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Thongchai Surinwarangkul, Ph.D. 1

Abstract

This research aims to study the development of the information technology
applications for customer relationship management in businesses properly which meet the
demand of information technology to facilitate the customers. This research is a qualitative
research. The research tools were questionnaire and structured interview. Samples of this
study are 400 customers and 15 entrepreneurs in medium-size businesses in Bangkok. This
research used descriptive analysis and 12-months period (September 2012 - August, 2013).

The research result indicated prominent improvements of information technology
application for customer relationship management as the following;.1) business organization
should provide technology for storing customer data correctly «2) sinformation technology
channels for customer transactions sufficiently, as well as storing-transaction history in data
warehouse 3) the organizations should have adequate personnel in customer relationship
management in order to find the ways to meet the needs of customers 4) these organizations
should add value to the business processes by defining customer relationship management
programs 5) organizations should include evaluations of customer relationship management
using criteria that emphasize on the importance of ‘customers 6) organizations should expand
and maintain the growth of the relationship by using the approach, keeping current customers
with the businesses forever.

Keywords: information technology, customer relationship management, and business
organizations
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