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Abstract

This research aimed to study customer relationship management, customer responsiveness,
and business performance. In addition, this study examined the influence of customer relationship
management on customer responsiveness and the influence of customer responsiveness on the business
performance of electronic commerce in Thailand. Questionnaire were used to collect data from 320
electronic commercial entrepreneurs in Thailand. Cluster random sampling was conducted to select
the samples. The data analysis was done using the statistics of percentage, mean, standard deviation,
and correlation coefficient. The research hypotheses were tested by the analysis of simple regression
and multiple regression analysis the results revealed that electronic commercial entrepreneurs overall
have customer relationship management, customer responsiveness, and the business performance at
high level. The hypothesis analysis found that (1) the customer relationship management had a positive
influence on the customer responsiveness toward electronic commerce in Thailand and (2) the customer

responsiveness had a positive influence on the business performance of electronic commerce in Thailand.

Keywords: Customer Relationship Management, Customer Response, Business Performance,

Electronic Commerce
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lRamatieandn 5 au Geaas 76.9) dawluiiiumisnululaqiudluitsedianis Geaas 79.1) uaz
ﬂi:n@uqsﬁwmmﬁluq (3ee18z 37.5)

4.2 falsrnauntsinmatimegnénduiuglunngon egluszausn (=X3.78,S.D. = 1.11) Uz
leRansauniusediuge wudn @aﬂuszﬁumnﬁqmnﬁqm (X atjszming 3.29-4.10) TneBrednsudareli
miu“swmgnf”}'\ﬁuﬁuéﬁﬁmmﬁ'aqqﬁqm Ao Faunnadinlanuaendaresgnén (X = 4.10, S.D. = 0.69)

$09A9HNAE BrunistRmnsnisiaanssendnetu (X = 3.92, S.D. = 0.75) Aunisaieduiusnniugné

b4

(X = 3.89 ,S.D. = 0.77) Aunnsianugnén (X = 3.86, S.D. = 0.72) fnunsifiudiayagnin (X =357,
S.D. = 0.88) WaziuMIdiAMmIanIziaNzaARa (X = 3.29, S.D. = 1.01) AMNEAY
4.3 flszneunsiimsaeuiuaingninnineu aglussatan (X =3.80, S.D. = 0.94)

4.4 frlszneunsiinanisaniinanunmen egfluszduann (X = 3.68,S.0. = 0.94)

ﬂ' 1 ! 1 IJ o ~ o [
AN91ehl 2 Aade mdqummLuummgwummtﬁm@uLmumumumLLunmumsmm?Qnﬁwﬁuwuﬁ

N1IABLIFLAINGNAT UAZHANTANTIUINY

Aauls dede  doudlasuuinnsgu  szAUANNARLEY

nsUEINagNARNNUS 3.78 1.11 NN

1. mafiudeyagnén 3.57 1.20 an

2. MIRARINGNAT 3.86 1.08 1N

3. nedsaduiusnwiugnAn 3.89 1.01 N

4. nnRmsnsdegnssyudnaiy 3.92 1.06 Ngly

5. madnlamnumaniiaesgnén 4.10 0.97 anign

6. NITATINANNIANITIANZAILAAA 3.29 115 NN
NIAALSLAINGNAT 3.80 0.94 NN
HANTTALHUY 3.68 0.94 qn
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5. NANINARALANNAFIY

M54 3 Aede Adaudeuunsnnsgiu madnmsianduiusuesiaulsssrinnainisgnén

uiusniunisneuiuaIngnAn warszndenisaeLiuaINgnALNANIA LY

NUIMITNANANAUS (CRM)

