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Abstract

Background and Aims: This research is a mixed-method research, which combines quantitative
and qualitative research. The objectives are: 1. To study the level of business value creation
strategies implementation in management consulting firms in Thailand; 2. To analyze the
relationship between business value creation strategies and customer satisfaction 3. To study the
relationship between business value creation strategies and the adoption of innovation and
technology in organizations, and 4. To assess the influence of business value creation strategies
on the sustainability and growth of management consulting firms. This research is a mixed-method
research, using both quantitative and qualitative methods. The population of this research is
senior executives of management consulting firms in Thailand who have established operations
and have at least 3 years of service experience. The sample group used in this research was
selected using purposive sampling. The companies that meet the criteria such as having a clear
strategy, using technology or innovation, using consulting firms in Thailand, having appropriate
organizational size, and having executives who can provide comprehensive information.
Methodology: The sample size will be between 378 and 8 for qualitative data collection through
in-depth interviews. They were grouped to summarize the main points for consideration in
creating research variables and discussing the research results. The tools used for data collection
are questionnaires. The statistics used in this research are percentages, means, standard
deviations, and by using regression analysis consisting of 5 factors: satisfaction, innovation and
technology adoption, sustainability, business growth, competitive advantage, and business value
creation.

Results: The research findings were that the majority of respondents were female, in their mid-
career years, and in positions with medium to high expertise. The analysis revealed that business
value creation strategies in terms of performance measurement, innovation creation, and
customer relationship management were positively related to customer satisfaction, innovation,

and technology adoption, and were statistically significant factors influencing organizational
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sustainability and growth, consistent with the Value Chain Theory and the Resource-Based View

(RBV). Furthermore, competitive advantage also impacts business value creation, particularly in
areas like brand, customer service, and networking, which are key drivers of sustainable consulting
firms in Thailand.

Conclusion: Business value creation strategies, particularly in the areas of performance
measurement, innovation development, and customer relationship management, were found to
have a positive relationship with customer satisfaction and the adoption of innovation and
technology. In addition, these strategies had a significant positive influence on organizational
sustainability and growth. Furthermore, it was found that competitive advantage affects business
value creation, especially in terms of branding, customer service, and business networking, which
are key factors driving the sustainable potential of management consulting firms in Thailand.
Keywords: Influencing Factors; Business Value Creation; Management; Consulting Firms in
Thailand
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msliuinisedetos 3 Biuly

2. ﬂzjmé’aasmﬁiﬁé’ﬂumi‘ﬁaﬁmLﬁaﬂimlﬁﬁ‘iﬁmidmwumzm (Purposive Sampling) lagtaanann
UstmiifgaauAnsananme Wy dnsldnagnéitaau dnniumaluladviouinnssuunly Ald
USnsuismiUinuussmelne dvunesdnsimanzay waslfuimsiiannsalideyaldog1snsounay
wazdin1sAunmAINguiieg1alag A1 A1 G*Power LATIWIUNGUFATIDE199E 0L T8N 378 518
uay $1uam 8 e dwdumaiivteyadamnineiiunsduniuaidedn sl lddeyaiinainuans
wavATeUAgNUIZAUNTITelunN TR

in3esileflilunside

insesileflflumsideinsesiiofoideuina dudunslasnsairsuuvasuna (Questionnaire)

dufl 1 Feyamluvesuimsszdugs fuimssedunans visniivinudumsuimsdnnislu
Usinelng U 2566-2568
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dufl 2 Usgnaumedeyaiieinunagnsnisaianumnigsnanidnsnadeuseniusnwaunis
UInsdnnsludseinelng Jeusenausie 51 5 Jade Ao avufanelavesgnan nsdiuinnssuwas
walulagunld arudidusaznisiiulavesuivn anulaIeudnisudadu nagnsnisadenuaIvnig
3319

