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ABSTRACT

Independent study about the correlation on the affect customer relationship management has on
customer loyalty. Citi Bank wanted to conduct this study in order to: (1) to study the customer
relationship management of Citi Bank, (2) to study the customer loyalty of Citi Bank customers, (3)
to study the personal factors which affect customer loyalty of Citi Bank customers, and (4) to find the
relation between customer relations management and customer loyalty of Citi Bank customers. The
study looked at the public who had used and not used Citi Bank products and services before within
Bangkok city with the population of 5,676,648 people, the sample would be randomly selected using

Taro Yamane’s formula.

This independent study collected data from participants in the form of a questionnaire given
to people who had used and not used Citi Bank products and services within Bangkok city with the
sample size of 400 people. The answers were collected and analyzed through statistical methods such
as: frequency, percentage, mean, standard deviation, and test hypotheses by inferential statistics
Including analysis. This is done by conducting T-test, one-way analysis of Variance (ANOVA),
comparing differences through least significant difference (LSD) method with the significance value

of 0.05, and Pearson correlation.

The goal of this paper was to; (1) use the information analyzed in order to plan Customer
Relationship management (CRM) and implement marketing strategies accordingly with insight from
the responses with high opinions on the matter, (2) the brand loyalty of the Citi Bank customers

where the customers had shown to have high opinion of the attitude and behaviour in that order, (3)



compare personal factors with customer loyalty of the Citi Bank customers, the data has shown that
the different genders and occupations have different customer loyalty, and (4) overall it was clear that

there was a strong correlation between the Customer Management Relations.

Important: Customer Relations Management, Customer Loyalty
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