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Customer Experience & Relationship Management 4.0
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MAAANITUTTENE:
o daifiaasanenriulangsiagm 4.0 (World Business 4.0)

o spadaveslangsNauazn1amanm (An Era of Global Business and Marketing)

—  HALVNNINARLAZWRINWINARITWT (The Era of Product & Production)

¢ALVNNINBLIAUBNAIINABINIQNA (The Era of Customers)

¢ALVNNNIATI9AINARIN3QNAN (The Era of Innovations)

— ﬂqml,viﬁfam AMLATLAZNIILANLAN (The Era of Human Spirit & Digital Transformation)
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® LwAnNAnRdATYMNeadasiugnAngalus (The New Paradigm of Customer Concept)
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- szAUYeIgNAn (PCCK)
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- Huansnasienisindulate (Influencer)
- iszinaesgnAn (Type of Customer)
- fadeinaedaslunissindulateregnii
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— Law of Pareto 80:20

— ABC Matrix
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o TipmuilanuisilazaunisnizesgnAn (Customer Experience)
- ANNFABNNITUATAINANANTITE9QNAT (Needs & Expectation)
- m’mLﬁuﬂqmmxmf]ﬁéumﬁmmqﬂ%q (Pain & Delights)
— Earth & Cyberspace
® fa@mmuﬂ?mumﬁﬁ@mﬂﬁﬁ (Experience Architecture)
- m”mqﬁimmqmzﬁumm’g‘ﬁﬂ (Story Design)
—  felauuugausia (Customization)
- ANNFTUATANMNAUN (Happiness & Fun)
®  NILIMIANAUININALIGNAT (Customer Relationship Management)
—  NITUNUNNIUTMNIANNUSAINALGNAT (CRM Process / DEAR Model)
> 31uieyagné (Database)
> waluladlunnsBusannig (Electronic)
> TUsunsuadneanudunwus (Action)
> n13inEngIugnA (Retention)
—  NAYNENIIARALLLYNANENWUS (CRM Strategy)
—  dAflinusannuiuiiaten (Accountability)

—  a319a99FAANe4IAN (Creating Share Value)
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® n3lAnm (Case Study) UAARNITNLNLNANNF (Role Play)
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