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MARKETING STRATEGIES: CUSTOMER RELATIONSHIP MANAGEMENT
AND CORPORATE SOCIAL RESPONSIBILITY AFFECTING
CUSTOMER’S LOYALTY OF THE MOBILE TELEPHONE
NETWORKING BUSINESS IN BANGKOK
METROPOLITAN AREA

Suwanna Dokmaiklee'", Yaowapa Pathomsirikul'
'Eastern Asia University, Pathum Tani 12110, Thailand

ABSTRACT

The purposes of this research were as follows: 1) To survey the personal factors and the brand loyalty of the
mobile telephone networking business in Bangkok metropolitan area. 2) To compare the different of personal factors
and the brand loyalty of the mobile telephone networking business in Bangkok metropolitan area. 3) To analyze how the
customer relationship management influences the customer’s loyalty. 4) To analyze how the corporate social responsibility
affects the customer’s loyalty. There were 600 telephone networking customers selected in the research sample group
in Bangkok metropolitan area. The samples were randomly and systematically selected in multiple stages. The method
in which the data was collected was by means of surveys, and was subsequently analyzed using Descriptive, one-way
ANOVA , Multiple regression analysis statistics. The results of this research suggest that: 1) The personal factors were
ladies with 20-30 years of age , diploma certificate , employees of private companies with income of 10,001-20,000 Baht /
month. The brand image was the most important for brand loyalty, selected from the sample group . 2) The personal
factors in terms of gender, level of education and income were in fact correlated with the brand loyalty of the mobile
telephone networking business in Bangkok metropolitan area. 3) The customer relationship management strategy in
terms of offering reward and supporting the specific knowledge had influenced the brand loyalty of the mobile telephone
networking business in Bangkok metropolitan area. 4) The corporate social responsibility management strategy in terms
of volunteering for supporting communities and the good performance of running business with social responsibility had

affected the brand loyalty of the mobile telephone networking business in Bangkok metropolitan area.

Keywords: Mobile telephone networking business, customer relationship management strategy, corporate social

responsibility strategy , brand loyalty
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