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Abstract

This research aims 1) to study Customer relationship management, service quality, satisfaction
and customer loyalty. In the electrical system maintenance service business in Bangkok and its vicinity
and 2) to study factors of customer relationship management, service quality and satisfaction That affect
customer loyalty In the business of electrical system maintenance services in Bangkok and its vicinity,
quantitative research methods are used. The research sample was 200 electrical maintenance service
users in Bangkok and suburbs, sampled on a stratified basis. The research instruments were
questionnaires, statistics used in data analysis consisted of frequency, percentage, mean, standard
deviation. Multiple regression analysis The results showed that 1) customer relationship management
level. Service quality, satisfaction and customer loyalty are at a high level. 2) Customer relationship
management factor (X,), service quality (X,), satisfaction (X), 74.30% prediction of variations in customer

loyalty in the electrical system maintenance business in Bangkok and its vicinity. It can be presented as a

tot equation Y ior= 545 + 777 (X)) +.239 (X)) +.154 (X,).

Keywords: Customer loyalty ,Electrical system maintenance service business
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n=200
MUIMIRNAEUITLS ANAMNNTUSNIT  Aflanela
NSUIMIRNAEUILS 1 764" 676
AMAINANTUINNS 1 806
ANUanela 1
VIF 2.464 3.824 2.932

v v oo W A

* sgautlodAyneadan .05 ** szautdAgynsediani .01

9137 1w dlefinnsanauduiusssrinsiauusduia 3 dade Sauduiussulaesiceg
FEWINN 0.676 - 0.806 WU MakUsAuanelaLazAuNINNITUINs AMNFNRLGAUNTY 0.80 Fefiansasie
f1 VIF (Variance Inflation Factors) lagn VIF fiaasienlsiiiu 10 (Belsley, 1991) Gaeiilsifianegszning 2.464 -
3820 Geiunastaguldidud sBaseiammnlifdaymenuduius fuesieldddgmangsudunsanyg

(Multicollinearity) 39NN 1UNANTIATIZANTANNDENYAIETT Stepwise Fan15171 2

A58 2 HANTIATILINTONDBENY

fauus b SE B t Sig
AnAsii 545 194
AMURINBLA(X,) a77 .064 751 12.111%* .000
ANNIMNTIIUINIS(X,) 239 072 236 3.334** .001
NSUIMIgNAENITLS(X,) 154 066 132 2.314% 022

R=.862 R Square =743 Adjusted R Square =.739  SE =.278 F= 188.574 Sig =.000

* szduiludAyneadin .05 ** sedutiuddnymnaadnd 0.01

N7 2 el 424 wui memsesesideyaiiensidensiinngionnesdmyisuuudusen
wui1 Jaduanuitanela aaunmnistiusmsuaen1susmsgnAduiugs deavnsuindeninuasindnavesgnalugsna
FouU1geinuszuuliin agnlideddymeda Haderia 3 annsvuENTRULUSYeIn N NANAvRgNA g INY
gouthysinwszuulii Iesas 7430 Tnedesdduandvswaanunnlutosmuddy feil Ao Jodummufianelalx,)
B = 751 Yadunnunmnsliuins)B = 236 uagtiadensuimsgninduniug (x)B = 132 Fsnansoidouaunisly

sUngiuuAvinneladeidmadermasininAvesgnAilugsnatentizssnunssuuliinladsl

Y.i= 565 + 777 (X;) + .239(X,) + .15 (X,)
BeuaumenensailugUnsuuusnasguldsd
Z = 751(X,) + 236(X,) + .132 (X))

8. aAiUsENa

HAN1sANYIATURTEAUANAIAYVRINITUTIMIRNANENITLS AMAMNITUT AT ANUTanele dawasie
mavInsennuinfgnéniliuinissesthgainmszuulii luwmngamne wasiunma aonadestuauidoves
Uisa duan (2558) ladnwinsuimsgnAnduiusiinasdenuasindnsvesgndn nsdfinwr usem o1@vh 91iin
@) HansAnwInuI MsUTMsgnAduTuseIUIEN 91dvh F1dnEmvy) Hnuduiusiuanuasndnives
anfednsilfuddgmsatindsedv .05 Tnefauduiudianuagiidululufimnadioniu Jadesumsaunn
Uimslaeriueglusziuiiiusnemniign Jadesuanufionelalnesmeglussiuiiusennniign Jadefuainu
fdvesgnénlasimeglussiuiiiusienniign aonadestunuidoves anmsl sedaumil (2557) ldAnwigaunm
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MsUinsTidamasiensiuinumvemduiuazauinilunsduiuesssialiuiniseietneTnsdmindeuily
LUANTIVNLINUAT HANNSANYINUT AAATMASUINS Fumutidedie funisnouausinmfenis uazsu
nslimnusiula desasionisiuinurvessduiuasndlunsiduiusgsialiuinisiedetnelnsdniiado uf
Tuwansammamunsegeiifedidynieada news fisdng (2557) lddnwinsAnmanuiimeleveflduing
AuguInsgaNUnzeTaeud Tuwngunaiies fwinvays Uimsgsiaumdadia a1913¥n153An518Nagns Auy
WIdTeAEnsLarn15UYT UNIINYIREFITUAIEAT WU 1. AuANAIands Tudiuanuaianiadedldnazly
Svdnaidwasomufianelalasnsaudiifuiatovilsiidmarenuammsuinisuasdeinludianuiia 2. dw
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