nsiusIuTtays

fAduifuteyalagldisnmsdudunafudoyaldun {uimsszdvgsveauioniivinwdiunis
Uimsdanslulsemalng Ansdidugsvediadunmanis wagivsraunsallumslivinnsediates
3 Yauly nduiedillflunmsifedaidonlngliisnmsduuuningas (Purposive Sampling) Tagidonann
USmiifgaauiAnsananmel Wy fnsldnagnsidaiau fnsineluladuieuianssuanld 4l4
Uinsuiemivinuussmelng dvunesdnsiimnzay wagilfuimsianansolvidoyalfedsnsoungy
FIUIUNGUFI0E199808 5EWI19 378 518 war 91U 8 918 dwmsunisiiudeyaldenmunIneIung
dunwaligadn

nsaTEideya

m3dngideyanslineideys Lmalmmﬂﬂwnﬂusanaumauaaﬂﬂﬂaumaaawaauﬂiumwu
Srunuitldmmunly assrununuuasuauituntistassiadoya uay ﬂauswa%auamawuﬁumﬂa
IﬂiuﬂiuaaaquaaﬂuﬂﬁamiLwanquﬂsvuauﬂwsﬂiuuaamauavaLﬂswuwmaga FaflswaziBunveinis
Anszideyaddwieluil

1. fuUsdase (Independent Variable) laun audiswela nsiiuinnssutazinalulagunly
Aty madulalugsia mnulduToudamsudeiu msaayadmessia

2. mIlasgidoyaistunineiadinssaunduiiugiu (Descriptive Statistics) ldur an
Yovaz (percentage) lumsinAmdnyurdILyARaTBN o ULUIADUNINALRAE (Mean) WazdIy
Jeauunnsgiu (SD.) Tudmaddnssaunadaildlunsmaaouauuigiu Ae nsisevinisanney
wygal (Multiple Regression Analysis) nsuuanadiadevesdeyadaduinnmaiulszanavediasm
(Likert scale)

3. MTAlTgiteyaRsITUNTIATsianneE NI NaLNENTAS IR MAMNISTATTIEVE N
HousInAivSnedunsumssanislulssmelng Tneldadfidanssamun (descriptive statistics) lunis
Ussenednvaglaeialuussnaudie A1¥eeaz (percentage) lun1sinAudnyuzdIuUARATRIL NBY
LuvUAsUALARAY (Mean) wazdruidouvuinasgiu (SD.) luduadanssaunadanldlunisvaaeu
auuRgIu Ao MTIATIZINIsanaeenvian (Multiple Regression Analysis

4. Yoquszasdlude 1 uagde 2 lIdeldinadamansunan1sfning (Hermeneutics) nAfiAnis
Ansrzviilem (Content Analysis) kagmAlian1siAs1ziidsgUily (Inductive Analysis)
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Correlation

AuUs AN lRYasgnAn (CS)
NaYNSN15E519AAAININGINA(BVS) Uszaunisal  n1susmisgndn nasadieuusua
VBIgNA (X2) (X)
(Xl)
N133ANANTS  Pearson 6117 602" 609"
AU Correlation
(Yy) Sig. (2-tailed) .000 .000 .000
A158519 Pearson 614" 644" 647"
uIAnssy (Y,)  Correlation
Sig. (2-tailed) .000 .000 .000
N1599N15 Pearson 565" 570" 560"
AMUFUNUSAU  Correlation
anA (Ys)  Sig. (2-tailed) 000 000 .000

o o/

** JlgdrAgn1eananTzau 0.01

a5197 1 wudArAndulseAvs avduiusuuuiisfdussninanagnsnnsaienuamag sy
mnufsnelavesgndn flregsening 560 fa 647 Fafiansanleinnagnsnisainanurmiegsie fu
nsianan1sAnlinenuy Msaseuinngsy n13InnsANNduTusSiugnaA Tanuduiusludsuiniuaiy
flawelavesgndn Mudszaunisaluesgndn n15u3n1sgndn nsadianusud egredidoddnmieaiiad
580U 0.01

sunAguil 1 nisivlnlugsiadaadenisadesanulfiuieudinisudstiu enisadrayasn
1195303 Tdnagin1seununagns

