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ABSTRACT

The objectives of this research were: 1) to study customer relationship management methods in
Thailand; 2) to analyze the effectiveness of customer relationship management methods after the COVID-
19 crisis. The scope of this study was qualitative research in the form of a case study focused on business
development by applying the concept of Customer Relationship Management (CRM) to Thai businesses
which have been studied from the related documents and can be noted as the use of this concept in Thailand
and abroad. There is a clear difference, but there is also a mutual benefit in the matter of adaptation. In order
to deal with customer data during the pandemic crisis, it was found that the implementation of DEAR
MODEL and technology was applied to businesses during the COVID-19 crisis. It is a way to keep
businesses running efficiently, including creating an impression on the customer relationship management
system of that business to meet the needs easily and quickly. In conclusion, customer relationship
management can be applied to businesses during the COVID-19 crisis. This process is suitable for keeping

customers with the company long term, including further development in the organization in the future.
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