siauils CRS OPR VIF
CR CP RC IM UE PL

ﬂl’llﬁla‘ﬂ (mean) 3.57 3.86 3.89 3.92 410 3.29 3.80 3.68
Fi'mf;'mtﬁa\uuummaﬁwu (S.D.) 1.20 1.08 1.01 1.06 0.97 1.15 0.94 0.94
nsiiudieyagnén (CR) 2.24
nsAnANgNAT (CP) 664" 2.73
nMeasdNRusNwiLgnAn (RC) 559" 695" 2.31
nsLMINTARATITIINa (IM) 583" 5937 582 1.95
msdinlamuaanisresgnAn (UE) 483" 622" 5960 572 1.92
NTETNANIANNZIANZAILAAA (PL) 586 524" 526 455 446 1.70
n1sAauFUAINgNAT (CRS) 477" 577" 547" 476 503 507
HANIFALINY (OPR) 658"
NHIEWMR *p<0.05, **p<0.01, **p<0.001 (m”qLa’mmmma“uﬂfzaw‘ﬁ'nmnﬂﬂLLa:r—n‘qmmﬂmmm%’lﬂummﬂqu)

AIMNANTN 3 HANNTIATE ANLRRR ﬂ'ﬂmwLﬁ'mmummgwwmzmﬁuﬂ?zaw“ﬁ AnduNUsvaIRauLS

fiAne wudn AdulsrAnsanduiusseuinadaulsauiuiawlsdgszynsaiinauduiugii Inadie

AU ANBANAUNUS 31979 0.446 — 0.695 LazIHaRANTUNANANR LSz MINaiauLlsBasefinaniuias wuan

flanuduiusiu waenuda Adnilsz@ndanduiusssndnanisnasiuaingnAniunanisaniivnueesgsia

wdseRisnnredndlulssma naiviat 0.658 uanasn faurlsiinnuduiusluianamaaiuumilafansan

R NP VIF 209dautlsBass wudn danfaus 1.697- 2.734 Hantiaandn 10 uaasdn liwuTomanduiugsswing

o

Fwlsadsy (Belsley, 1991, AnaiieluassAden

A1579 4N1INAZALANNHNANRUSANANU I EnTnaAnas

RetiUA, 2552: 132)

Auilsany

faudshu

nsARLIUAINgNAN (CRS)

NaN1TALEUNU (PRM)

MsL3MSgNANENAUS (CRM)

v

nsiiudiayagnén (CR)

U

v

N1IRARINGNAT (CP)
nsasduiusnwiugnén (RC)
mMatEsnnsdeanssminaii (IM)
nsdinlapnuaiaudazasgnéin (UE)

NMTAFINAINBNITIANEAIYAAR (PL)

0.024 (0.055)

0.170  (0.069)

0.162  (0.064)
0.084 (0.061)
0.151 (0.065)

0.157" (0.042)

n1smausLAINgnA (CRS) 0720 (0.046)
Adjusted R? 0.408 0.431
5 . =3 . P
“UNBLUG *p<0.05, *p<0.01, ***p<0.001 (AaauamAdulss AN nANaELAZANANMNAAIALARDUNIATINL)
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e Hmadiafasindn (Enter) Tatmudn nstRvsgninduiusiavinamauansansmeniuaingni Ae

NNIRARINGNAT (B =0.170, p < 0.05) 7898 A nsaseduiusnwiugnAn (B = 0.162, p < 0.05)

1
a v

MsasANnIzIanzaLAna (B = 0.157, p < 0.001) waznsLRmagnAnduiuiniiavinatiosfign Ao

v
v o

madinlananuanandaresgnén (B = 0.151, p < 0.05) i aunAgu 1 Aspenfuaunigngme 1.2,1.3,
1.5ua8c 1.6

daumstAmsgninduniugnbifiavinatumsmeuiuangnén Ae nsLAMINNsAeanITENdnaiY

v
o o

(B = 0.084, p > 0.05) uaznaifindinyagnén (B = 0.024, p > 0.05) vl ANNFAFIUN 1 Aliasand

FUIN 1.1uaz 1.4

mi’fimmzﬁmsmﬁumnqnﬁ’]ﬁﬁ%w%wam’auamirﬁwLﬁuqqummqsﬁ@mﬂmﬁ&ﬁnmﬁnﬂu

Usunalnedaanisipsziiannannaaangdng (Simple Regression Analysis) e limnaTia3aindn (Enter)

=

: v s d
(B = 0.720, p< 0.001) Fari ApenFUANNFZIUN 2
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