Ho : maiulslugshaliidmasionisairsmaliussuidansurstu ion1sadrsyarimagsia 19
NATINITINUHUNGENG

Hy « madulslugsiadawasenisaseaulfiuioudensudedu enmsareyanvnassia 19
NAUIINITINUNUNAYNS

adAfltlunsmaaevaunfigiu Aen13iinTiesinisoanesidudunyaa (Multiple Linear
Regression) T sesuanandediu 95% fafuazufiasaunfgnmndn (H, Yideudle Sigdaniosnit 0.05
Bssanmanaaounanslumsei 2
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M15197 2 UAAINANITIATIZMINaRaeY MItAulalugsiadimasenisassaulaseudnisuadu
W aN15a3194aAIM1953A8 Tdinaein1sununagns laeldnisinsigiinisannesidadunvan

(Multiple Linear Regression)

VaIAURUTUTIUY SS df MS F Sig
Regression 17.466 3 5.822 18.707** .000
Residual 123.245 374 311

Total 140.711 377

** fisgaullsdAyneananszau .01
INAITNA 2 HANITIATIEINUIT Msdvlalugsiaderananisaseaulaseulanisuyaty
[ioN15a$19yar1n19gIna Tdnawinsneununagns egraideddgynealiinsedu 0.01 uazaiulse

v v

AwIANdNUsEavEanduiusnmaula

o a ¢ a a 1 ¢ 3 vaa a ¢
A15999 3 Lananan1sAs1es NMsiulalugsia naeinisieununagns Tagld3sn1s3nseinis
ONOOYLTINYIAM (Stepwise Linear Regression Analysis)

fauds B SE t Sig
ﬁi’]ﬂﬁﬁ (Constant) 2.641 225 11.735%* .000
nagnsn1sIdCRMuUTD
SEUUUSUITAMUTUNUS 301 .055 5.488** .000
anA(SP 16 )
NagNsNI5IANIs
AMUFUNUSAUANANY Y .001
I Y 157 .049 3.223%*
HANAUFINITANINT
LUITUVBIUSEN(SP17)
NagNSNITAIYAAMI
ssnavaelanAiiuay
‘ , A .155 .058 2.666**
UANFASHATAMATILNG .008
U315 (SP2; )

r=.352 Adjusted R°=.117
R=.124 SE=.558

** JsgauildAgnananszau .01
a ¥ s = a v

NANTNA 3 HANTIATIEINUT MawUsnsiaulalugsianIunIsTIuaunagns (Xis) Aeusemi

v s 14

nagnsN1SIICRMUI BT UUUTMIANUAURUSNAT (SP1s) UTEMEINAgNSN13IANISANALTUSTUgNAT

Y
s 2/ 1% @

YIYNUANUAINITONNNITUUITUVDIUTEN (SP 17U Minagnsn1sasyarIniegsiaeligna
ANUUANFNALAMATIUNITUSNIT (SPo1 BEuTaYIWIENTAULRlUGSAa AUNITIURUNAENS(X;3)
ln3oeay 1.17 (Adjusted R?=.117 )
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ARdedlihamdudseansvesiiiuenndeuduaunsyhwenisiulalugsialdnasauni s auau

nagns(X;s) Ingldmziuunudsil
Y 4=2.641+0.3015P14+0.157 SP17+.155 5P,

HaN1339Y

nsfnwideaseiifumsfine Jadefifiavinarenisadnmuamsgsiavesuidmiiuinudu
msvimsdanislulsamelng aunsoagUnanisiselasd

NaNTIATIEiTeyalleviinsAdoUaLLRAgIY

sunAgIuil 1 mnufianelavesgnndmasionisairsaulfiuieudsnsudadu ensadyac
95579 Tuusemiusnwdunsuimsdans

