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57710264: MAJOR: BUSINESS ADMINISTRATION FOR EXECUTIVE; M.B.A
(BUSINESS ADMINISTRATION FOR EXECUTIVE)
KEYWORDS: SERVICE QUALITY/REGULAR CUSTOMER SATISFACTION/
CUSTOMER RELATIONSHIP MANAGEMENT
SITTIKUN SITTIWONG: AN ANALYSIS OF THE SERVICE QUALITY TO

DEVELOP CUSTOMER RELATIONSHIP MANAGEMENT OF BT PRO CO.LTD.

ADVISOR: NONT SAHAYA, D.B.A. 175 P. 2016.

The purpose of this independent study was to study any approach involving the service
quality to enhance customer satisfaction as well as provide a guideline in marketing strategies and
customer relationship management in order to maintain regular customers and improve the
service quality of BT Pro Company. The data were collected by the in-depth interview with 16
participants altogether: 2 executives, 10 employees, and 4 customers.

The results of this study revealed two groups as follows: 1) the service quality and
2) the customer relationship management.

1. For the service quality, it is suggested that the investors should emphasize fast
delivery of service, confrontational skill effectiveness, standard and reliability in service, timely
manner, and willingness to serve customers. Furthermore, the company needs to provide experts
and professionals to give advice, care, comfort to customers with a friendly-like manner.

2. For the customer relationship management, it is suggested to create value of work
quality, timely manner, help customers to execute in business, work standard, and punctuality.
Furthermore, the company needs to enhance work quality to all personnel and monitor their

service performance in order to create reliability and quality maintenance of the company.
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