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unu: KdddrAegyuov CRM lus:aunagns

ASUSKISDaNIsADIWduUWUsSAuUanA (CRM) lulswevnisiiudaya
uatduwuiiovkannduindousshalkidiulaogvgvéiu TUsziGudiney
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e A1SOANQS1BUAAA: USULLUDAQUIASIVADIUFUWUSIOWITUAAA

e As:uduN1s IDIC Model: uov Peppers ua: Rogers (1995) 41¢
(KovAnstdnalnnisasivyanInasqydIvLEIqUDVANAT LLAzASTO

wamlsniaulalus=g=g1d




ADTUKUIgUOY IDIC Framework
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JuaauKkanavi

o Identify (n1ss:uarauanan)
 Differentiate (n1s31uuuanLUOACIVUDIVANAT)

e Interact (A1sasivunduwus)
e Customize (A1sUsuuavauAILLa=USAIS)




Identify (n1ss:udrauannn)

aolsumuua\)msasw\)mwuauwus AamisaadIanAlalunndadund
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Differentiate (n1ssuuandivuanaivvavanal)

MsJlAs1zKanA(u 2 UGkan Ao BaauaauA1 (Customer
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uadawunaun (Customer Value)
lGA1s31AsA: KaauA10aaaydvddavavanal (CLV)
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gadairunduaavnis (Customer Needs)
(tarstruunmunduaavaisuovannl (Customer Needs Differentiation)
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Interact (n1sasvdnauwus)
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N1SDOANISTIVNIVAISTIAISIWUUDVASIU
(Omni-channel Interaction)
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A1SASI1VUNAUNUIEIVNIV
(Two-way Dialogue and Feedback Loop)

AomswWagumnmsdoaismoldedlumsaaansuvuldaaunu
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Customize (mMsUsuuavauniuazusais)
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asUsvuavius:auulasu
(Mass Customization)
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A1SASIVYDLAUDIAWITUAAA
(Personalized Offering)
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D1zdvdIKsSuanmuaazsie  laglguoyanduysau wadnssy  Las
Us:3amslEoiu ui3iasiK wolkdotauan "S(d" anAuIANga

(17991V:
lanlds:zuu
NUSULLOVYK

LLWaQwosudADULIISES:QU
Recommendation Engine
INlguwayavanmuaazse

(Kuanmva

u lagr=udavdumnman

anma:duldlagoivavoindsdanis
AUKILLazNIsEoluaaa




yaQuavas:uduaismu IDIC model

1.M1SPQASSNSWEIASIIVIUS:ANSMW:  SSADAWISAUDIUUAII
wenewlunmsiiusasanAniAud 1Ay gL

2. goanguazsrglawudu:  athauausnisasvmuAIUAvATS
yovanA ATUNLWalDYBYaNAADIWUTU

3.mstdus:losunindioaniod: Tulaa IDIC yvowiuluAmsaadul
laslsuoya ssAdave awwsalsus:losiondoya CRM [dognv
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Conclusion: IDIC Model

Model IDIC wWunsaunisivudiksun1susudsvns:udunISUSKIS
AIWduWuUsSAuanmlagsou uuhhmalwamalhssmlasuasmmwu
auwusaugﬂmlmw\)uﬂswumumss uaau MSUIAUYAIIVLLAA
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dadunavavanAl (Customer Touchpoints)
pannadantianmsufduwusdus:r3vandinazasidudl Iiio:0u
AounsBa s:k3wMsto KéarkavnstaAmu lagnadurNalazidaadol
o Us:tnnuadvadadunwd (Classification of Touchpoints)
e ANUAUUIVDQIUNWA (Touchpoint) Ad

e ANSIAWANISUSKISDAdUWE (Touch Point)

e ANNAAYUDVDAAUWE (Touchpoint)




Us:LANUdvIQdUW
(Classification of Touchpoints)

DGuovRQdUNE WorsaurWuDGuavanmwiadaunanAdn{L
wuvoaanttu 2 sUuuukan:
e daduWanIvAgnIw (Physical Touchpoints):
lBU KUISIU WUAVIUYIEY AISYALFQVIUA KSDLLILLACDUSSD
AuNauA
* 20 uwam\)ﬁiﬁa (Digital Touchpoints):
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2onllUU Touchpoint NUAtUAIW BVAdSUanyeu=aLvU
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e LKNI=ANAUUSUN

