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AuN153ANIAINSVRgNAT (Customer Knowledge Management)
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AuAMRITNiNAYaIgNAn (Customer Loyalty)
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(Repurchase intention) (Aaker, 1991; Kim & Kim et al., 2008)
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Tacit Knowledge

Socialization Externalization
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Fle  Home Create ExtemalDats DatabaseTools Hep 0 Tellme what

All Access Objects® ¢ [=

Use this Access template to help track inf about your personal
and business contacts. Keep track of their company, phone numbers, e-
mails, and more.

Using the Contacts Database

B contactust e Feel free to explore the links below to learn more cool features, or dlick @
B weicome Get Started to begin.

@ Autobec : Need help? Like this or Want more?

2 seaen - Connect with the D Send us your.
Modules ~ : Access Community feedback

- m am

- 1Y 1 4
\weldveyagnAn

cuwhascanerams @ - o0 x

Tables

20 contacts

3 settings
Queries.

3 Contacts Extended

4 1 4 L 1 L 4 2/ 1 24
l.ll’i)ﬂﬂU.ﬁ’]"ﬂ31]5’1ﬂ{]WLI’]ﬂ']\iﬂi)UOWLﬂﬂlﬂﬂiOﬂ‘Uaga
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6. mihsedmiunsendeya

e B Contact Management Database

7. thdeamaiiugunmanansadient

Add ievtiaelviiengunwiisedns

a8 Contact Managesment Datsbase

Fle Mome Creste EdemalData DatabaseTools Help O Tell me wh
X Cut 2l ascending %9 Setection~
- wai | pae 3 copy firer B4 Descending 1@ Advanced >

* <& Format Painter 59 RemoveSort Y/ ToggleFiler |
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a3 B  Contact Management Datsbase

& ca v 5l Ascending i Selection~ | I
= i zy = =

' B Contact Management Datobase

e Home Crests BdemaiData DatabaseTooks Hep O Teime
9. i % } ? 3l Ascending A7 Selection ~

st cner 24 Descendng g Advanced v
- v FomstPainter 40 Remove Sort Y Toggle Fiter

A
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8. N 1 wnfesstuiinuasiiudeyasaly vivena

mn@sInIvuTInLaviasadu

. B Contact Management Database
Fle Home Creste £demaiDeta DatsbaseTools Help O Tellmew

9. = E] X cut

@ - Paste qacap\"’ Filter A
v Fomat Painter

Undo | Views Clipboard 3

9. AWIOAEN

5] Contact Details X

Last Name

Company
Job Title
R S E-mail

L

Category
I o
Street 99 a.ymsuaIMahe 1 vau vnatEsandasia 08.30-11.00 u.
16 unNNISINA

city [ueagotu |

State/Province [ ngorvm ]

Zip/Postal Code  [10170 |

Country/Region [ |
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10 MIFengenutsyagnAlaeEemuiIsnys Aand U5y

TN IBIMUANUAN

- o X
. Creste EdemalData OatsbaseTools Help O Tellme what you wantto do. :
X ca v 2l Ascending A Selection ~ B e > Totats % Replace
Q. | poce DB Copy fier B4 Descending g Advanced > ' Rt BB Sove Uspeling | gag > GoTov { 5 I u‘ .
- v < Format Painter 30 RemoveSon Y ToggieFiner | ANY X Delete ~ Bl mtore~ B Setect~ S
| Undo | Views Clipboard L] Sort & Fiter Records Find orm = o
| P 5 contaclist X | Oisectory X | S 5 — = : 2 7 x

127172565 Page 101

udissnnn

21/3 mj 9 owwpsnemasng 1 Bassbio

vhuoafiams
0 twaak 10170 'nes bassnatt@hotmail.com
Home

098-098-9896 & 089-411-4364

qaniaayws ungt

99 12016 Bassbio
shawng

wanafelu, navm 10170 na hattayut@hotmail.com

Business Home Mobile

098-098-9896 - 086-756-0048

11. M33engayalnsdwy Aind 3wU3NgI8N15B Uaziuasing

Ansiavaagnen

ag Contact Management Database

Fle Home Create ExternalData Database Tools Help £ Tell me what you want to do

FI=) C = = e
View t Y5 Advanced v (g —GoTov
i : 7 Al = —
Undo  Views Clpboard & Sort & Fiter Py K ok o 5
e g o T
All Access Objects® < |3 comattst x |19 owecton x [T PhoneBookbyGmup x| e ot N g e s = 25 o e g
Search.. : i
Tables ~ |
3 contadts
3 settings i
Queries ~
3 Contadts Edended | Phone Book
Forms e
E Contact Details
T contecttist | BUSINESS
3 weicome | -
Reports A
i piractory

