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ABSTRACT

Title :  The Application of Customer Relationship Management

Technique In Organization Case Study: Mercedes-Benz

Dealer
Student . Miss Pirada Lasorn
Level of Study :  Master of Business Administration
Major :  Business Administration
Advisor . Associate Professor Sirijanya Krueviriyapan

In the present, operating a business organization indeed requires an execution
and an application of a competitive approach in order to enhance its effective operation,
competitive competency, and competitive advantage. Company A, one of the Mercedes
Benz Dealer authorized by Daimler Chrysler Co., Ltd is one example of a business
operation that is now challenging with the world of business competition. The company
needs to execute strategies for its operation to create a service differentiation. One of
strategies used by Company A is Customer Relationship Management or CRM. This
dissertation is intended to study CRM execution and application of Company A, its Pros
and Cons, and also recommendations to solve and improve its operative procedure to
meet with the company’s mission in the future. This dissertation is divided into 2
sections. Section 1) studies the application of CRM in Company A by interviewing
managérs from different departmenis i.e. after-sale service department, customer
service department, maintenance department, service advisor department, auto
insurance department, and claim department. Section 2) studies the application of CRM
in Company A by measuring the Customer Satisfaction Index (CSI) by inteNiewing
operation staffs in after-sale service department.

This study has found that Company A has been launching CRM by announcing
CRM as the company policy. However, it has not been successful due to following

obstacles: - lack of communication, lack of staffs’ cooperation because of insufficient



knowledge and misunderstanding in CRM concept, lack of motivation at work, and
finally lack of continuity to follow up from the management team except in an urgent
case. Solutions are changing the staffs’ attitude and perception towards their job,
training the staffs to develop and practice CRM concept and apply the concept at work,
focusing on CRM by management, motivating the staffs to adapt CRM concept at work
proficiently, and also following up the feedback constantly. The result from applying
CRM in Company A by measuring CSI in section 2 is that company A's CSlI is slightly
beyond the measurement standard. The company still needs to have a regular CSi
development. Most problems found are linked and simitar to the problems found in CRM
application in the company's policy in section 1 i.e. the operation staffs lacks of
knowledge and understanding in the company’s procedure and motivation at work. The
company’'s management does not provide a financial support to stimulate CRM.
Solutions are providing knowledge to operation staffs in the aspect of CRM concept and
how to apply it, creating individual motivation, and using psychological method to
change which is considered not only a non-financial change but also a good sign for
both staffs and customers to see the upcoming change.

From the study above, it is recommended that Company A should focus on
building a positive perception towards work and organization to the staffs. The company
must convince the staffs to participate and contribute their suggestions in order to
create cooperation at work. The positive perception towards work and organization
enhances the staffs' dedication up to their utmost service mind to the customers and

subsequently benefits to Company A in the long run.
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A 1] : =y = W k.2 [ 4
e ldnsnitegusosust (Product) kARlaenizEn wnaed laseef Ussnalne 41

uazsAT (Price) fusin q AsaBunelifinnged 2

ol s [ ¢ £ 3
A1519N 2 SPIATOEURLNAILTIAR-LLIUT FURN %]

fusatus 971 (UN)
A-Class
A170 AVANTGARDE 1,990,000.00
A200 ELEGANCE Sports 2,450,000.00
A200 ELEGANCE 2,390,000.00
B-Class
B180 CD! Sports Tourer 2,690,000.00
C-Class
C180 KOMPRESSOR Classic 2,550,000.00
C180 KOMPRESSOR AVANTGARDE Sports 2,690,000.00
C180 KOMPRESSOR Elegance 2,750,000.00
C220 CDI Elegance 2,950,000.00
C230 KOMPRESSOR Elegance 3,190,000.00
C230 KOMPRESSOR AVANTGARDE 3,290,000.00

C230 2.5 Elegance 3,290,000.00
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fusneus 71A7 (L)
C180 KOMPRESSOR Sports Estate 3,390,000.00
C200 KOMPRESSOR Sports Coupe 3,390,000.00

E-Class
E200 KOMPRESSOR ELEGANCE 3,850,000.00
E200 NGT ELEGANCE 4,140,000.00
E220 CDI Classic 3,700,000.00
E220 CDI ELEGANCE 3,950,000.00
E220 CDI ELEGANCE Estate 4,590,000.00
E240 2.6 ADVANTGARDE 4,700,000.00
E280 3.0 ADVANTGARDE 4,850,000.00

S-Class
S280L Special Version 6,690,000.00
S$280L AMG 6,890,000.00
S350L 11,400,000.00
S500L 14,900,000.00

CLK-Class
CLK200 KOMPRESSOR ELEGANCE Coupe 4,350,000.00
CLK200 KOMPRESSOR ADVANTGARDE Coupe 4,650,000.00
CLK200 KOMPRESSOR ADVANTGARDE Cabriolet 4,900,000.00

CLS-Class
CLS350 4-door Coupe 8,600,000.00
CLS500 4-door Coupe 10,900,000.00
CLS55 AMG 4-door Coupe 14,850,000.00

SLK200 KOMPRESSOR Roadster 4,350,000.00
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SLK55 AMG Roadster 9,950,000.00
SL-Class

SL350 Roadster 10,990,000.00
SLR-Class

SLR MCLAREN Lifidaminalulszmalng

M-Class Off-Roader

ML280 CDI Sports Lifidmiralulszmalne

ML350 Sports Lifidmirelssinalng
R-Class

R280 CDI Grand Sports Tourer Lifdamirelulszinelng

R350L Grand Sports Tourer Lifianminelulsemalng
Cl-Class

CL Coupe Lifieamialulssmalne
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T (w.at.) Benz BMW VOLVO
2547 6,584 4,961 1,483
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2549 3,901 2,821 943

N : (FuIANENNEUS, 2550)

A ] o~
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wiat : fanas

U (w.a) Benz BMW VOLVO 99U
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