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ABSTRACT

II

implementation of direct sales business. Second, to studied the impact of customer relationship

management implementation to business performance of direct sales business. Third, to studies

the relationship of structural’ business performance for customer relationship management imple

mentation. This study was used quantitative research method that data collection from 2,000 direct

sales who were employee at top 5 direct sales business in Thailand. The statistics was used the

structural equation model then focus group with the specialists of directs sales.

The result indicated that the information technology, organization, and market orientation

had direct effect to customer relationship management implementation also, it had indirect effect

to business performance via customer relationship management implementation. In addition, the

customer relationship management implementation had direct effect to business performance.



