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Abstract

The objectives of this research are to study the relationship between customer
relationship management on social media of Starbucks Coffee and a good relationship with
consumer and consumer’s brand loyalty in Bangkok metropolis. The sample sizes are 385
persons of Starbucks Coffee’s customers who have been using Starbucks social media in 1
year ago. The questionnaire was used to collect data.

The study results revealed that most of Starbucks Coffee’s customers are females
in the aged of group of 20-29 years old, bachelor's degree graduated, and working in a
private companies, government employee or state enterprise employee. They have an
average monthly income below or equal to Baht 15,000 and the most usage of Starbuck’s
social media is www.facebook.com/StarbucksThailand.

Most of Starbucks Coffee’s customers have a good level of opinion of customer
relationship management on Social media of Starbucks Coffee in term of listening to the
voice of consumer, the receiving feedback, the one-by-one services, Standard of service,
sincerity and transparency and Loyalty program. Consumers have a moderate level of
opinion of care and attention to customer and the attention to customer’s detail. Most of
Starbucks Coffee’s customers have a good level and opinion of a good relationship with
Starbucks Coffee. Most of Starbucks Coffee’s customers have a high level of opinion of
brand loyalty. Starbucks Coffee’s customer with different age has different level of good
relationship with Starbucks Coffee. Starbucks Coffee’s customer with a different average
monthly income has different level of good relationship with Starbucks Coffee. Customer
relationship management on social media of Starbucks Coffee has relationship with a good
relationship with Starbucks Coffee’s customers in the same direction. Listening to the voice

of Starbucks Coffee’s customers, the receiving feedback, standard of service, sincerity and
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transparency and loyalty program have relationships with a good relationship with Starbucks
Coffee’s customers in the same direction. While the one-by-one services, care and attention
to customer and the attention to customer’s detail have relationships with a good relationship
with Starbucks Coffee’s customers in the same direction. In addition, the level of good
relationship with Starbucks Coffee’s customers has relationship with Starbucks Coffee’s

customer’s brand loyalty in the same direction.

Keywords: Social media, Customer relationship management, Brand loyalty
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