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��������ก
���ก� CRM 

 
CRM  :  Customer Relationship Management ���ก�������� !���ก��"#$%&' ()*+��'+ก'�,-'�

%.(�*/.0   1�2+ก-�3"4!"#$,��� 5� 6,0�(++#78� 3�1�9$��1" :+:-�#;<$�1�2+ %0�+%&' ()=�� CRM "#$8�=(�1 -9$�+*/�
�&'1+5+ก'�>�� ;<$�1" :+:-�#1�',����'?(� outsource =(�1 -9$�+1�',���1=�'>�8(�ก'�ก����+ก'�"&'�'+��0'�>� 
:��1AB'���0'��5$� ก����+ก'�=�� CRM   1�2+ก'�+&'1�'=��.C-"#$.#*+ก����+ก'�.'*D�ก&'/+� 6,0%5$�"#$='�8'ก
.# �'. 5� .#ก'��51 �'�/! ='� Operational CRM  9�ก'�=(�1 -9$�+ CRM %C0ก'�"&'�'+"#$>��1��#����0'�>� ,(�+#7 9�
�� !���ก��"#$,����'?(�1" :+:-�#.'ก.'� ��5F(".#>�"#��C06-��6,0ก'�=(�1 -9$�+,����'?(� outsource .'D0��;<$�
*+6,0-��� !���ก��ก'�=�� CRM ก'�8(�ก'���'+  Operational CRM  9� ก'�=(�1 -9$�+ CRM *+�� !ก�    9�  
ก'�8�"&'��0'�>�*/�-Cก �'��C0>��+'+ ,0�>� 9�ก'�%��'� 3G 0',-��1�-'"#$-Cก �'��C0ก(�1�' 6-�-Cก �'�H883�(+
 �'./.'� 9� ,(7�6,0-Cก �'1�5+.'/'1�'8�.#ก����+ก'�ก&'/+�-Cก �'��0'�>�  +"3ก +/�9�-Cก �'"#$1=�'.'/'"3ก
�'�>.0*D0 Value /.��'� +1�2+ Low Value �'� +1�2+ High Value6-��8�"&'��0'�>� 8(�ก-30.��0'�>� 
 /'ก-Cก �'1�2+ Low Value M'.*8ก0�+�0'�(ก1 �'>/. M�'�(กกN1�'1=�'.'��C06-��=�(�=<7+ M�'>.0�(ก กN1�'��ก 
1�2+%5$�%&' ().'ก +�C CRM 8���ก�0' ก�0'8�1�'1=�'.'6"�,'�1�'��ก;�6-�� ก'�"#$1�'��ก1�2+%5$�"#$,���.#ก-
�3"4!���� application  9� ���� �.B5�1,��!"(7�/-'� 1�O'=�� CRM  9� %5$�"#$,���P%.P%'+"(7�1" :+:-�#ก(� + 
1B�'�*D� +"&' CRM >.0>��*D�1 �9$��8(ก�.#/-'� �(7�"#$PC���5/'�1/N+*D� CRM กN>�;97�����.' 6,0='�1�9$��"#$8�+&'
1" :+:-�#>�*D���0'�MCก,��� ก'�.��,��+#7  9� HR  +"#$�C6-.# �'.1=�'*8/�9�>.0 %'.'�M=(�1 -9$�+1" :+:-�#
>�,'.1�O'/.'�=���� !ก�/�9�>.0  1�O'/.'� 9� ,���ก'� Value Customer   *+ก'�"&',-'�   �H883�(+.(ก.���0'
�<�-Cก �'1=�'.'.'กQ 6,0='�-Cก �'"#$1�2+ Value 8�5�Q กN 9�8�"&'��>�,��� Provide ,'."#$-Cก �',���ก'�8�5�Q /+#
>.0B�+1�9$����5ก'� CRM 1�O'/.'� 9���5ก'� 6,0>.0*D0��5ก'�"3ก��0'�"#$-Cก �',���ก'� 6,0,�����5ก'�,'."#$��5F("
%'.'�M"&'>�� very customization 8�>.01ก5�=<7+ 6+� 5�,���1�-#$�+.#�54#ก'���0'�>�*/�-Cก �' .#Value 1B5$.=<7+ %5$�"#$
,���1�-#$�+"&'��0'�>�*/�B+(ก�'+*+��5F(".#6+� 5�*+ก'�1B5$.ก'�;97�=��-Cก �' ����"3ก�5M#"'�-Cก �',5�,0�.'M'.
