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Abstract

The electronic word-of-mouth (eWOM) generated customers’ awareness, thereby
accelerating purchase decision-making. This study examined the relationship between
customer relationship management (CRM) and electronic word-of-mouth among customers of
used car dealerships in Hat Yai District, Songkhla Province. The objectives were (1) to
investigate the level of electronic word-of-mouth among customers of used car; (2) to examine
the relationship between customer relationship management and electronic word-of-mouth;
and (3) to compare electronic word-of-mouth across customers with different personal factors.
The sample consisted of 400 customers of used car businesses in Hat Yai District, Songkhla
Province, selected using convenience sampling. A questionnaire was employed as the data
collection instrument. The statistical techniques used for data analysis included frequency,
percentage, mean, standard deviation, multiple correlation analysis, t-test, and one-way
analysis of variance (ANOVA).

The results revealed that the overall level of electronic word-of-mouth among used
car customers in Hat Yai District, Songkhla Province, was high. Customer relationship
management was found to have a positive and statistically significant relationship with
electronic word-of-mouth, both overall and in specific aspects. By managing communication
between entrepreneurs and customers, it is the method of customer relationship
management that has the highest correlation with electronic word-of-mouth. The next is
building relationships with customers. Although understanding customer expectations and
implementing proactive follow-up strategies exhibit a moderate correlation with electronic
word-of-mouth (eWOM). In addition, the findings indicated that customers with different
residential areas, ages, and monthly income levels exhibited significantly different levels of

electronic word-of-mouth.
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