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Abstract

The purposes of this research were: 1) to synthesize processes of student relationship
management with intelligent conversational agent platform to promote international
student loyalty in higher education; 2) to design the system architecture of student
relationship management with intelligent conversational agent platform; 3) to develop
student relationship management with Intelligent conversational agent platform to promote
international student loyalty in higher education; 4) to study the results of student
relationship management with intelligent conversational agent platform to promote
international student loyalty in higher education. The research samples where 30 students
in the academic year 2019, studying at King Mongkut’s University of Technology North
Bangkok.

The results of the research were that:

1. The process of student relationship management with intelligent conversational
agent platform to promote international student loyalty in higher education consisted of 4
main dimensions. Those dimensions are 1) Strategic student relationship management 2)
Operational student relationship management 3) Analytical student relationship
management 4) Collaborative student relationship management. The result of the
evaluation on the suitability of the process of student relationship management with
intelligent conversational agent platform to promote international student loyalty in higher
education showed that it is at the highest level (X = 4.85, S.D. = 0.36).

2. The result of the system architecture for student relationship management with
intelligent conversational agent platform has six components. They are as follows: 1) Users,
2) Smart device, 3) User interface, 4) Intelligent conversational agent, 5) The process of

student relationship management, and 6) International student loyalty. The result of the



evaluation on the suitability of the developed system architecture of student relationship
management with intelligent conversational agent platform to promote international
student loyalty in higher education showed that it is at the highest level (X = 4.93, S.D. =
0.15).

3. The result of the development of student relationship management with intelligent
conversational agent platform to promote international student loyalty in higher education.
The experts assess the efficiency of the system in five areas, which are 1) The ability to work
according to user needs. The average level of suitability is at the highest level (X = 4.68,
S.D. = 0.48), 2) Functional aspects according to the system function. The average level of
suitability is at the highest level (X = 4.86, S.D. = 0.38), 3) System ease of use. The average

level of suitability is the highest (X = 4.95, S.D. = 0.13), 4) In terms of system performance,
the average level of suitability is at the highest level (X = 4.69, S.D. = 0.42), and 5) Information
security in the system. The average level of suitability is at the highest level (X = 4.88, S.D.
= 0.30).

4. The results of student relationship management with intelligent conversational
agent platform to promote international student loyalty in higher education has 2 parts as
follows: 1) the satisfaction of student relationship management with intelligent
conversational agent platform to promote international student loyalty in higher education,
and 2) the international students’ loyalty towards King Mongkut’s University of Technology
North Bangkok. The findings of this research are as follows; 1) the satisfaction of student
relationship management with intelligent conversational agent platform to promote
international student loyalty in higher education showed that it is at the highest level (X =
4.66, S.D. = 0.48), and 2) the international students’ loyalty towards King Mongkut’s University
of Technology North Bangkok after usage student relationship management with intelligent
conversational agent platform showed that it is at the highest level (X = 4.64, S.D. = 0.49).

(Total 199 pages)

Keywords : Student relationship management, Intemational student, intelligent conversational agent,

Student loyalty

Advisor




ARNRNISUUIZNA

neinusadull dnsagaisedrauysalliiliosineauniied 19A8991ne1915¢
NUSnwIman 589M1@n5197158 A5.Udin1 5§l wage1a138NUTnyinenidnussiy

ANan3191358 A5 USYeyiunt daae Alansanbiduine wwifn Jetuue naenudedniiu

a

a9 9 suluuselovideg1ad wnauide 3385 any1ud luanuunniwazvansiu

YOUNTLAMYINUDITIAILAIUAITNOE 1N

Vs

HIT8UDNTIUYDUNTEAN T89AIANTINTE AT.NAaN WI82aTId TIMANLLARILAY

nyanbiiesfilulszsuaeudaaduinerinug wazvonsiureunszan as.fiyad guna

lwena Anznssunisaeulesiuinednusilaliauusinniinuasion1suiuugsaidell

ANAEANYTAIINEATY

[

YBNINVVBUNTEANH T8 IMA T 1wwnlunmewIn n Maviuiliaiueyasy

U o

Tun1suszliuesoaiionuide Tawuzdn wazdotauawusNidulselovudwinlianuide

afaldanuanysalungdu Musgudanuiiniioututvid dninauesnisud uag
g dynnaluladansaumaLasn1sd a1 an1sANY ANEATANENSAAAINNTTY
wmIngndemalulagnszasunainssuasinile NinisaduayukazduIsaNaeaInty

