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ABSTRACT

This study examined Sanook Dot Com’s process of loyalty building among website’s
users and its , and communication strategies. E-Loyalty and customer relationship management
frameworks described how to build relationships with customers on electronic media and a factor
increasing customer retention rates. Diffusion of innovations theory explain the process of
innovation adoption that includes knowledge, persuasion, decision, implementation, and
confirmation stages.

The researcher collected data through a depth interview and a participatory observation
methods. Interviewees were divided into two groups. They included ten executive officers in
product development and in marketing of Sanook Dot Com and twenty clients who use Sanook
Dot Com on a regular basis.

The result illustrated that E-loyalty and customer relationship marketing frameworks
explained the clients’ loyalty to Sanook Dot Com services. Sanook dot com developed products
and services that emphasized the needs of most users. They used 3-step process to build
customers’ loyalty. 1) Developedservices that met the needs of users 2) Created value-added of
services 3) Maintained relationships with users.

Diffusion of innovations theory’s innovation adoption process that included 1)
Knowledge stage 2) Persuasion stage 3) Decision stage and 4) Confirmation stage reflected
public relations strategy used to create customers’ loyalty. Four factors that made the customers’
loyal to Sanook Dot Com included 1) quality of the services 2) quality technical services 3)

quality customer relationship and 4) the positive brand image.
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Internet Users and Statistics in Thailand
Year Total Source
2007 13,416,000 MECZTEC
2006 11,413,000 MECZTEC
2005 9,909,000 MECZTEC
2004 6,970,000 MECZTEC
2003 - 6,000,000 MECZTEC
2002 4,500,000 MECTEC
2001 3,500,000 NSO MECTEC
2000 2,300,000 ISP Club/MECTEC
1999 1,500,000 ISP Club/MECTEC
1993 /70,000 MECTEC/Internet Thailand
1997 220,000 MECTEC/Internet Thailand
1995 70,000 NECTEC
1995 45,000 NECTEC
1994 23,000 NECTEC
1993  &,000 NECTEC
1992 200 NECTEC
1991 30 NECTEC
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