Suranaree J. Soc. Sci. Vol. 4 No. 2; December 2010 (33-47)

A v v d a J
HANIZNUYBIMILIHISgIMaNNUSHaz MU mssyaumsaigna
AonamAsIduAlugIDRUToTASINTAN

Impacts of Customer Relationship Management and Customer Experience
Management on Brand Equity in the Credit Card Business.

2550 Asszan” uazuiynya aouyN
Chawiwan Petprasom* and Kwunkamol Donkwa

mvrIvunalulagmsinnis aindvunalulagdeny unianeraena lulaggsus

Abstract

This research aimed to study; 1) the direct effects of customer relationship management on
customer experience management in the credit card business; 2) the direct effects of customer
experience management on brand equity in the credit card business; and 3) the direct effects and the
indirect effects of customer relationship management on brand equity in the credit card business. The
target groups for the research were working women who have used credit cards for over 1 year and
who are residing in and around Bangkok. The statistics used were Pearson’s product-moment
correlation coefficient, multiple regressions, and path analysis.

The results of the study showed that the direct effects of customer relationship management in
action were mostly on customer experience management in the credit card business; that the direct
effects of customer experience management in assurance were mostly on brand equity in the credit
card business; and that the direct effects of the customer relationship management in retention were
mostly on brand equity in the credit card business and the indirect effects of the customer relationship
management in action were mostly on brand equity in the credit card business by customer experience
management in assurance. As for the total effects of customer relationship management on brand
equity in the credit card business, it showed that the total effects of customer relationship management
in retention were mostly on brand equity in the credit card business by customer experience
management in assurance whereas the total effects of customer experience management on brand
equity in the credit card business revealed that the total effects of customer experience management in
assurance were mostly on brand equity in the credit card business.
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