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Customer Relationship Management Influencing Supply Chain
Capability of Beverage Manufacturers in Thailand: A Mediating Role
of Customer Loyalty

Thawan Sungkhasujit'* and Preecha Wararatchai®

Abstract

This research article in detail to 1) the level of customer relationship management,
customer loyalty level, and supply chain capability, 2) examine the direct management
effectiveness of customer relationship management and customer loyalty on chain capability,
and 3) analyze the direct and indirect data of customer relationship management on chain
capability. This quantitative research by collecting a large sample of 324 companies using
stratified random sampling and height in the research sample of 10-20. The sample of the
research is usually viewed with 1 important general data of 290 people. Many important
statistics are structural equation modeling (SEM). The research results according to the
research found that 1) direct nutritional customer relationship management on customer loyalty,
2) direct continuous customer relationship management on chain factory performance, and
3) nutritional customer relationship management on chain performance of beverage
manufacturing business operators in Thailand. The research results found that the factor
analysis of the model confirmation according to the hypothesis was consistent with the empirical
data at a good level, as seen from the value ¥*=58.37, which was statistically significant at the
0.14 level (p-value = 0.16). The CFl value = 0.97. The benefits of this research can explain the
relationship of customer relationship management that influences the supply chain capability
of the beverage manufacturing business in Thailand: the role of customer loyalty transmission.
The results of the study can be used in management as a guideline for management to achieve

sustainable organizational performance.

Keywords: Customer relationship management, Customer loyalty, Supply chain capability,
Beverage manufacturers
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(Structural equation model: SEM) LagNa15aun
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winzauiinnadeluseduuin TAnafewindu 1 sl
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Ay ALRRY S.D. wlapanuvang
NSUSMIANAEURUS (CRM) 3.69 0.75 N
AUANFAveIgnA (CLT) 3.59 0.79 110
ANEINIag a1 (SCC) 371 0.77 N

Va o Vaa a 6 aa %
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16n1931As1¥98 Path analysis LWevinn1svageu
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ANMUFUNUSTENINFU AT UN15ANEII LT Y
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0.90 Fauansidusidnwladfiamludes

Anuduiusgaiuly (Multicollinearity)
(Pallant, 2010; Rubin, 2012) i?NﬁﬂﬂﬁVI@ﬂ@U
anududasyvesiaudsinanisaodn KMO
(Kaiser-Meyer-Olkin) WagA1 Bartlett’s test of
Sphericity Lﬁammaaummmmzammmju
FauUs wudn e KMO #ilé @e 0.918 Safindilng
1 flenumnzauiiaziuinssiesiuszneu
ANNN wazAT Bartlett’s test of Sphericity
HudAgyn19ada (Bartlett’s Test = 10213.301,
df = 136, Sig = 0.000) fatiu FuUsimand
LifidgminnazsaumyIsdanummgauiag
aunsatrludiasigilumanisinnarluing
TSRy (Hair et al., 2006) wandlu
AN519 2 el

M15199 2 Wvsndandunius Anade dudesuuninsgiuresiiulsdunalivedlunanisin

(n=290)

CRM 1 CRM 2 CRM 3 CRM 4 CRM 5 CLT 1 CLT 2 CLT 3 SCC 1

CRM_ 1 1.00

CRM 2 80 1.00

CRM 3 76 76 1.00

CRM & 69 80 71 1.00

CRM 5 76 .80 81 76 1.00
CLT_1 73 .80 74 85 80

1.00
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M15199 2 Wvsndandunius Anade ddesuuninsgiuvesiiulsdunalivediunanisin (ma)

(n=290)
CRM 1 CRM 2 CRM 3 CRM 4 CRM 5 CLT 1 CLT 2 CLT 3 SCC1 SCC 2 SCC 3
CLT 2 .76 N .78 71 .85 13 1.00
CLT 3 .73 .69 .75 .62 .78 .70 .86 1.00
scC1 71 75 .80 .67 76 72 .80 .76 1.00
scc2 75 .79 .79 .75 .98 .78 .84 75 .83 1.00
SCC3 73 .95 72 .78 7 .76 73 .65 75 .82 1.00

Bartlett’s test of Sphericity: Chi-Square = 10213.301, df = 136, p =0.000 KMO = 0.918

VHNBUR : ** p < .001

HaNTILATIERlULALlATIES19BNE AT
Jadunisuimsgninduiusiisiviwasenin
mmsa%’wwmsJwuéuaqqsﬁaamswamm%ﬁﬂu
Uszwalng: unumlunisdsiiuaesaiudng

UBIYNAT HANIATIVADUNUTN A1 chi-square =

52.19 ftfudfyneadffisziu 1.21 (p-value
0.15) A1 Chi-square/df = 1.21 A1AvTInAIM

NAUNAULTIENTS (CFI) Wwindu 1.00 A
futiaanunaunau (GFI) windu 0.97 wagA1sin
fiaevosrnisnnunaInAae U adeweInIs
Uszanaua (RMSEA) winfiu 0.02 dtlynaniu
nasiivsvenldiaaliiuaenndenauniy
fudeyaiBelszdny (Hair et al, 2006) uansly
a5 3 fadl

M1919 3 NANITAIIVADUAIINADAAADIVDIIAARILUUITNUSEINEAUFIWUUNG Ui

adanldlunsasnaey adiduaaild NAN1SRTN
Chi-square 52.19 HULN e
Chi-square/df 1.21 NN e
df 34.00 LN eI
p-value 0.15 ARG
AGFI 0.94 ARG
GFI 0.97 ARPTRLIT]
RMSEA 0.02 ARPTRLIT]

NANISILASILU DNTWANIINSTIDNTNA
N199UBALDNENATIN WUIFIUTTI D UBIA
U5ENaUVRIAILUTAIMALATHATNE VR IAL U0

v sadaa a !

sUaﬂﬂ’]i‘U%‘VﬁiQﬂﬁ?ﬁﬂWUﬁWN@WﬁWﬁﬁ’e]ﬂ’,!’]ll

aansadnnaeIvUYeIsIRIN THARLAT DR Y
UszwAlng: unuvlunisdaiiuvesenuinives
ana dANBVIENAVNIRTBVIENAVNIDRY LarBvEna
sulasuvsmuannigrunsides s1ei 4

H1UN13FUTRIANNNAINAUIATTINITEeBssansing (TCL) aglundu 2 avnuyvemansuazdinuaans

endeladanduazdnnaneisuy i inedesuigaiugium



Journal of Logistics and Supply Chain Operations (JLSCO) Vol. 11 No. 3 September - December 2025

M99 4 BNSwan1ansa (DE) nSnanneosy (E) wardnsSwasiy (TE)

faudsau
Susena R? SvEa N13UMIENAN AMUANAVDS
duus (CRM) gnAn (CLT)

AuAnAvesanA (CLT) 684 DE 851%%% -

IE - -

TE .851%** -
AMNEILNTaTWNAIY (SCC) 645 DE 688%** 423%xx

IE .195%x -

TE .883%** 4237

UBWR - **p < .05, DE nuefie 8Vsnan1amsa (Direct effect), IE vianefia 8nSwan1adou (Indirect effect),

TE vunedia 8nSwasiu (Total effect), 13aenung - nuneds luflidunisfiwesauauufigiunsive
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