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Online Social Media, Service Quality, and Customer Relationship Management (CRM)

Influencing TheDecision Makingof FemaletoUse Nail Salon in Bangkok
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Abstract

The purpose of this study is to extend further understanding of online social media
factors, service quality, customer relationship management influencing the decision making
of female to use nail salon in Bangkok. The population is female who use nail salon. The
sample group is Bangkok female citizen from the population. The sampling method is
probability sampling and questionnaire was use as gathering method. The total number of
questionnaire gathered was 400. Independent variables include online social media, service
quality, and customer relationship management. The dependent variable is the decision
making of female to use nail salon in Bangkok. The statistical analyses are descriptive data
analysis including percentage, median, standard deviation and inferential statistic which is

multiple linear regressions is applied to this study.
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The research has found that online social media factor, service quality, and customer
relationship management are the main factors that influence the decision making of the
sample group. The results from the sample group shows that customer relationship
management was the most important variable on their decision making process, followed by

service quality and online social media factor at the statistical significant level of 0.05.

Keyword: OnlineSocial Media, Service Quality, Customer Relationship Management (CRM),

Decision
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