A5V InuSIuATal

etlidevensuveunseAnlnl 1150 A3 819158 IR W e Liteu o uazilaild

nanumnnuilagismae Timale wazdarnuiasleliauenn auduusaanduligide

va o

aunsainmuguassaldaulszaumiudnivluadel {39 vensiuveunszaandusgiegs

kY 9

11 o4 Tannadlene

Asanual WIsen



GUETY

Unengan1ing

UNANEBNIWDING Y

AnAnssuUsenia

A3UYAITN

GRRAVATEN]

Uy 1

UNi 3

unin

1.1 anudusniazanudrfuestym
1.2 TogusvasAvasauie

1.3 @uuRgINURINITIdY

1.4 YRUUATDNIUINY

1.5 feudnsianig

1.6 Uselpwifinnineslasy

1.7 ADULUIAANITIVY
lnasuazeATeiiieades

2.1 M15IANISANNEURUSINANEN
2.2 UnANWIRN9YIRA

2.3 LDRUARUNUNDIRSYY

2.4 anudanela

v a v =

2.5 AnuinNAUeInAnY)

2.6 AR e

WNTALTUNTITY

3.1 syeril 1 MIdaasigsinssuiunisnisdanisauduiusdndneeie
wnasrlosuoluRauLSInS s ilodaaSunnudnvesdn@nwaeiily
FEHUQANANY

32 svezdl 2 niseenwuvaninenssuunanosulel R AU IS B

WeduasuanuinfveinAnyinanalussduaaufng

a

3.3 58889 3 NISHAUILNAANDSULDLIUAFUNUID RS UL DFLAS LAY

fnfvestinAnwisenaluseiugaudne

YU

Lo

= 2 2O

e NS, TG T - N NN

LW oW NN =
W = 00 U N O,

36

38

40



UNN 4

UM 5

#1508y (si0)

3.4 s3zil 4 MIANYINANITIANITAUENTLSTNANw A IunansILe
LURAUNUIT RS BELR adLas AL NA U9l nA nwIn 1996 T
JEAURANANY

NaN15I98

4.1 HaN1SAIUATIERNTTUIUNITAITTANITAMUTUN WS WNA NwIA28
wnannesuelusaUILISIRS xfieduasunusnivesinAnwinieiily
JEAURANANY

4.2 HaN15BNWUUANITAENTIUNITIANITANUTUNUS WNA NWIA e
wnannesueludauILISIRS vz fieduasumusnAvesindnwinieiily
JEAUQANANY

4.3 nan1swaLILNanes LR aUUNS IS Bzl pdES uA LS NAve
Un@nwseniluszaugaudnm

4.4 {aNSANYINISIANITANUEUNUSUNANWIMLNAANDITULDLIUA FUNUN
Ssuzifledudiunnuinavesindnuirnanalusydugudn

a3u 9AUTIEHA UazdalauauuL

5.1 a3y

5.2 aausiena

5.3 YoLaUDLUY

UIIUIUNTIN

ANARUIN N

UMY UTHEUANUMIZEY

P LEREVVAR IR ARGl

AMANUIN U

wsesdlonldlunisinusiusiudeya
WUVUSZLUAMNUMLNE ALUBINTEUIUNITANTIANITANUAUNUSUNANWIA2E
LWAANBDSULDLAURAUNUID RS YLD AL UANUANAVBITN AN YIR19U IR LY

