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ABSTRACT

The purposes of this research were 1) To study the customer relationship management of customers
using the 4G network of AIS in Khon Kaen province 2) To study the loyalty of customers using the 4G
AIS network in Khon Kaen province. 3) To study the influence of customer relationship management that
affects customer loyalty using the 4G AIS network in Khon Kaen province. The instrument used in the
study was a questionnaire. Data were collected from 400 customers using the AIS network in Khon Kaen
province. The statistics were used in the research were frequency, percentage, mean, standard deviation, t-
test statistics, one-way ANOVA and multiple regression analysis.

The results showed that:

1. The opinions of users towards the customer relationship management strategy of the 4G mobile
network service providers of AIS found that the overall opinion is in a high level. The all aspects, it was
found that all aspects had high level of opinions. The aspect which has the highest mean value is
contractual model, followed by value added model, lifestyle model, information model, and reward model,
respectively.

2. The loyalty of users towards the 4G mobile network service providers of AIS found that the
overall image is highest; found that all aspects of loyalty are at a high level. The aspect which has the
highest mean is attitude, followed by behavior respectively.

3. The customer relationship management in information model, contractual model, and reward
model, which affected to the loyalty of customers who use the 4G AIS network in Khon Kaen province at

the significance level of 0.05.

Keywords: Customer Relationship Management, Loyalty, 4G, AIS Network
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