1. auilemelavesgnindssasiensairesmuldiuisuBsnmsudsduiienisainayadmisgsie 14
naiUsEaUNsalvesgnaA1 nudl mnuiianelavesgnanlidwadenisasisanulauSeudanisud sdu
iiemsadreyarmsgsia Minasinisadauusudlifianuduiusi adunssiunguiudsdass og1el
Toddnymeadnfisesu 0.05

2. rwifianelavesgnindmwasionsaianuldiuioudensudaduiionisainsyadvmnagsia 19
\nassiu3nsvesgnAmUIn Anufianelavesgnindsaasionisaiisaaldiusudsnsudsduiionns
ad1ayad1megsia Tdnaeiusnisvesgnen danuduiusidadunseiunquiiudsdasy aeh wdideddy
MsadAfisziu 0.01 wazamnsaairsaumsnensalifudunsald Faainmsiesziannesidmmaa
anunsafavAdUsEAvBanduiusngauyiniy 117 fuuinisvesgniviedesarl1.7 %

3. avwifianelavesgnindwasionsaiemuiliiisuidsnsudeduiionisaiieyarimgsio 14
Inausinsas s w1 anaianelavesgnAndamasionisaiiannuldiusuidenisudeduiients
adagad1megsia TdnainisasisusuaiinuduiusiBadunssiundudiulsdasy egraildeudfry
MsadAfiszau 0.01 wazansaadsaumsnensaiidadunsald dsnmsiinsssinnuanaosids
wian ansnsafaAdUsEASanduiusivinty 2.1 fMunisairanusud

suNAguil 2 msthuianssuuazmaluladinld dsaronisadanuldiuoudenisudedu e
nsadsyadm1egsAe Tuusniiusnwisumsuimsdnnig

1. mynianssuuazmaluladanld dwwadenisairsaaildiuisudanmsudedu ensad
WaAm19gsna Tdnaeinsiaunduiuasussadaeilninudt msdwinnssukasinalulaguild lidewa
panisasienulailseudaniswyaty Tnaeinisimundudwasussyd e lndlidanudunusige
dunsafunguinuusdasy eghadidodfynaainfisedu 0.05

2. msthudanssunazimaluladunld dawasenisairennulsivisudanisurstu Wonisats
WaA1n195379 Minasinswauinszuiunisnudn auienelavesgnailidnananisasieniny
IdSeudensudsduiionisasisyadmagsia Tdnasinsimuinszuiuns ldfianuduiuside
dunsafunguiuusdasy egsdilivddnmeadansedu 0.05
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3. madinnssuuasmaluladinld dwadonsaiaanuliuisuiBanisudsdu ensadis
YarmM1egIna InaueinsimuInIsusmsInng wudt msdwinnssunasimnalulagunly ldwasonis
a¥umnuldiuisuidanisudstuionisadayadimnegsie Inusi nsiauinisuimsdanis laifl
mnuduiudiBadunsstunguiindsdass egnadlfoddynsadianisesiu 0.05

auNAgudl 3 anudsdulumsaiennuldiuoudenisuieiu dwadenisaiennuldiuTeuds
M3utstu ilemsaiayadmiessia TuuTEmiivinwsumsumsdnnis

1. mudsBulunsairsmuilfiuisudansudedu dmasensairsemuildiuisudansudety
ilemsasegamagsia ldinusiuinnssunisgsia nuin mnudsdulumsairesmnuldiuiouidanis
waladillal desasensaieanuliuiouiansudsty ensaiayadmisgsie Tnamiuinnssums
g3fe WiflmnuduiudiBadunsatunguiudsdase edniidoddynisadanisesiu 0.05

2. amudaulunisaderuldiuioudanisua ety dearenisasisnnulimuseudenise 9ty
iiemsadreyarnisgsia Tnsdammsweinsnuin mwdsdulumsairsmnuldiusouidansudedy
laidanasanisasrennuladseudeanisuuetu Tonauainsann1smsnenslainnudunusidadunsany
nauFuUsBasy etnsltuddymaeadaiisesiu 0.05

