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ABSTRACT

Emerging of Technology development stimulate intense business competition.
Only customer persuasion is not enough for wining in the market. The organization
must focus on customer and understand the true insight of customer for competitive
advantage, Therefore Customer relationship management is the tool that organize
must use. Customer relationship management on social media is the additional way
that many organizations in another country use to increase customer relationship
management performance. Regarding the open communicate level and small fixed
cost characteristic of social media. However, in Thailand customer realationship
management on social media not trendy way at all because they not certain that
social media use at work can truly increase customer relationship management
performance and how the way to apply it. Therefore, to understand effect of social
media use at work on customer relationship management performance and another
factor that can help to increase customer relationship management performance on
social media use at work. The researcher conducted quantitative research and used
questionnaires to collect data from 200 representative samples of this research and

then use hierarchical regression analysis method for analyzing the data statistically.
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The results show that social media use at work can increase customer
relationship management performance and the best way that can improve customer
relationship management performance is supported by trust and knowledge sharing.
So, this result can help the organization to choose the best way for improve customer
relationship management performance by stimulate trust and knowledge sharing in

organization via social media.
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