. WoulgvAun»udovais
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A1S)aWNaNNISUSKIS Touch Point

2 2 1

msiawadiatWuaviluwalksinradunalkundsavnuiwi
kEanIsUSUUsY laaddakaniioUs:10u Us:naudde

e da85ai 1: Conversion Rate (ans1msulaau10uanm)
Im‘j\)luﬁ ©Y3dantgasivaouls:ansmwuav Touch Point J1aiuisa
Wasu Widlona (Prospect) 1WWu anAmu1as (Customer) lQuindoaun
[Ku

e d2830ai 2: Customer Satisfaction Score (CSAT)
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A1S)aWNaNNISUSKIS Touch Point

e 2'5'5 n 3: Net Promoter Score (NPS)
Jan uJuIUIonaamw luzinuusua (KAurdU

e MYIaN 4: Time on Site KSO Bounce Rate

- eaan G

Dudrdiadszansnmwuav Touch Point nwadna wu ki Landing
Page KSounnAd1U
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*Time on Site (Dawulsd) Ao T aRUIAAVS:T: Dauaaanwwwuluiumstaauuuoulm
*Bounce Rate (dasin1stinau) Ao lUE)SlUUOUE)\)NUlU'lUUlZ)UIUC]ﬂlU']U'lEJ\)HU']lZ)UlW&J\)HU']
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AJINAIAYUdY Touchpoint
Touchpoint GANwdAyagvdvdassaa wsiidunaaan
nAlGTURFUWUSAULLUSUG AvudAaudodudvkavdo AU
1AeyuaY Touchpoint GrkataUs:=ns Avi
e awanuus:AvldUazNIWANYAINRG
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e SAVIZIUANA
e AQADUGUGIU
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Conclusion: Touch point

Touch point Ad ua\)m\)nanma dvisadaaauusua Wu
huquaauamfynuusuomsihmwmnfyaalaua ws1=a1siJ Touch
Point na a:vanmikanArlasuus: aunmsainwinwindsldsu uas
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A1sAnausals (Service Recovery)
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Us:LANU2VAISAAUUSAIS

AISUSKISYaMISADIUauLKkadlunisusnisikus=aunuaiss  2:=:09v
yseunnsnagns 3 QUwI0deAU Us:nauade
1.msualvdaymilravanal (Customer Recovery)
2. ms@ﬁuns:u:ums (Process Recovery)
3.msWuwwunaviu (Employee Recovery)
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1.msunludaymilrnuvanm

(Customer Recovery)
as:usUMSTULIdUANUIUWUSMUDANDBuAAUAIILT DYDY
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2.A1sAAUASIUOUAIS
(Process Recovery)
Jotdumsusudsvszuumsrimumelu wealavaululiiiadaia
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3.mswWuywuaviu
(Employee Recovery)
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Us:Taugﬂmﬁ' 1avlassimuu udwu "nagnsigoudn” AUAQLIRLEURD
AMSIKAEUAID(IaNADEIVILINDSY §smmsiv[amauiumsmdz‘iauSﬂqm
Wkulomavoadivadiuus:Auld Gous:naudne
. aswusmisiilis:uulovAundnuavikad
AomsmikLUbIIMSIKUSMISUUaUUSaILLIUU
e (1SJDADUUISAVISYU
hikwonwauisadvdadovisuivauldvie os:lduAlayrinou
idoanmlu



AAgNSAISAAUUSAS

o QLUUNISNUN
wAleymilkanAmogvsialgd weaaleywinnuluwaldvavanAl

. msdoarsarkavavlayriagiwvasvivasoun
a5U1gatkanADSLIRanAWoaaA LY ULADY DAY

o MsasivAINdUWUSUazANLuias
rhikanmsaninlaymivovwludavdrAnyualdsumsaqualdun

o aswanuduwusnuduuWusuvandi
ANUFUWUSAUTLuAsYRlkanAwSaun:lkonuloRawala




- 2a il —
AAINSMSAAUUSAIS
e MIsUS:LJuWaKavAISAAUUSAIS
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281 1: uSun XYZ Electronics 12810 2: Jgmsiu ABC
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Conclusion: Service Recovery
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