3. amudadulunisadieeuldiuioudanisudedu dearenisasisnuliuseudienisudadu
Wiensadnayadnsgsia Tdnsiannsdndusiiiedanndonnuin anuddulunmsairsanaliie

a

FamsusstulsidsnasionsaiisrnuldiuseuiBsnsudedu emsaiayarmiessia Tnusinisiamn
wandasiiodsunden liflanuduiusidadunsafunguiulsdasy egraltvddnymeadaissiu
0.05

sunAguil 4 maivlelussivdmasonisadianuldiuiouBansutstu iensasreyanma
5379 Tuuismivsnwdunsuimsdnnis

1. madulslugsiadamasienisaiiannuldiuoudsnisudedy Wonsarsyadmagsia 19
\naueinnsnaafdsianuin maidulalugsfadawaienisarsnnuliiuToudansudety enisaiis
WaAm9gsna TdnawinsnanddviadanuduiusiBadunseiunguiudsdase egniidudAynieata
flsgdu 0.05 annsafuAdIUsEAvsanduiudnvaainiiu 1.3 dumsmaiaddva

2. maiulalugsivdsaaonisairsauldiuioudanisutsiu et sadrayadmisgsiae 14
nassimsadanusudnuin madulslugsiolidmadenisairseaildiuToudanisudedu ensada

o w

WaA1M9gIna Minaeinsassusualdinnuduiusidadunsaiunguiiulsdase egraldedAgmng
afiATisziu 0.05

3. maiulalugsivdssasronisafrsanuldivieudenisudedu ensadiaarmisgsia 14
inasinsWansandeinuIn maAulelugshlidmaiensairemnuliuioudsmsudsty wenns
a¥1yar1m9gsia Tdnasinsimundadae iianuduius Badunsaiungudiulsdase egredl
Toddnymeadnfisesu 0.05

a. maidulalugsiedsmasronisairsaulfiuisuanisutsiu Wennsadayannisgsie 14
nassinsNaLRLnagnsnuin madulslugsiadawasienisaiemnuliiuisudsmutstu Lilenisads

[13/17]
Citation: Chiambanchong, A., Satchanan, S., Chantanasiri, S., & Phuwakeerivat, A. (2026). Factors Influencing on Business Value
@ OOE Creation of Management Consulting Firms in Thailand. Interdisciplinary Academic and Research Journal, 6(4), €294644;

B ho tiD DOI: https://doi.org/10.60027/iarj.2026.6294644



https://so03.tci-thaijo.org/index.php/IARJ/index
https://doi.org/10.60027/iarj.2026.e288473

Interdisciplinary Academic and Research Journal, 6 (4), July-August 2026 ey
Old ISSN 2774-0374: New ISSN 2985-2749 ! it

Website: https://so03.tci-thaijo.org/index.php/IARJ/index

Avrticle 1D: €294644 .
@ Scilit

WaA1mM19g3na Tdinaeinseununagns egreildedidyneadifinszau 0.01uaga1uTaAIUIUNNIAN
duUsgAvsanduiusnnanintu 1.17 AunsIeuEunagns
AuNAgIun 5 anulaSeudsnsudsdudaadie n1saseyaInegsia luusennuinwaunis

UIMSIANT

1. anuleUToudanisudsdudanans NMsasayarmegsnaldinaeinisiivinnssuanulaieu
Wansudstudanasie nsasyarmiegsialdinaeinisiiuinnssulianuduiusidadunsaiunguiiuds
Basy egnfltuddymnsadnfisysu 0.05

2. Al euBan1suyadudanane N15as1eyanIn1egsnaldinasinunInYeIuTNIT AN
IUSeudensudsdudanane n15asayar1vagsRaldinaEiaunImYeIUsns danuduiusidadunss
fungusuusdasy egiitivddnymeadaisedu 0.05

3. anlalUSeulansudetudenanie nisasyarmnegsialdinainisusnisgnAnanulaisy
Wen1sudedudananis n1sasieadmegInaldinaainisuinmsgndn danuduiusiBadunssiungus
wUsBasy egnailifuddyneadnfisesu 0.05