�0' *D�=����5F("1�2+��0'�>� -���(++#7�#>/.+&'1%+�ก0�+ %��'����%�ก'�G!-Cก �' 1D0+ ;97�;'-'1�'1B5$.>/. +($+
 9� 1B5$.���%�ก'�G!-Cก �' 
 ก'���5/'�8(�ก'�  CRM ��0'�1�#��:��>.0.#ก'�;(BB-'�/�9�>.0.#1 �9�=0'�1-�8�>.0���%� �'.%&'1�N8 
1B�'�>.0%'.'�M"&'*/�%5+ �'1ก5� �'.6,ก,0'�D(�18+ Supply Management 8<�1=�'.'1ก#$��=���1�2+1�9$�� Cost 
selling ก'�"#$='�=�'.ก(+ 9�ก'�"#$ 3G"&'B(+4.5,���/�0'���5F(",0'�Q */�Value -Cก �'%C�=<7+  3G1=�'�5+1,��!1+N,
1AB'��'�+#7,-��1�-' 1B�'��(++#7�0'�%3�1B�'� link >��(�18�'�9$+Q>�� +($+ 9� Cost Selling>.0,���8&'.'ก .'��5F("
+#7;97�=��1�2+D3�6ก�� 6,0��'ก>��ก��1�Y'กN/'>��:��"&' Cost Selling  �#ก%0�+/+<$� 9� ,(�B+(ก�'+*+ก����+ก'� 
CRM %'.'�M"&'*/�B+(ก�'+1=�'*8�'�-�1�#��-Cก �'.'ก=<7+ :�ก'%*+ก'��Z�ก'�='�>���0'�=<7+ .#:�ก'%*+ก'�
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P%.6BN 1ก8,0'�Q �0'�=<7+กN1�2+1�O'/.'�=�� CRM %0�+/+<$� %3�"�'�B�'�'.�(กF'-Cก �'�H883�(+>��*/�.'ก 1B�'�
1�'%+*8%0�+ ���-Cก �'.'กก�0'%0�+ ���,-'�  
 �������
��ก
�������ก� Logistics "�
#��$����%���ก�&���ก��'���ก��()�' CRM �*+�����"�,�����

ก��()�'-(�#���.�ก��()�' 100% �
")�����2���� CRM 3'��
$%4�5��'���ก��()�'������
$%4�'�����6ก�� 
�'���5F(",(7� CRM >���C0*+/+0���'+>�"# M'.�0'MCก/�9�P5�,���.��"#$%3�"�'� M�'*D�>�"#.'ก>� กN8�.#�H)/'�0'
%5+ �'/�9���5ก'�>.0%+�� 1B�'�.��6,0,(�"#$1�2+����6,0.�� Customer Service  �H)/'=�� Marketing  9�,���
%�+-Cก �'%.$&'1%.�/+�'"#$ CRM 1��1/.9�+ 3G.#-Cก6-��>.0��.:, /�9�1�2+ +6ก0กN6ก0.'ก >.0�C�1�9$����>�1-�  +
"#$�C6- CRM ,���.��-Cก �'1�2+6��+#7*/�=��.C-%.$&'1%.�   �(�+(7+ Information 8�,���1ก5�=<7+,-��1�-'*+1D5�=�� 
CRM 1B�'�M�'>.0>��ก����+ก'�"#$8�1ก5�-Cก �'"#$1�',���ก'�-Cก �'"#$1�2+ Value .'กQ ���1^""#$1�9$��.'ก"#$%3� 
1�2+1"��',�����.�(� 6,0กN,����(�1B�'�1�2+ Value .'ก�(�+(7+ก'�8�;97�*8กN,���*/� �'.�C�%.$&'1%.�6-�.'ก=<7+
8+-Cก �'��ก�0'��0'*/�.'ก+(ก1-� �(++#71 �'1�2+-Cก �'1�' 10 �`1�2+-Cก �'1�' =��.C-"#$*/�,���%.$&'1%.�6-�.'ก=<7+Q