JEAURANANY

YU

65
66

66

72

80

91

95

95
101
106
109
119
120
123
131
131

132



AMANUIN A

NANUIN

#1508y (si0)
wUUUsEiuANUWINTaNdTReNISUNISIANIS AN US TN AN
Feunanrlosuausaunusidesiieduaduamusnivesindne
A IRLUEAURALANY
WUUUTEEIURANISHAILINITIANISAMNENNUS TN AnwImaunannasy
usaunuSagsuzieduaSunusinivesindnesnenily
JEAURANANY
wuuUseliuanufianalavesin@nwananfnen1sennIsANEUNUS
TnAnwseunasrosuiolausaunuisndoiiodaaSunudnives
Un@nwsnsluseiugaufing
LuUEsUamANLSNRvesTnAn BRI ARe N INe1de 1309 N3
Fansanuduiusdn@nmsmeunanesuelauiauunSaassiiie
duaSuanuinfvesnAnwiinsndluseiugaudny
Adansldaunmsdnnisanuduiusinfnwismeunanesuiorus
aunusaasuzifieduasumuinfvesindnwsnnily
JEAURANANY

A Yo aAa ¢ ]
UV]?]'J']@JV]I@iU@WNWLN?JLLWi

YU

139

149

178

181

185
189
199



#1305yM1979

AN5199

3-1

3-2

3-3

3.4

4-1
4-2

4-3

a-4

4-5

a-6
a-7

LUININITANAUNITIVY
AN5EILATIEIBIAUTENBUVBINITINNITAMUEUNUS TN AN WY

nsdupTRmauRnUUsEIINaaTugauAnuInsnelazansUsene

F19819N159DNLUUAINNLAE AR UAINSUNITIANITAIUAUNUSUNAN Y
FaunannlassusauuSIgsusiiednasumausnivesindnwaied
luszaugaudnw
NANTSHILATITINBIAUTENBUTBINITIANITAUANNUSTN AN
NAUSLLUAMUANIZEUYBINTEUIUAITANTIANITANUAUNUSUNANWI ALY
wnanresuoludaunuISIasusfieduasuauinAvesin@nwisiaily
SAURANANT
NaN15N15USLLTUANUNUNZENYIdn1URENTIUANTIANITAMUFUNUS
YnAnwisasunaniasuiolaudaunuisansosii oduasuainuinives
UnAnwienluseauaau@ne

(89AUTENDUTIN)
NaN15N15USLLTUANUMUNLENYIAn1URENTIUANTTANITAMUFUNUS
YnAnwidiounaniaduaiaudaunuisansssiil oduasuanudnives
UnAnwiinsmluseiuaauAnw (ukenaueidusEnav)
NAN15N15USLLTUANUMUNLANYRIAD1URENTIUAITIANITANUTUNUS
YnAinwidasunaniasuolaudaunuisansosii oduasuainuinives
UnAnwisdnswflusedugaufne Grunsiluldem)
KansdauATIEsnmTnuUssanantugauAnwialneuas s e
maudnsunnaniosulous aunusaad v oduasuanudnives
Unfnwsaniluseiugaudng
NAUSLLUNANITTAILINITIANTANUEUNUSTNAN WA UL NARNBTULDLIUA

aunudaauziieduaiuanuinfvesinAnwiinsndlussiugaudne

R

YT
34
37

41

50
68

71

r

78

80

81

85



#1305yM1379 (sin)

ang1971
4-9  wausziiuauNanelaveslndnwin191fneusn1531nNTT YU
wnannlasuLelaus aunusansvzifiod nasuausnfvesindne
AeAtusERUaALANY
4-10 WaAINANAVITNAN IR IRADUMIINIIEE 1389 N1TTANS
muduRusTnAnwssunantesueuRaunu SISyl od sy

