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Abstract

 The purposes of this research were (1) to study the level of agreement of customers on 
the customer relationship management of commercial banks in Roikaensarasin provincial cluster 
(2) to analyze confirmatory factors of the customer relationship management of commercial 
banks in Roikaensarasin provincial cluster and (3) to propose a model for customer relationship 
management of commercial banks in Roikaensarasin provincial cluster. The samples consisted 
of 384 customers of commercial banks in Roikaensarasin provincial cluster recruited by using 
multi-stage sampling technique. The instrument used in this research was questionnaire, and data 
were analyzed by structural equation model to find relationship between model elements.
The research results show that the model of customer relationship management of commercial 
banks in Roikaensarasin provincial cluster was congruent with empirical data and Chi-square = 
40.467, df = 53, p = 0.897, CMIN / DF = 0.764, GFI = 0.984, AGFI = 0.973, CFI = 1.000, RMR 
= 0.017 and RMSEA = 0.000 The results also show that the quality of service and performance 
efficiency had positive influences on quality of customer relationship of commercial banks in 
Roikaensarasin provincial cluster.
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 Allocation) 

11 22 26 52 11 22 8 16 56 112 29.17
7 14 14 28 7 14 5 10 33 66 17.19
6 12 18 36 8 16 8 16 40 80 20.83
7 14 17 34 8 16 7 14 39 78 20.31

 5 10 14 28 3 6 2 4 24 48 12.50
192 384 100.00
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2 = 
0.056

 

SVQ OTE

DE 0.235* 0.016*
(CRM) IE 0.000* 0.000*

TE 0.235* 0.016*
R2 = 0.056
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