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Customer’s loyalty as consumer relationship management

guideline of the convenient store
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Abstract

The purposes of the study were to 1) investigate the level of customers’ loyalty and: 2) find out the
relationship between the strategic of customer relationship management and the customers’ loyalty of the convenient
store. The 400 customers of convenient store in Bangkok Metropolis were the samples of the study. The
questionnaire was the instrument of the study. The percentage, mean, standard deviation and chi-square were used
as the statistical analysis.

The result found that the customers agreed at high level on strategic of customer relationship management
concerning the customers’ follow up, customers’ relation establishment, customers’ communication management,
customers’ expectation, customers’ maintenance, customers’ public hearing, and benefit suggestion.

The customer agreed at high level in every aspects of loyalty of the convenient stores concerning
repurchasing, produce and service crossing, information service, and anti attraction to the competition.

The analysis of the relation between the strategic of customer relationship management and the customers
loyalty found that the strategic of customer relationship management related to the customers’ loyalty as statistical
significance, except the customers follow up which has no relationship with repurchasing loyalty.

Executive convenience store should focus on the customer relationship management and set guidelines
for employees to understand and appreciate the importance of having a good relationship with customers in every a
spects of customer relationship management and should focus on the managing loyalty, also coupled with customer
relationship management. It is important to make the company successful in the business.

Keywords: loyalty, customer relationship management
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Table 1 The relationship between the customer management and the royalty of the repeat

purchasing.

the royalty of purchasing

customer management

chi-square df sig
customer tracking 3.244 285 .054
customer relationship 4.637 210 .000*
customer relationship 5.000 255 .000*
understanding of customer expectation 6.298 240 .000*
customer retention 5.005 285 .000*
open-mildness 5.029 255 .000*
beneficial services 2.639 180 .000*

* Differences are statically significant at .05.

Table 2 The relationship between the customer management and the royalty of the product

consuming and services.

the royalty of the product consuming and services

customer management

chi-square df sig
customer tracking 6.801 228 .000*
customer relationship 4.386 168 .000*
customer relationship 3.523 204 .000*
understanding of customer expectation 3.403 192 .000*
customer retention 4.133 228 .000*
open-mildness 5.136 204 .000*
beneficial services 5.402 144 .000*

* Differences are statically significant at .05.

a1n (Table 2) NAYNENITUTN1TQNAN
Auius lhun nrefinmiugndn nnsa%ng
AuNusnniugnAn nsLEunINNsRasIUgNAY
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Table 3 The relationship between the customer management and the royalty of word of mouth.

the royalty of word of mouth
customer management

chi-square df Sig
customer tracking 5.793 228 .000*
customer relationship 4.867 168 .000*
customer relationship 4.593 204 .000*
understanding of customer expectation 5.843 192 .000*
customer retention 5.403 228 .000*
open-mildness 6.797 204 .000*
beneficial services 8.052 144 .000*

* Differences are statically significant at .05.

A1n (Table 3) NAgNEN1TUTUITQNAT  N1sFuedayandINAALIL LATNITANE WS

o

Auius 1hun nnesfimmiugnin nasasne  winisiiiudezload yniudaauduiusiu

o

Aunusnniugnén nasiisusnisdednnugnAn  Aanudnadiuntsuendayaasauesiizing

AudinlapauAIandsregnéin nefnungnéin - adaRtldAyneaianszAL .05

Table 4 The relationship between the customer management and the royalty of immunization in

customer attraction.

the royalty of immunization in customer attraction

customer management

chi-square df sig
customer tracking 5.225 228 .000*
customer relationship 2.481 168 .000*
customer relationship 3.068 204 .000*
understanding of customer expectation 3.717 192 .000*
customer retention 3.058 228 .000*
open-mildness 3.477 204 .000*
beneficial services 3.142 144 .000*

* Differences are statically significant at .05.
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