AnuinAvestinAnwsnsAlusyiugauAng

PN

91

93



A1350N N

Al e
1-1  ASEULLIARNITINENITIANISANUEUNUSUNANWIABLNAANBTULDLIUA
aumndadeiiieduaiumnuinivesindnwdnnilusy fugaudnu 6
2-1 DEAR Model 9
2-2 The Action Research Cycles 13
2-3  PUIULNANYII9IA Un15AnwT 2561 16
2-4  Ecosystem YLOLAUAAUNUI (Conversational Agent)
nIoLwNUan (Chatbot) 21
2-5 Dialogflow agent 23
3-1 UHUAINGALAAYDIE bIIUTEUUNITIANITANMUFUN US UNAnwIse
wnannesuelusauIUSIS s eduaSuausnfresinAnee
lusgAuaaufn 45
3-2  A9ULEAINISYINNINVBINITIANITAMUTUNUSUNAN WAL Nan DT
oufaunusaad sz edualuanudnivesinfnwia s dly
FEHUPANFANY 46
3-3 29819 UNALATUIBINTTIANITANUFUNUSTNANwIA8uNan oS
LOLUAAUNUIS RS Bl ad LS uAIINANAveIlnAnwIR19TA Ty
JEAURANANY a7
3-4 g iunaundindurasnsdansauduiusn@nwimeunanasy
LOLUAAUNUIS RS Bzl d S uA LA NAveslnAnwin 19w Aty
JAURANANY 48
3-5 pwivlesves Dialogflow 57
3-6 i1 Sign in vpaiulad Dialogflow 57
3-7  WUManYes Dialogflow 58
3-8 NUINTAS1LDLAUAAUNUIDIRTBY 58
3-9  #IINNSIANTT Intents 59
3-10 %UINNSE319 Intents 60
3-11 sUsuuAmaululsay Intents 60
3-12 %111159AN13 Integrations 61



ﬂ’]‘Wﬁl
3-13
3-14
3-15
a-1
4-2

4-3

4-4

d1305yn N (si9)

1 Log in 04 Line Developers
PLYIIANITA15E519 Channel
Webhook URL

=

NSTUIUNITATIANIIANUEURUSTNANEN
2017R8NTIUNITIANITANUTUNUSUNANWIA1ULNAAN DS ULBLIUR
aunndanozilodudumuinfvesinAnwmemnilussiugaudn
PUIONANNITIANITANUFUNUSUNANWINILUNARNDTULDLIUAFUNUN
Sadvziileduaiumuinfvesindnussnaluse fugaudn
AsTAnIsALELTUS T AnwdsunanrlesuelausaunuSaauzile
duatuanudnavesindnwdenaluseauaaudnwilinugldauniu

Y

LOUNALATU

BN

Ty
62
62
63
70

72

87

88



uni 1

UNU

1.1 anuduawazanuddgyvestym
Usemalnglanuddiunstauuaznisiimaluladansaumasasnsioasunld

Lﬂum%"aaﬁaaﬁuaqu (Enabling Technology) nsiauUsemaunlagnaanlagwtiulv

Usznalneilassadrafiugiuduneluladasaumauaznisi eans lnsianizves1ads

a s

SumesillnAui51a4 (Broadband Internet) ns¥atwagviafiaadouuinisaisisayulan
g & Y = Y v = o D ¢

Juiug Ul Ussrnvudainuseus Wrde anansaiau wazldussleviamnansaumea
laeg193inviu gaamnssumalulagdansaumeataznisd oasiunumin ud usoseuy
\AswgnavesUsema Ussgvuiilonialunisasenelauasannmdinavy wasmelulad
a1saunALaznIsdeansiunuimaenisimul segianasdsnuniiudnsivdwandon

Y]

AUULEUNIELAZ R UTEAUTIRIIA 8N TTRILIAT VA aLAsugRaLaz L Alan1Muan U

'
aa v A

gsmansnsimu Lo 6 du (nsenssidvaiiiewrsugauasdan, 2562)
NNINEAY Lﬂuamﬁ’uqmuﬁﬂmﬁNﬁmﬂ’msﬁmguwiizﬁuﬂ%zgzym? USuln way
Uy en LﬁaLﬂuﬁwé’aﬁwﬁ’ﬁymawszLwﬁiuﬁmmﬁ‘ﬁwmmwgﬁmazﬁmm lai79zdu
AUNIAVENT ATUBAAIUNTTUNITHAN ATUNEATATIN AIUNITUTNIS Frunisvieaiien
funssnwnsaniausTILuaraunndon nasnaunsimuimalulad fean1tugaudny
vaslnglutiagtufinnuinduiagdosusuiliidifugaaieifinsasundadly Tnglamey
n&snailavszanmasusisendeulud we. 2558 Gedsmansznuistefuazdoidei
antugenfiny SureliAnmaidoudrousanuogaailugiinirondeu viliiise1ass
Fn3v1ns warinfnweitsniiusuauennd sy iensdalenialunisudsduuay
WawiauaImnsfneilne waluniandududwdagyliiiadnuiudnAnyisiayi s
Tugminerde e uunndu Aund sdn1iensus 9w sud s¥ sduaudnAnwadl
w%ﬂamquuiwmﬁlﬁu (WBUID wardAnT, 2562) F9uaNIINNITUYITUAULDITEVT S
N Ineaen1elulsEineLa wﬁmmé’almET@GT@@Lm%@ﬁuﬁLLﬂdaﬁLfJuumﬁwmé’a%uﬁw

