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ABSTRACT

Thailand's automotive industry has important to generate revenue for the country.
Including the export of the first importance to the growth rate increased significantly. Affect the
structure and marketing strategies of manufacturers in the industry. The objectives of this
independent study are measure level of employee’s comprehension and attitude in electronic
customer relationship management. The Independent study was quantitative statistic approach
conducted by using survey method. Primary data was obtained from 162 questionnaires
responded by employees of marketing department of Thai Summit Autoparts Industry Co., Ltd.
The data was analyzed by using frequency, percentage, and means. The relation analysis between
personal and level of employee’s comprehension and attitude in electronic customer relationship
management was generated by using t-test, F-test (One-way ANOVA), and LSD (Least
Significant Difference) at significance level of 0.05.

The result of the study from employees found that the most of employees were males
aged under 31 years, with education level of bachelor's degree, carried working position in
engineers, had 11 to 20 years of working experience, never e-CRM training, Level of employee’s
comprehension in electronic customer relationship management was good. The level of
employee’s attitude in response to customer demand and development of work performance was
good. For the study of the relationship between personal and employee’s comprehension revealed
that both age and experience difference had effect to different level of employee’s comprehension

in general concept of e-CRM, customer data management, requirement for quotation management

I



(RFQ), and Executive Summary. Cause of education level had effect to different level of
employee’s comprehension in general concept of e-CRM only. For the study of the relationship
between personal and employee’s attitude revealed that both age, education level and experience
difference had effect to different level of employee’s attitude in response to customer demand and
the development of work performance.

The suggestion from this study was that companies business operations is similar to
Thai Summit Autoparts Industry Co., Ltd. should focus on how to encourage employee’s
comprehension and attitude toward electronic customer relationship management by used as a
guideline for to enhance the employee knowledge to good effect and useful to the operation in the
marketing strategy of company. Including plan and improve marketing strategies in electronic
customer relationship management to more efficiency and effectiveness. For electronic customer
relationship management systems should develop a more effective system to respond customers.
And employees should develop a skill well versed in practical both the technical and the services.
Employees can manage to support and link the e-CRM system to achieve desirable. In addition,
personal factors also correlated with the level of employee’s comprehension and attitude in
electronic customer relationship management which affects customers directly to customer
loyalty to the organization. This is considered a cornerstone in the organization or company to the

success of the business in the future.
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