.'ก=<7+ 8+-Cก �'��ก�0'��0'*/�.'ก+(ก  �(�+(7+-Cก �'"#$.# Value  9�,���ก'��(�=0'�%'�8�5�Q M�'.��*+1D5�ก'�
=(�1 -9$�+ Logistics ก(� CRM ��/�0'���5F("*+a'+�PC�P-5,>�8+ +='�=�� M<�-Cก �'8�1/N+�0'.��^'�*+��'+.# 
ERP  9�/-(���'+1�9$��ก'���5/'� ก'�Operation "(7�/-'�6-�%0�+"#$1�2+%5$�%&' ()=�� ERP :��1AB'�1�9$�� 
Supply Chain 6,0.#ก'�1ก#$��:����0'�>� CRM 1ก#$��=���,(7�6,0 �'.,���ก'�1�'ก&'-(���5/'� �'.,���ก'� 8(�ก'�
 �'.,���ก'�=��-Cก �' 9�"&'��0'�>�*/�-Cก �'>��*+%5$�"#$,���ก'�6-�>��1�5+���� 
 ก'��c5%(.B(+4!  CRM  8�,���.��*+1D5�1=�'.'1ก#$��=��� �'.,���ก'�6-�ก'�,��%+��%.�3-ก(+>��
B��#  9� 1=�'ก(+>���#M�'1�','.*8-Cก �'8+1ก5+>�กN1ก5��H)/' ,���B��#"(7� C0 ก����+ก'�"#$8�18� CRM  9�ก'�"#$
-Cก �'.',5�,0�>��"3ก"'� -Cก �'1�2+ +1%+� �'.,���ก'���'ก>��/-'���0'� "&'��0'�>�*/�-Cก �'>��=��.C-1�#��ก(+ 
D0��"'�"#$ CRM */�-Cก �',���.#.'ก  ,���.���54#ก'�%��'��� !���ก�� %��'�=��.C-*/�"3ก%0�+%&' () %'.'�M
6ก��H)/'>�� 8�1�2+ Customer Knowledge  9� ����"#$8��C�-(กFG�=��-Cก �'>��/.�6-��"3ก%0�+"#$1=�'>�1ก#$��=���
กN1/N+1/.9�+ก(+%'.'�M,�� �'.,���ก'� ,���H)/'=��-Cก �'>�� 1D9$�.,0�������/�0'�ก(+>���5$�1�Z�"'�.'ก กN
�5$�.#=��.C-ก(�-Cก �'.'ก=<7+ 
 �H883�(+=��.C-��C0�+ Web Base �'� +��C0�+ Internet =��,+1�� กN 9� ก'�,0�1D9$�1�#�+�C� ,��+#7��5F(""&'
1��>.0/.�,���6%��/' outsource "3ก +>.0�0'8�1�2+ Customer Service 1�2+ Sale Man >.0�0'8���C0�+M++ 8�.# 
PDA "#$�C=��.C--Cก �'>�� "3ก +,�����.�(��3�ก�G!%&' ().'ก 9�  �.B5�1,��!1 -9$�+"#$*D� 6-+�! >�1-% 6-+�! 
1=�'M<���5F(">�� =��.C-8'ก Smart Phone D0��"'�,��+#7%'.'�M,5�,0�ก(�-Cก �'>��>.0�0'8���C0,��>/+ 360 ��?' 
 9� .��"3ก.3.*+ก'�,5�,0�-Cก �' 1.9$�ก0�+�'8.#%.3�1-0.1�#�� -Cก �'1�5+1=�'.'กN8�6,01�#$��+#7>.0*D06-�� 

*+1D5� Marketing  9�ก'� 5�:��6ก�.6 .1�) ,0'�Q ,'.ก-30.-Cก �'*/�/-'ก/-'�  +1�#�� 5�>.0B� 
1B�'�,-'�1�-#$�+1�N� ,+��C0*+,-'� Telecom "3ก�(+,��� 5�:��6ก�.=<7+.',-��6,08�1%�N8/�9�1�-0'�#ก1�9$�� 
,���1�'.'8'ก:.1�- Marketing Automation ,���*D�=��.C-.'ก=<7+ %3�"�'�1�2+1�9$�� Analogical .��ก'��51 �'�/! 
