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ABSTRACT

The retail business in Thailand continually encounters persistent
challenges despite steady sales growth. Prominent convenience store chains have
increasingly influenced local modern trade groups, leading to the expansion of new
branches under their own brands. This includes the emergence of local modern
trade evolving from traditional wholesalers into superstores that combine wholesale
and retail operations. These superstores prioritize offering a diverse array of products,
organizing merchandise systematically, and leveraging technology to enhance service
efficiency, thereby meeting ~customer needs. This competitive landscape has
compelled businesses to devise marketing strategies aimed at attracting and retaining
customers. A pivotal marketing strategy in this context is Customer Relationship
Management (CRM), which can be adapted to align with the lifestyles of specific
target customer groups to build relationships and fulfill their needs, thereby fostering
customer satisfaction and loyalty. The researcher aims to investigate the impact of
CRM on customer loyalty within modern local retail businesses in Northeast
Thailand, focusing on a case study of Super Thuk G Mart. Data were collected from
400 Super Thuk G Mart customers using a questionnaire. The statistical methods
employed for data analysis included percentages, means, standard deviations,

multiple correlation analysis, and multiple regression analysis.



The research findings indicate that customers of Super Thuk G Mart hold
a high overall opinion of the store’s CRM, with each aspect rated highly. These
aspects encompass relations with customers, understanding customer expectations,
applications of E-CRM and customer retention. Customers in Northeast Thailand also
exhibited a high level of overall loyalty, reflected in strong ratings for repeat
purchases, resistance to competitor attraction, cross-product and service purchases,

and electronic word-of-mouth communication.

The analysis of relationships and impacts revealed that: 1) CRM aspects,
such as relations with customers, understanding customer expectations, applications
of E-CRM and customer retention positively correlate with and impact overall loyalty.
2) CRM aspects of relations with customers, understanding customer expectations
and applications of E-CRM positively correlate with and impact overall loyalty as well
as specific dimensions such as repeat purchases, immunizing against competitors,
purchases across product and service lines, and electronic word-of-mouth
communication. and 3) The CRM aspect of customer retention positively correlates
with and impacts overall loyalty and three specific dimensions: repeat purchases,
purchases across product and service lines, and electronic word-of-mouth

communication.

In conclusion, CRM demonstrates a positive relationship and impact on
the loyalty of Super Thuk G Mart customers in Northeast Thailand. Therefore, the
management of Super Thuk G Mart should focus on enhancing CRM aspects,
including  relations ‘with | customers, understanding customer expectations,
applications of E-CRM and customer retention. This strategic focus will ‘aid in
developing robust \CRM systems that confer. competitive advantages, engender

customer loyalty, and promote consistent and sustained customer purchases.

Keyword : Customer Relationship Management, Customer Loyalty, Local Modern

Trade
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