4. anlalUSeudeansudeiudmasnie n1sassyarmegsialdinadiiasedisanulmuseudenis
wistudanasionisadrsyadmisssialagldinasinietisedfituddymsadaiseiu 0.05 (F =
539.068, Sig. = 0.000)

5. anulauTeulenisudeadudanans nMsadiagariniegialdinaeiuusudvesuinig Han1s
Tasgrn1sanaeeadunvan (Multiple Linear Regression) 5enine AulalSeuienisuaedy fiu
nsaseyan1M1egsna lagldinuel wusuAvesuInTg nudwuudtassnsanneslaesiuddedAgnia
adAfiszdu 0.05 (A1 F = 832.600, Sig. = 0.000) wandlimiugn anuldiSoudenisudaduiidnsnase
NsaseyaAImMgsiaeg1aldydAgnaaia

6. AulaUTouBan1suyadudanasie N1saiyaaAInIegINAldINUglATIAT 1R UNY KaNIS
BnTeinisanoeedudunigauantbiiiuin anuliuieudnisudsiulifidvinadenisasnayac
magsnalaglfinasilassadafunuedieiifodfayaaiffiszfu 0.05 (F = 0.980, Sig. = 0.402)

aAUsena

1. enwiienelavesgnan d8vSnasenulauToudanisudaduluuisnaet Wy Aunsuinig
anfuazmsaausud usilidawalusnudszaunisaigndn Geagiieuinesdnsdafiosiaun *Customer
Experience Strategy" TiAsueasBetu (#0AAABINU Parasuraman et al., 1988)

2. mathudnnssuwasnaluladinld lidwmasornulaeuganisudaduluyniiu enaaeviauis
HyvnsiumalulafinlilagviansysannisiBanagns Jsaenndoaiuaiuues Grant (1996) fiszyin
ninensmalulagiissegiufeliaunsoainanulauioudadstulimnludinsuinsinnisdng

6 1
gNgII
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3. Anudsduvesesdns delddmasanisadayadiniegsivegaivuddny wandlii udiuums
ANudBuvesUT¥nnUInuingdiegluszevisudu Fanseiuseauves World Bank (2023) sy
Usnilsnuluelieny fueendedldduinseuun1sinn1snudsugainagnsidniau

4. maivlalugsia dswaensairsyadmegsialusumsmannidvauaznsnauunagns s
wansliidiudaunumddgyresnaluladfdialunisverenaiauaziindaninuaiusalunisud sty
(@amPaeanu Kotler et al., 2021)

5. AnulalUTeugan 1wy d8nsnasdalidediAyronisasiayaninisgsialunaeiau
winNgs AMNIMEILINTT NMIUINISINEn 1Tety uasuusuRveIENT eniiulassadaduny ei
“msaayarriununazinngsy” Wumeilaadunitnisudedususalugsiaiuinw
(Porter, 1985; Barney, 1991)

nanlagagy wan153dsiinend1in nagndnisadnmamegsiafitugnd uinnssy uazns
Naurudenagns 1udadeddyiidsmaieniudsdulazmsairesyarmisgsiavesuieniiusnudu
sudmsdanslutssmealng mawdsduluswanaglifuegiu fuyus iissedrafien udasiuogiv
mnuannsalunsairsnuafiunnaauardadu i uinnssy melulad wasanuduiudszezenidu
anA

daauaunus

(1) Yerausnuzideululovigsunagnseadns viEnAUIAwIATsTALT uiRnssuuINg uay
a$19 uusuABsnAn Ragvieunnuilsaviqraniziny Weaiwadisliiugnadumaluladuaz
uinnssu msawpuluszuumaluladansaumadisiadudnenminunisiinseidoya (Data Analytics)
LA¥N139AN13AINMS (Knowledge Management) A1UUAAINS @S uinuevesfivsnwldauisald
welulafuaziiesilondsia erfinszansamlunisliuimsiuannudsdu msysannisunin ESG
(Environmental, Social, Governance) funagnénisuimsdnnis ileairsnuamegsiasyezen

