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Abstract
The objective of this research is to study 1) The customer relationship management

of private hospital in Thailand, 2) The performance of the private hospital Thailand from
customer relationship management, 3) Factors to the success of customer relationship
management of private hospitals in Thailand. Using qualitative research through in-depth
interviews. The data collection from hospital director and manager of private hospitals
involved with customer relationship management and data analysis using descriptive analysis
method.

The results showed that: 1) customer relationship management of private hospital in
Thailand. There are four key elements, including the customer value added, customer
convenience, customer creating specific and customization communication support. This
element of customer relationship management as well as the four most important in building
relationships between customers and businesses. 2) Performance of Private hospitals are
measured by two factors. External factors are profits and market share. The internal factors
include the promotion of innovation, budget planning and customers satisfaction. 3) Factor to
the success of customer relationship management of private hospital in Thailand that includes
the development of enterprise resource, managing competitive differentiation and
competency and capability of entrepreneur. There are the part in pushing for customer

relationship management in the private hospital success.
Keywords: Customer Relationship Management, Business Performance
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