Independent Study Title Customer Relationship Management Through the

Online System Information for Air Condition Shop

Author Mr. Manit Maitrichit

Degree Master of Science (Industrial Management)

Independent study Advisor Lect.Dr. Worapod Sereerat
ABSTRACT

The objectives of studying Customer Relationship Management Through Online
Information System of Air Condition Service Shop are 1) to develop the information system for
service by using customer relation management together with information system through open-
source software of internet network 2) to study the service structure and the process of increasing
customers’ access to information system channel using Search Engines after implementing
information media and 3) to compare customers’ satisfaction toward the shop’s service before and
after using the information media.

This study applies the process of customer relation management together with the Joomla
open-source software. The information system is implemented through internet network. Thirty
customers give their satisfactory notions in the questionnaires.

In conclusion, customers who answer the satisfactory survey questionnaires have high
satisfaction in the service of the sample air condition shop. Most of customers use the sample
shop as the main shop and are please with the service. Therefore, the service development
evaluation is highly acceptable which can be seen from higher income. However, the study result
indicates that the service through information system is still not fulfilling customers’ need in price
and after sale activities. Customers satisfactory scale decrease in these areas when applying
information system. This study shows that in addition to providing service using information
system, the air condition service shop also has to pay attention in pricing and after sale activities.
This study also includes the study of process of increasing customers’ information access channel
through Search Engines in order to expand customers base and market share which will reflect in

higher sale volume.
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