(2) Torauokuzdudsulauislarnsuimsiuseavuleuneesans astiAudAgyAun1Tase
AMAIMINGIAHIUNITANATY WINNTTULAZANNINYBIUINNS Tnedwueliidunisluiisandnues
83An5 (Key Performance Indicators: KPI) 101 dndauveslaseinisfiinistnausuianssulu nie
azuuunfianelavesgndn uazasdenlosfuszuuraneuuuseussgslavesniinay enseuls
yaanInnsERuAsEmindannuddguesnisaiinategdelies uena1nil esdaRasuyszann
Uszdliiteariuayuianssunsidouasiimun (RD) uasmsiimuwansasivdousnisimianglinesu
daaiuuinnssu (Innovation Fund)luAMuNagnsNISUIMITUUTUA BIANITAITAINUAAEUVBINUBEYNY
FoLau (Value Proposition) 19y “Anuidenynaidnagnsmug funiseenuuuuinisideuinnssy”
wiowsdeashunsdifnynasnanuiiuszauarudiients Weaumudeiiuuignéduar]dduld
dudy mueiunsInriseuuUsedun1suiuusud (Brand Awareness wag Brand Equity) iuusedn
nnd ieavisunisiiulnvosnaansgsnolugsNesveInaludureInIsvesL A3 et eidanag s
(Network Building) Q’U%MﬁmﬁmG;i’lﬂﬂil,l,ﬂimmms'mﬁa (Partnership Program) Auaa1dun1s@nen
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(3) TarausiusUfuAn1sluseiun1suusnig AsliaudAyiunisesnikuy Ussaunisal

93N (Customer Experience) atnsiduszuy Tnstsuannisassusudidunisuszaunisaigndn
(Customer Journey Map) dw$uuinmsmdnvesesdns ileszygaiimsuiulguazasmuiiisidalunis
GRRNCIR Wail AI5LLIRSYA WU Net Promoter Score (NPS), Customer Satisfaction (CSAT) wag
Customer Effort Score uldifudailun1sfinmunawazUseifiudszdnsamvesnishiuinisedns
siowflosuonand msysanmawaluladasaumaditunszuaunisliuing wu nisiszuuuims
ANUFNTUSgNAT (CRM), 1139AN13A143 (Knowledge Management) Wagn153tAT181idoya (Data
Analytics) un1d1it eafuayunisldAusnwieg i ussdns anuaziduifsdoya (Data-driven
Consulting) sauviswanaIasile (Toolkits wie Templates) dnsuiufiusne ieviunumdosialy
N159ONLUUUINITLAZNITIATIENAIIUA BIN1TVRIGNATIUAUNTNYINTUYWE BIANTAITHRUILKUNT
UIMsnarsnwyaaInsfidifneaiw (Talent Management) lasdnliinisiineusuetssoiedludiu
WInNITU AR MN¥eNIT80NRUVUINNT kaENITUIMIANNANRUSAUgNAT niauduasradunis
At luedin (Career Path) uagszuuussgdladmiuiivinwenlaniofidoavgy esnw
yrannsifiawanmnsalifuesdnslussezen

(4) Forausuuzisianauaznsaamaniielinisdidunagnsussarastiaiuseansam A
A éfﬁ%ﬁ’@wamu@qﬂaqmé (Strategic KPIs) wagdnvhszuufanunassraiiuszuy dafafimungay
W gnsinsiaulavessiglaainusnislug dnsnisdedyaivesgnaisedidy Savavveanuild
waluladvienszurunsuianssy wagssduanufisnelaveagnd uenani asdaviiseaiunanis
Atiunudanagnsusydnlasuna (Quarterly Strategic Dashboard) dielddundesdiolunisusyfiunay

USunagnsegeminiamuaniniindounegsiafiuasuwlategiaue
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