >0.80
Normalized fit index (NFI) >0.90
Comparative fit index (CFI) >0.90
Root mean square residual (RMSR) <0.10
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