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(FACTORS AFFECT CUSTOMER RELATIONSHIP MANAGEMENT USING
SERVICE REPEATEDLY PRIVATE HOSPITAL IN THE BANGKOK
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ABSTRACT

The study for factors affect customer relationship management using
service repeatedly private hospital in the Bangkok metropolitan and suburban area.
The purpose of the study: (1) to investigate the different factors of demography
result to repeatedly using service of private hospitals (2) to study the relationship
between factors of customer relationship management and using service repeatedly
of Private Hospital (3) to study the relationship between service quality and the
using service repeatedly of a private hospital. This study survey samples of 400
customers of private hospital in the Bangkok metropolitan and suburban area
randomly. The methodology to be used in this research is a closed ended
questionnaire and data analysis by using varieties of statistics method including
percentage, average value, standard deviation, t-test, F-test (One Way ANOVA) and
MRA for data analysis. The study can be concluded that (1) The result shows that
the differences of occupation, income, educational level, marital status of
demographic factors are influences on the decision to use the services of private

hospitals repeatedly. Statistically significant at the 0.05 level.
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(2) Factors of customer relationship management found out that the differences of
creating a customer database and storing customer retention are influences on the
decision of using services of private hospitals repeatedly. Statistically significant at
the 0.05 level. (3) The quality of service factors found out the differences of medical
equipment technology and ease of service are influences on the decision of choosing
using service of hospital. Statistically significant at the 0.05 level.
Keywords: customer relationship management, service quality, a decision, a private
hospital.
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