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# # 4985053228  : MAJOR PUBLIC RELATIONS
KEY WORD: CEM / CUSTOMER EXPERIENCE MANAGEMENT / BOOKSTORE

KORNWIKA RODPHAN: CUSTOMER EXPERIENCE MANAGEMENT FOR
PUBLIC RELATIONS IN BOOKSTORE BUSINESS. THESIS PRINCIPAL

ADVISOR: Assoc. PROF. PATCHANEE CHEYJUNYA, 160 pp.

The research on Customer Experience Management for Public Relations in Bookstore Business aimed to
studyl) the customer experience management process; 2) problems and obstacles in customer experience
management 3) the participation of the customers towards the activities and 4) satisfaction of the customers towards
the atmosphere of the bookstores. The five bookstores under study were Se-ED Book Center, Naiin, Chulalongkorn
University Book Center, B2S, and Kinokuniya. The research was qualitative. To collect the data, an in-depth
interview with 50 samples chosen from the customers of the five bookstores, non-participatory observation and

documentary research were used.

The findings were as the followings:

1. The process of customer experience management of the bookstores was different. There were
two ways of management. One was physical experience management; the other was emotional experience
management through sale employees, printed and electronic media whereas public relations practitioners were
responsible for communicating the activities relevant to the customer experience management to their customers in
order to cope with goal of the organization.

2. There were two management problems they were facing. One was the front-line staff and their
services. The other was the customers. To solve the problems was to have a training for the front-line staff on how
to building up a good relationship with their customers.

3. The customers participation in the activities organized by the bookstores, most customers knew
about the activities they participated by walking ‘and participating in the new product launching event. Most
customers were satisfied with the themes of events.

4. The customers were satisfied most with the atmosphere of the bookstores especially the ones

whose branches were in department stores where they could use the services and the products conveniently.

Department Public Relations ~ Student's signature......... 1t 0’”"//’[/@‘#’”
Field of study Public Relations Principal Advisor's signature..../?/ffé’.”ffi% ......
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