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Abstract

This study explored the customer relations management process through electronic mail
service “iMail” of the Advance Info Services, Ltd. (Public Company) (AIS), and analyzed the content
of the customers’ electronic mail sent through “iMail” to determine the relationship components
depicted in the dialogue between the customers and the AIS Web Call Center's Staff. The
relationship management process included goal and objective, target audiences, approach, activities,
and evaluation of the customer relations management. The data from in-depth interview with 3
administrative staffs in charge of the AIS internet services and the data from the content analysis
coding form of 100 emails were analyzed. The findings were as follows.

1. AIS used the electronic mail service “iMail” as CRM tool to gain customer satisfaction
and loyalty by providing the impressive experiences to the customers who used the products and
services. This was to achieve the AIS’s objective to be “The best mobile telephone operator of
Thailand”. Both users and non-users of the AIS’s products and services were the targets of the CRM
plan. The creative CRM activities suitable for particular customers’ lifestyle were created based on
the customer profiles gleaned from data mining and customer insights system. Those activities
aimed to deliver various experiences to impress the customers and expectedly lead to the
products/services’ word of mouth. The Quality Assurance System, using the data from
questionnaires and reviewing of the solved cases, was used to evaluate the success of the
operation.

2. The emails’ content analysis revealed that most of the customers sent email to inquire
about the AIS services especially the promotion schemes. Among the 9 relationship components
framework, the dialogue in most of the emails depicted that bonding between the company and
customers existed on the tree elements. The share benefit came first, followed by mutuality, and

trust came last.

Keywords : Relationship Management; Customer Relationship Management; AlS; Electronic Mail;

iMail Service
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