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Abstract

The purposes of this research were: study service recovery strategy and
customer relationship management on customer loyalty in Nakhonchaiburin provincial
cluster’s hotel business. The research instruments were questionnaires data were
analyzed by quantitative research population was customers have used the service in
Nakhonchaiburin provincial cluster’s hotel business sample size 400 sampling method
The sample is calculated using probability sampling by using proportional stratified
random sampling. Compare the sample proportions from the population size in each
province. The data were analyzed by using computer software package. The statistics
used in data analysis were frequency, percentage, mean, standard deviation. and
multiple regression analysis.

The results were as follows service recovery strategy and customer relationship
management in terms of sincere apology, speed of service, recovery service
compensation, Helpful service suggestions, customer relationship building,
understanding customer expectations, public hearing, customer tracking and
communication with customers This has a positive effect on customer loyalty
Statistically significant at the 0.05 level. Moreover, service recovery strategy and
customer relationship management can forecast customer loyalty at 71.1 percent.
(AdjR2 = 0.711). From the results were as follows hotel businesses in other provinces
can adopt service recovery strategy and customer relationship management. It is a
guideline for practice. To respond to customer needs, make customers more loyal to

the hotel.

Keywords: Service recovery strategy, Customer relationship management, Customer

loyalty
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