127772568 Pagetott

I8 Phone Book ! [mr———

Macros ~
@ sutobxec

2 search

Modules A~
£ modhapping
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AsinaanIeIsunleluswnsy Excel wag Word
Weanszaznanlunsvilulsuinvienisuwludees

1. WalUsunsy Microsoft Excel WanmnuaiitIeaineenns

W s @) H @ 7 o - b T BTy
== E3RecordMaco | ] Properties | =
,%nuuﬁam Qg % ﬁguiv—m,.w

| Basic A Macro Security ins  Add-ins Addns | v Mode [EiRunDioi | &1 Refresh Daf

(2 VX 7 B wtera

Jquenmmn umd sed  minuszdiue minew darawen@hotmal.com 95 0. 198816 adedu oy 10170

P————— == ot 2 s T 2 .9 ‘3 ~
1
3 lowinoqus [emt  [Bestio dhovie |gnfrom) [RattevutBhotmal.com |5y/5 yyy hneszne o oy ? 1oim0joss-7s60048 |
b f L) [ " | | | i

¥

LA & 4 ¢ o & ¥
2. Yuiinuagsisrelnandeensvinlugiudeya

. Account.
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3. | UAlUSWNSY Microsoft Word wassiaamthnseaslmduuwuiueu lnedend Layout ->

Orientation -> Landscape
File Home Insert Draw Design

O B e

Sze Columns Line Numbers ~

v be Hyphenation ~

4. araavneisulagluil Mailings -> Select Recipients -> Use an Existing List

“ Al‘t°s°"‘. E 1—_"=Document3-Word - = P Search(A
= |

,File !-Ipme lnsert Draw Desngn layout References Maings Rewew Vlew Help

EF%‘“.:% E%%..Z&R

Envelopes Labels | Start Mail | Edit Highlight ~Address Greeting Insert Merge

0

§ Merge v Recipient List Merge Fields Block Line Field v [?3 U
i i
L - 7 Type a NewList... B i
oy *5 161718191 1

= Choose from Outlook Contacts...

¥
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5. 139nINg Excel Aladuinlinnudan 2

Gl Select Data Source

€ > v 1 > MisPC > Deskiop > sy v C P Searchan

Organize v New folder

Date modified

11/7/2565 2312

12/7/2565 17:47

> B Documents
> 4 Downlcads
8/7/2565 8:40
> @ Music
8 siiwin Km.docx /772565 23:12 Microsoft Word D...
> PN Pictwes i
6 whnouirvmiemessared doc 87772565 13:58 |
> [ Videos i

5/7/2565 17:53

Sesrch A+ Q) wonscancras @) & - 8 x

@ A @o) B BE- 5 documen - wo {
Fle Home Mset Oraw Design loyot References Malings Review View Help & comments | ([ERIEED
5 % Rules ~ «w || |
% % % . E ate: «<» 14 > P rrj
. Greeting Insert Merge 20 oteh Filds ) ind Recpient Finish &
tine  Fieidv  [B Update Labeis [ check for Ercars Meige~
Wiite & Insert Fieids Preview Resulty =
B $-0 8.1 .10 1 1.y 2.y -13-

PETORRE I




21

6. Muvidayafideansvilulzui vie wiheewavine sndudeyaifetesiugnimianlaaieli
Tumsvedlusunsu Excel uazidendeyaioswagniidesmaihinuansuniilulgninvie

¥39anNe 1nalufl Insert Merge Field wazldaniilseanaeanis

B Z B .
. Envelopes Labels = StartMail  Select Edit Highlight Address Greeting [insert e
! Merge v Recipients~ Recipientlist = MergeFields Block Line | Fieldv | [B Updateiabels | Results | [B Checkfor Errors
Create Start Mait Merge Write & If ) Preview Results

L - - -"--.--.-’.-g-.-x-.-z---'3-.14--‘-5-.4-“7.3 0 +1200 131 14+ 0 +15. 1 16+ 1 17+ 1 <18+ 1 +19: 4 - 20-

l%EMatchFidds Brasiiw @F:nd Recipient Finish & ‘
Merge~ |
Finish

=

|
|

|

Y T

~ ' i

arladeyamunmiuacil Insdeyassdlignuanniumsng Excel

fid
swnsgRamnssuUAlsl

76 ouustesnfivuen uninlania wadeuistun nt. 10100

v woedlnsfinde Mobile_Phone»

.

