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ABSTRACT

The goal of this research was to study the innovation of customer relationship
management that led to the loyalty of The Wisdom credit card customers by Kasikorn Bank.
This research was quantitative research, using questionnaires to collect a sample of 400 The
Wisdom customers and analyzing the data by using Exploratory Factor Analysis (EFA). According
to the study results, it was found that the former customer relationship management (CRM),
resulting in the customers’ loyalty to The Wisdom credit card by Kasikorn Bank in descending
order were activities to promote and educate customers (Eiken = 5.475), a willingness to give
advice and create a sense of a premium lifestyle, an exclusive service with special privileges,
special activities for every customers’ trip and the exquisite banking privileges, assisting
customers to spend less time for making a transaction. On the other hand, Electronic
Customer Relationship Management (E-CRM), influencing the customers’ loyalty to The
Wisdom credit card by Kasikorn Bank in descending order was activities that supported the
smart service (Eigen = 2.851) followed by, the field of online lifestyle care service activities,
an exclusive service with special privileges, respectively, with statistical significance at the

level of. 0.05.
Keywords: Innovation, Customer Relationship Management, Loyalty
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Extraction Method: Principal Component Analysis.
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Extraction Method: Principal Component Analysis.
Rotation Method: Equamax with Kaiser Normalization.

a. Rotation converged in 9 iterations.
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Extraction Method: Principal Component Analysis.
Rotation Method: Equamax with Kaiser Normalization.

a. Rotation converged in 9 iterations.
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ABSTRACT

This research aimed to study both former and new forms of internal communication
that affect the generation Y employees’ participation of CP All (Public) Co.,Ltd. This research
was conducted by quantitative analysis. The results of the study were collected from 400
employees in Generation Y and measured by percentage, mean, standard deviation and
analysis of multiple regression equations to determine the internal communication models
that resulted in employees’ participation.

According to the study, it was found that the original forms of internal communication
that influenced the generation Y employees’ participation of CP All (Public) Co.,Ltd in descending
order were down-to-top communication, cross communication, horizontal communication
and communication from the top to down, respectively. On the other hand, the new internal
communication models that affected the generation Y employees’ participation of CP All (Public)
Co.,Ltd in descending order were the participation communication, dialogue communication

and instantly communication with statistical significance at the level of 0.05.
Keywords: Internal Communication Model, Employee Participation, Generation Y
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