Data "(7�/-'� "#$.#��C0 1 �9$��.9�*+ก'�+&'.'�51 �'�/! *+1�9$�� sell 9�ก'�ก��,3�+ก'�='� .#ก'���'��5��C��#,ก'�='�
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1�5.  1�2+��0'�>� ��0'*D�6��1�5. 8�.# +"#$1�2+.9�:��*+ก'�='�.'ก=<7+ 1B�'�.# Data >���Cก0�+1%+�-Cก �' �C
=��.C-1�97��,�+ก0�+  8<�,���.#����D0��*+ก'�='�-Cก �',5�,0�.'>.0�0'"'�*�,���.#=��.C-D0��*+ก'�='�>��1�2+
ก'�"&'*/�ก'�='�8�>��1�N�=<7+ /�9�ก'�*D��54#1%+�>�ก0�+ -���C>/. ก'�%'45, */�m�#>�ก0�+�(�1�#��ก(+6,0,����C�
�0' 8��(�1�#����>� /-'� +>��.'ก��:�+"57� /�9�*/� +�9$+,0� /+�'"#$=�� CRM 1�2+,(�"#$1-9�ก��>�*/�-Cก �'
,��"#$%3�/�9�����D0��*/�-Cก �'.#=��.C-.'ก=<7+ :"�?(B"!/'* �กN,'.��/�0'�B(ก%'�.#1%#��='�=�� :nFG'
%5+ �' %��'� �'.1D9$�M9� %3�"�'� 9� Customer Service"#$*D� 9� web base /�9� Call Center 1B�'��'� +D�� 3�ก(�
 + "&'>.,���.# Service Counter 1B�'��'� +D��18�/+�' �'� +>.01�'"(7� +"(7�1 �9$����'ก"&'1��กN.# "&'*/�
:�ก'%��5ก'�.#/-'ก/-'� 
 %5$�%&' () ,(� CRM 8�1ก#$��ก(�-Cก �'1�2+/-(ก 8�1ก#$��ก(� Sell Automation 1B�'�1�2+Customer Face To 
Face ก(�-Cก �' %(.P(%-Cก �':��,�� %0�+/-(���'+"#$%&' () 9� Data Base ��."(7�ก'��51 �'�/!=��.C-1�2+%5$�%&' ()"#$
1�2+1 �9$��.9�%&' () Sell Fort Automation M9��0'1�2+ก'�1�-#$�+6+� 5�*+�� !ก��0' "3ก +1�2+ +='� Sell 
%'.'�M Order 1%+�%5+ �'>�� %'.'�M,5�,'.-Cก �'>�� .#=��.C-1�97��,�+ -Cก �':"�.'%'.'�M��ก>�� 1ก#$��ก(�
=��.C--Cก �' +($+ 9��54#ก'�*+��'+  Contract Management *D�ก�G#-Cก �',5�,0�.'/�9� ��5F(",5�,0�/'-Cก �' /'ก-30.
 '�/�(� M�'1�2+ MLM /�9�1�2+43�ก58"($�>�กN1�2+-Cก �'1�O'/.'� ����+#78�D0�� /�9�ก'�8(�ก'�-Cก �'6,0-�ก-30. 
SME Corporate p-p 8�.#%0�+/+<$�/�9��#ก%0�+/':�ก'%*+ก'�='�"3ก +*+��5F(".#:�ก'%*+ก'�='�/.� ก'�
;97�=�� -Cก �'8�M'. +*+��5F(" M�' +*+��5F("��ก>.0�C� >.0*D0/+�'"#$  
 ,���.#����D0��*+ก'�='�-Cก �',5�,0�.'>.0�0'"'�*�,���.#=��.C-D0��*+ก'�='�>��1�2+ก'�"&'*/�ก'�='�
8�>��1�N�=<7+ /�9�ก'�*D��54#1%+�>�ก0�+ -���C>/. ก'�%'45, */�m�#>�ก0�+�(�1�#��ก(+6,0,����C��0' 8��(�1�#��
��>� /-'� +>��.'ก��:�+"57� /�9�*/� +�9$+,0� /+�'"#$=�� CRM 1�2+,(�"#$1-9�ก��>�*/�-Cก �',��"#$%3�/�9�
����D0��*/�-Cก �'.#=��.C-.'ก=<7+ :"�?(B"!/'* �กN,'.��/�0'�B(ก%'�.#1%#��='�=�� :nFG'%5+ �' %��'� �'.
