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59710042: MAIJOR: BUSINESS ADMINISTRATION FOR EXECUTIVE; M.B.A.
(BUSINESS ADMINISTRATION FOR EXECUTIVE)
KEYWORDS: PROCESS IMPROVEMENT CUSTOMER RELATIONSHIP

MANAGEMENT (CRM)

THANAWUT MANKHONGROPKHOP : PROCESS IMPROVEMENT
CUSTOMER RELATIONSHIP MANAGEMENT (CRM) OF TMK BESTGREEN MIRACLE

COMPANY. ADVISORY COMMITTEE: NONT SAHAYA, 2018.

The research entitled “Improving CRM Processes of TMK Bestgreen Miracle
Company Limited” was to study and improve customer relationship management processes. Then
the results of customer relationship management would be used as the guidelines to improve the
company's customer services. Qualitative research methodology was used in the form of focus
group which was characterized as an in-depth interview. The sample group consisted of
executives of TMK Bestgreen Miracle Limited and customers in the company's customer

database.

This research findings revealed that the company and customers already had CRM
processes, but there were still issues that needed to be improved to increase productivity. The
customers were currently being monitored by the marketing department. The activities and
strategies that company used to manage its interaction with current and potential customers
included frequently asking about the satisfaction of the service, creating good relationship, giving
priority to customers, communicating with each other in order to obtain information about work.,
realizing the customers’ expectations, empowering customers to think or to make decisions in
choosing waste disposal method, and retaining customers’ specific information. However, there
has not been making customers a partner. This research concerning CRM this time had not only a
positive impact on work improvement but also an additional issue of making customers a partner

which was an important issue in continuing operations.
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