4o anuanas
Ao

LYHAYID (ORcER
dmrins
walusavidids
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7. AN | YoyaarQnUanInIumT Ny Excel

§3u  woeslnsfinsie <Mobile_Phone»
P

I9»  <UNEANE»

Cﬁﬂg}:)

UY<UY N> (YR YP»

POCT o]

sWalusuwdids

g5u  weslnsiinsde 089-411-4364
Aufnfma  udesssumn

99 D.NNSNUNAAY 1 ¥OY 16
URUNTNN (wARATY

ny

10170

22

nsviRevueisu anansahlulssendldiualavainvany TuazidunisRunmingssannuney

fosdnddlviiugndiuauinn mevithefewinaw msviaain uagbu g



23
Uselonifilasu

1. fiswdeyagniuustwgiifieldlunismaagiuuualiusing 9 14
winnufianuimnadilalunisianiseuivesednsuazgnanunniu
Iesuanuinngnaydwnaalu 4 Readuduiuazuinisessdng

andufinmssuiuargenivluesdng Tedwmaroawinualoud

LA A

anTuRBULAYSEEELIAT UNTIYINNY



24

Aaker, D. (1991). Brand Equity. The Free Press

Fidel Pilar, Schlesinger Walesska, wag Cervera Amparo. (2015). Collaborating to innovate:
Effects on customer knowledge management and performance. Journal of Business
Research, 1426-1428

Gebert H.; Geib M.; Kolbe L.; Brenner W. (2003). Knowledge-enabled customer relationship
management. Journal of Knowledge Management, Vol.7 No.5, 107-23.

HARALD, S., MALTE, D., LUTZ, K., & BRENNER, W. (2005). Rejuvenating Customer Management:
How to Make Knowledge For, From and About Customers Work. European
Management Journal Vol. 23, No. 4, 392-403.

Kyung Hoon Kim, Kang Sik Kim, Dong Yul Kim, Jong Ho Kim, uag Suk Hou Kang. (2008). Brand

equity in hospital marketing. Journal of Business Research, 75-82.

M., G-M., & H., A. (2002). Customer Knowledge Management. The Journal of the Operational
Research Society, 875-884.

Richard L. Oliver. (1999). Whence Consumer Loyatty? Journal of Marketing, 33-44.

Zhang, B., & Kou, Y.-J. (2009). Research of Customer Knowledge Management and Realizing
Process.National Natural Science Foundation

&

Tnea wsUsEaAniay. (2552). adregenmedusiu 1 6o Prosoft CRM. ngame: U3ty Aaid ddin.

Isemed Funfaunn. (2551). nansenuYeInUIMsEnANEIRYS serameinindues gnAtves
ganamdled dnmselindly Uszwelne ngrinusUSggnuinsgiia umiadie a1unin
nmsdamswaluladuaswidydidnnseiind

Audih uasduns. (2547). Yeduifinasiommufianslavesgninlunisuimsgnérduiusvesuion
funusenuasluvinoniaei . IngdwusuTyeu3nsssie umdudia a1yin1snann
UMY NITUAS.

YR GUNTUY. (2549). msuimsgniduiusuesiesayninmisaaavdnnindus Ussmelne.
IneinusUSygRalsmansumdudn arvimasaunanans
unIneNdualunusTsunE

Fudnd udaaufia. (2549). MsudmIgnAENLS. it Woevi. nyaw

BusAINg AR, (2555). n1sdnsanAduiuduasnisdaniaiuvesgne. unTinedy

welulagsvsnadnyays.



o
Jumsuthia

AU

UATSAN

Us£IRnNISYIY

Uszifvaitoy

UNMTNTIU TN
30 WeAINEU WA, 2512

FINUIU (5EAV 6) NURRIUITZUUIU
AUNRILITTUUSTURAS R INTUY Y

dhemdneinsuyed dinuimsnan
Wy s vIMIgsne e ImMsuImsiuyana

- e (33AU 6) UARRILITTULIIY
duiannsTUuNULaENINEINTIY e

dhaniwennsuyed dninuimsnan

- WiInAW (32AU 5) - MUNIWINSYARS
dgauvdmemineinsuywd  deuims

niwensuysd dninniwensuyed

- Wi (52U 4) - NUUITMITYRAA

dhouiwistuyaaa duianinensuyeg

- wilnau (szeu 3) Tun1sAt sudeslidn
uarndninalll  degsamnssulinenan
- nuRMARAAANY (UNIN) nGuRaARERiuY

dningaamnysilsl

25