Tusgauununandvededuiiuguninuasnisliusnmssunisfinwilaawiuninussmelng



N159AN159NANENITUS (Customer Relationship Managements: CRM) Fuindudes
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191 HomePod ¥89 Google Amazon's Echo Dot uaﬂmﬂﬁé’aﬁa’m%’aﬁi’ﬂmumﬂﬁ‘z{qLﬁu
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Sr8ye13 (Chen, 2015) BUADAAADINULUIAAVDINITIANITANUAUNUSUNAN W91 LA T
WiwdnaudAgresnssnwdndnwintliseniinsmdndnelmiilusgnsuin way
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aumnSateviiiodnaiumiuindvesin@nwimenalussdugeufng
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anuianelavanind@nuidni (Daud, Amin, and Karim, 2020; Chandra et al.,,
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2.1 MSIANSANUFUNUSUNANW

2.2 UnANWIAI9YIRA

2.3 LOAUAAUNUIDIRSUY

2.4 anufianela

2.5 ANUANAYOIUNANYI

2.6 ITEMNYIVD9

2.1 NSIANITANUFUNUSUNANEN
NN5IANISANANNUSUNANWYI (Student Relationship Management: SRM) L uns

UINAYNENIA1UN15TINN15aNA1F LIS (Customer Relationship Management: CRM)

A Y Y v

wlssynaldiieliidniuusunvesaniudne laedlidmunediAgiieas1auazsnw
U %) & = 1 %) = U %) = ¥ %) %) a
AUFUNUS S U szl nAnerduanitunisdnuild (algdams wasddian, 2561)
nsUssenaldn1sdanistnAnuduiug (SRM) duaadugeaudinw (HELs) ilvidnAnwilasu
Usvaunsalia wavasreanuianelaludinnisiSeusegrminideddadld den1susnig

Y

Undnufianuddglasiodunihindnvesaadugaudnyinazazdolinunseunguiay
) o o a = c{' 17 v 1 Y &
fndngnsiiiigane wainssuvesdin@nwinasieulmiiuluguuuusieazannsaldilu
Tayadedilunmanualvesanitugaufnw ludnazdusssmesiausssuesdnsnie
NSUTMIINNSENANYY Tandsuransiiendesiumsliuimstdndnwdeadilanginssy
Y99UNANYY (Songsom, Nilsook, and Wannapiroon, 2019)

A3 “Customer Relationship Management (CRM)” lagnunldasausnlneinnisdnnis

ﬁﬁ%a’h Peter Drucker and Theodore Levitt (Javad, and Batool, 2012) Iuwmﬁwﬁ 1960
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wazinalulad lngdadunisuaamanuAnuesgnAnieliuedans
N133AN15gnA1dNRUS (Customer Relationship Management: CRM) Ag gnsiguas

nszuIunsiliunds n1ssnwiand waznisiluiiusinsiugndn ieasamafiuidonin

1

TuneadAnswazgnAn 1ReIToeiuNITYTANINIT N159RATA N15AE NMSUTNTINAT tagilendu

Y

WildgunuvesesAns Welinsdweuyarvesdunuazusnsianugnaiiusednsam
wazUseansauInTu (a330m8, 2560)
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2.1.1 TUseaenveInIsusmsauduiusanen
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£%
v a

fald (Buttle, 2009)

[

NSUTMIANNFURUSENAT TTngUseasAddny

¥

2.1.1.1 ierfingenviedusnisuinisvesusevetwodeduriwiamiwie
SYEYEN?

