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ABSTRACT

The purpose of this independent study was to study the customer relationship
management {CRM) software attributes needs by entrepreneurs in small and medium enierprises
in Samut Sakhon Province. The samples were 120 small and medium enterprises in Samut
Sakhon Province. The sampling units were the employees who knew or had used customer
relationship management software, managers or owners of the firms. The data were collected by
structured questionnaires. The collected data were. statistically analyzed using frequency,
percentage, mean and conjoint analysis to rank the needs of the software attributes.

The results showed that most respondents were male, aged between 31-35 years old
and most held bachelor degrees. Most respondents were the owner of the firms and had more than
10 years of working experiences.

The respondents’ firm sizes were split equally between small and medium. Most of
them were manufacturing firms. Most head offices Jocated in Muang Samut Sakhon District.
They had 1-15 employees, had less than 30 million baht of fixed assets and their revenues were

not more than 25 million baht per year.



Regarding opinions towards CRM Software , most respondents’ firms used software
that could provide information about their customers. They had pleasure about their software at
high level and thought that customer relationship management software should help to collect
data about customers for relationship making purpose. The software’s price should range about
10,001-50,000 baht. It was found that customer relationship management software was not
necessary and they had no intention to buy the software.

When analyzed the needs level using rating scale, it was found that most respondents
needed all attributes at high level. The top three rank of the attributes were planning and follow-
up system attribute, fundamental system attribute and abnormal-event warning system attribute
respectively.

When analyzed the needs level using conjoint analysis, it was found that both small
and medium enterprises gave the top three importance of the attributes as following: price
attribute with price not more than 10,000 baht as highest utility score, sales and service

supporting system attribute and goods managing and inspecting system attribute respectively.



