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Abstract

The objectives of the research were to study 1) the effects of a customer relations
management on the customers’ loyalty to the green hotels; 2) the effects of social
responsibilities on the customers’ loyalty; 3) the relations between the customer relations,
social responsibilities and customers’ loyalty to the green hotels; 4) the influence of the
customer relation management, social responsibilities and customers’ loyalty to the green
hotels.

The research was a quantitative work using a questionnaire to collect data. The
samples were 400 Thai customers who had stayed in the green hotels in northeastern
Thailand.

Data were analyzed by a descriptive statistics, that is, frequency, percentage, mean,
and standard deviation. An inferential statistics used in data analysis was Pearson’s Co-
relation Coefficient, and a hypothesis was tested by a multiple regressive analysis.

The research found that the customer relations management in light of attention
and relations with customers had a positive effect on their loyalty at a statistical significance
of 0.01. Social responsibilities in light of environmental management and good care for
enterprise had a positive effect on the loyalty at a statistical significance of 0.01. Fair
entrepreneurship or business ethics had a positive effect on the loyalty at a statistical
significance of 0.05. All independent variables could predict the customers’ loyalty by 73.8
(R* = 0.738)L

Keyword: Customer Relationship Management, Social Responsibility, Customers’ Loyalty,

Green Hotels
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