2.1.1.2 \floa¥ansiug Vimundidredudvienisuinig wazesdnsiligndn
N3UIBNsIAUARE 9N ABIEIN1IAINTY wazdnndnualiinseusevuazdudvseusnis
YDIUTINIUTTIT e

]
a1 a ¥ aa a v aa ¥

2.1.1.3 Wielignéndiudnfseuisnaudwieuing luuiensdfiviomilaud
Srmirevansaenans varengy mfignéredudivesuitvluaondndaeiniu
YanUseaiulalunnavanleniaiiussmaziauevedudluaonaningidu (Cross Selling)
I¢dusaftasdiundu
2.1.1.4 wieliignéuenseuazuuzihaudwiiensusnisreludafdu innisua
wuuUInEaUIn (Words-of-Mouth) TufianefifiA gafudud Tnefiasnindedouinnin
Alulayan
2.1.2 NFLUIUNITNITIANIIAUTUWUS § NA1 (Customer Relationship Management
Processes)
nszUIUMIMIUTINTaNAdLTLS agilvigumsannsaliteyaisatugnailunis
Uvnsanuduiusidegnamnzay fuimssududes idilanszuiums CRM Fadszneusie
4 pedUsEneUNdNTaIsneB UM eRLUUTIGen 1 DEAR léuA (uaaes, 2558)
2.1.2.1 msaseguteya (Database) g1udeyavesgnAtnesgniodiagyiuady
ogiane anunsniSengldanynmiisnulussdnsiiiedesiugnéiinisuenuss Lagndn
Nnguteya Lesangniusazesinueiliviity
2.1.2.2 msfiwalulad (Technology) msldinaluladfiiendesuasinuisay

Usznaumgimaluladiiiudasmdliignanaiunsafinseduesdnsla wu ssuu Call Center,



Website, Interactive Voice Response g gorAwaslunIsUTEIaNE LﬁamiLLEJﬂQﬂﬁ’lLLaz
msdnaduaudAyvesgndn WWuduy

2.1.2.3 M3UJUR (Action) unsufduiusivgnanlaaiinualusunsuasig
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AnuduiussEnIesdnsiugnA Wunsadnaualiiudu lnewmunduiiuasuinisig
wWiasnwignald ilesangiuteyagnataiuisavirliesdnsuenuezgnailaiingule
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J ¥ ! % A

Bunduivhilsgeanlvifuesdng andussdnsdiosmusisufdaegnénguiu wiiead
Relationship Program Tunsidnfsnistiuinisusazseegiamuizey

2.1.2.4 m3¥nwgni (Retention) InsUseifiunaifiolvisuitesdnsanansa
$nw gnénldunntunioliogils Tnenasiang q wsdeatdsululnsanuszasdndnuos
psfnsFealdBumeyinssnugniluszezen wasiiugalsiiugndlviunnning e

ignAAIAnYa
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- 1IN T
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Customaation

"~ wUN
Wrunty

afenu
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ATWd 2-1 DEAR Model (Wnad3, 2558)

2.1.3 vidnmIdan1sAuduiusgnd
n1stinuddyiuaur1vesgnainlIsAdedauianelalunisassduiusam

28190175 2 Us¥n1s A (Kotler, and Armstrong, 2004)
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v = o

