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ABSTRACT

The purpose of this research aims to study customer relationship management (CRM)
of pharmaceutical companies that influence band loyalty in the upper northeastern by using
questionnaires as a research instrument. 200 pharmacies of pharmaceutical companies in
the upper northeastern were used in this study as a population. The data were analyzed by
descriptive statistics that consist of frequency, percentage, mean and standard deviation.
Multiple Linear Regression was tested as a hypothesis in this study. The result of this study
showed that the majority population is female, age 36 — 40 years. They have experience in
pharmaceutical companies for 4-6 years. 119(59.5 %) are medium-sized enterprise. 40 (20
%) are in Udon Thani Province with income 30,001-40,000 baht. From customer relationship
management questionnaires had a high level in overall topic with an average of 4.04 by
descending in average value from 1) Relationship building, 2) Listening to opinions, 3)
Customer retention, 4) Communication with the customer, 5) Customer Service, 6) Contract
customer and 7) Service suggestion, respectively. Customer relationship management (CRM)
of pharmaceutical companies in the upper northeastern affects brand loyalty with statistical

significance.
Keywords : Customer Relationship Management,Efficiency,Pharmaceutical Companies
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