1D9$�M9� %3�"�'� 9� Customer Service"#$*D� 9� web base /�9� Call Center 1B�'��'� +D�� 3�ก(� + "&'>.,���.# 
Service Counter 1B�'��'� +D��18�/+�' �'� +>.01�'"(7� +"(7�1 �9$����'ก"&'1��กN.# "&'*/�:�ก'%��5ก'�.#
/-'ก/-'� 
 %5$�%&' () ,(� CRM 8�1ก#$��ก(�-Cก �'1�2+/-(ก 8�1ก#$��ก(� Sell Automation 1B�'�1�2+Customer Face To 
Face ก(�-Cก �' %(.P(%-Cก �':��,�� %0�+/-(���'+"#$%&' () 9� Data Base ��."(7�ก'��51 �'�/!=��.C-1�2+%5$�%&' ()"#$
1�2+1 �9$��.9�%&' () Sell Fort Automation M9��0'1�2+ก'�1�-#$�+6+� 5�*+�� !ก��0' "3ก +1�2+ +='� Sell 
%'.'�M Order 1%+�%5+ �'>�� %'.'�M,5�,'.-Cก �'>�� .#=��.C-1�97��,�+ -Cก �':"�.'%'.'�M��ก>�� 1ก#$��ก(�
=��.C--Cก �' +($+ 9��54#ก'�   ,���.���0'-Cก �'1  +8�,5�,0���0'�>� >.0*/��C�%<ก�&' ') :"�.'�0��8(� ,����C��0'-Cก �'
6����'ก*/�,5�,0� ��'ก*/�:"���ก /�9�>.0��'ก*/�:"�.'�0�� ,5�,0�D0��1�-'>/+ ,���ก'��(�=��.C-6��>/+ 
,���*/�-Cก �'��.�(�6-�� 0��%0�>�*/� 6��+#7 9� Personalize Information 1�'8�>.0*D0���1^"�5�"#1�#�� * ��(�กN
�(�>� 1/.9�+�'+1"ก��8'� >.01�'6��+(7+1B�'�,���1-9�ก 1B�'�,���1-9�ก 1D0+ Direct Mail %0�>�6-��กNก-3�.*8
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1B�'�-Cก �'>.0,5�,0�ก-(� M�'*D�6��1�5.>.0>�� :�ก'%ก'�,��ก-(����.'G 5 % 1�� /�9� 3 % 1�'*/.0%0�>�:"�
,'.  

-Cก �'�'� +>�� Mail  6-���'�>��"#$:,t�  1�Z�1�#������6-�� 6ก-��,��>��0' %0���>�.'>.0�C�>.01/N+ 1�',���
��ก"#$%0�>�>�����:�D+!��>���'�-Cก �'1ก5� �'.1%#��'�*/�%0�.'*/.0 ��5F("��ก%0�>�6-��>.0.#6-�� กN/'"#$:,t�
*/)0 +#$ 9� -Cก �'"#$%0�8�/.'�>�6-����0'%0�;7&' =��.C-"#$%0�1�2+��0'�>� -Cก �'%+*8/�9�>.0 Automation D0��*/�1�'
>.0,���%0�;7&'Q 1-9�ก-Cก �'*/�%0�1.-! :"�>�M'. M�'>.0>��กN*D��54#ก'�%0�ก-(�>��#ก��� �45�'��#ก��� 1B�'�-Cก �'
%0�+*/)0 +>"�>.0D���0'+/+(�%9� D�� 3� .#"#$�0'+>�6-�� กN���0'8�1=�'*8,'."#$%0�.'MCก/.�/�9�>.0 ,���*/�
1B9$�+D0���0'+ 1%�N86-��M<�8�1�'>�M'.�0'B+(ก�'+1=�'*86��+#7MCก>/.  +>"�1�2+6��+#7%0�>�6-��:"�,'.���� 
>��:�ก'%*+ก'� 3�1�2+ Marketing Automation �#ก%0�+ 9� Customer Service Support  1�2+/(�*8"#$*D����� 1�'
�C�8(ก Customer interruption Center 6ก��H)/',-�� �(�1�9$��,-�� .#1/,3ก'�G! :"�?(B"!����/+<$�*D�>.0>�� 
%��1%�5)ก(+*/)0 >.0*D0 1-�,���:"�/'�54#�0'ก(+>��ก0�+ Customer Service 1�2+����"#$,���/'   1�-'"&' CRM 
,���%��'� +*+��5F("=<7+.'*/�1=�'*86-�"&'�'+���ก�ก(�"#$��<กF' 6-��,���.#,(��(� "&'��0'�>�*/�-�,�+"3+ก'�
"&'�'+-�"&'�'+1�N�=<7+ ���:�D+!=����5F(".'ก=<7+%'.'�M�(�>�� �(กF'-Cก �'>�� "&'Cost Selling M�'1�2+��5F("
�M�+,! 1�9$��ก'�%��'�B'�!"1+��!D5B  9� Supply Management M�'1�2+:���'+กN1+�+ Costing Retailing กN1+�+ Value 
"#$-Cก �'>�� �'. 3�. 0'*+ก'�;97�6,0-� �(7�/�9���.6-��MCกก�0' "(7�/.�1�2+6+� 5�CRM ก��'� 6-��*D�������>� 
>�/'* �"#$D0��1�'>�� =���ก�0'��0'1�2+.+3F�!��'ก "&'1"0'"#$8&'1�2+กNB� 
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