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Influence of Customer Relationship Management Strategic and Service Innovation on Consumer Decision in
Commercial Bank Credit Card Selection at Lampang Province
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Abstract

The purpose of this research was to study the customer relationship management strategic, service innovation and decision in
credit card selection, including study of influence of customer relationship management strategic and service innovation on
customer decision in commercial bank credit card selection at Lampang province. The sampling was 352 commercial bank credit card
holders at Lampang province. It was survey research with questionnaire as research tool on descriptive statistics to analyze, means,
standard deviation and inferential statistics for correlation path analysis with smart PLS 2.0 M3 program.

The results for the research found that females between the age of 31 and 40 were government employers
earning between 10,001 and 20000 per month. Most of them own credit cards of Siam Commercial Bank which they use
nowadays. This card was Visa. People mostly use credit cards belonging to SCB. Using credit cards for paying bills less

than 5 times a month has a purpose of choices in order to pay emergent security. Decide to use credit cards of an
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experienced bank that has been working for a long time. Solving problems and barriers is our priority. Lower interest
rates, offering promotion and help in several social activities.

The outcome of research on customer relationship management strategic, service innovation and service selection
decision revealed that all factors were rated at high level.

The structural equation model analysis revealed that customer relationship management strategic had highest
direct effect toward service innovation, and followed by customer relationship management strategic had direct effect
toward decision on commercial credit card selection and service innovation had direct effect toward decision on

commercial cred card selection.

Keyword : customer relationship management strategic, service innovation, decision in credit card selection
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