2.1.3.1 asienluaienigna Asn13su

Y

v W
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Aa [y 6 14

aonndosriun ARy ViruaRRdrenslinandue gniazdseiiufaiiiiuusslov
Usenaumenmal 4 A1 Ao
2.1.3.1.1 i unandnel (Product Value) seduainuy1d afio
AU ANNaTatunsldl nsuegee
2.1.3.1.2 AMAIRIUUINIS (Service Value) H31504131NNNTE DY
UINSUAgNAT wagn1sUngesnm
2.1.3.1.3 AauAnauniing1u (Personal Value) 31nAMS ANUEINNTD
Uszaunmsal Lagauausalun1snauAInILYBIYARINTUDIDIANT
2.1.3.1.4 AuAraunmaneal (Image Value) 315131 NAN W
¥9989AN3 (Corporate Image)
2.1.3.2 aAnuianelavesgnan (Customer Satisfaction) A8¥AUAIUTANTDI
uaratun1silIeuiisunuaInnsidndandueinieuinsiuanuaiands nsandula
§ofud1ve9gndtvui ugiuauaianded fuilanddenmatudazdiu gnéiaziin
aufianelandsnsdoldviold Juegfudsraunsaifignénldsuainnisuslnandndusi
U3ty
2.1.4 peAUsENOUNEN 8 UTEN15U8INITAT1NITIANTANAIFUNUS (Customer
Relationship Management: CRM) A18luasAns anuisauiasAlsznaunan 8 Uszn1sves
N15a319N139AN5NANFURUS (Customer Relationship Management: CRM) n1eluaadns
wUszendldlanu n1sdanisauduiusind@nen (Student Relationship Management)
Faisaelud ($ndiu, 2561)
2.1.4.1 Adovminissanisanuduiusindnw) (SRM Vision) Ae n15i
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viof0sdng wdridnegnals dndnwlufidesmnefedndnulutiagiu uasdTeduuali
wwandou vieudinseiaindnuiiduianisinuilunds winaniugeudnumiinagndnis
Fansenuduiusidndnuinldlagusmainnsivusidesiaid dauuda nansgnud
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a
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2.1.4.2 nagnsn133an1sauduiusind@ny (SRM Strategy) Agdaainviu
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v =2 d‘d 1 £y = d! 6 1 dy o % 6
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av o ed ) = v o v sala o =2 ' Y a
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& | & ] ] I ! caa

wanflaggnnszangluegnesimiiiiunisuensie wazdinazsiasininnInUszaunsalig
lngtad enindnwiiduseaunisalilidduanidugaufine asuaniaifelszaunisal
1Y) v & Yo a Y a PN A = ' =
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2.1.4.4 @150 999909ANT (Organizational/University Collaboration)
= A aa = o ) Y] = O a@a a A a
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1 v
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Organization) ?ﬂﬁﬁmmmalﬂﬁﬁamil,ﬂ?{mLUmﬁﬁﬁLﬂuﬂﬂsiuaawﬂ’uqmmﬁﬂww R[N RE
NSNVBUUIANNITINNITANFURUSUN AN ﬁamiﬁqﬂmﬂ'ﬁﬁl’aﬂgqamﬂ’uaqﬂmﬁﬂmﬁgqLm'
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Foan1sfivarnuangvesiindnun n1sasunlasiensudinisvasulaseadianiely
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2.1.4.5 N3¥UIUNIIALTUIIU (SRM Process) N15UMaNNIIANIsALdunus
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AnUszaunsal AliFlunsindedeansivesdns

2.1.4.6 Hosyauazansauna (Data and Information) fayaansaumeaAafy
tnAnvndutiadsdidnyiigafiazdislinisdanisanuduiusindnvivszaunaduie
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o =2 ) | Ny A v U ° 5% oA wm oy
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v 1
= =
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v A [ IS & o v a 1 v s [ L SV 4
ImuSeulumswdstunazidunugiuddgiazdislinagnsnisdnnisauduiusinAne
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2.1.4.7 wmalulad (Technology) Tawdrulugindauigiladuin n15dnnas

o

2
U o = & AN 1 O = o A

mduiusindnw AeldenAviiumaluladvindy deduiaiudunaluladnsdanis
anuduiudindne iufleswdosdusznouddnaunisiiagdisliaoniugau@nwiusyay
uadnsalunagnsnisdanisauduiusdndnwsiniy uianuaiudanisinnsuitl
wmalulad i imnzausvszgndldazdeliandugaudnwiussqidminenisdnnis

ANuduTusTnAEnwlaTIng warduseansamunnau (Carrington, and Seymour, 2016)
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2.1.4.8 #Tin (Metrics) nM3danmsauduiusindnwiiiaumiouiunayns

§3n99u 9 nagnsnisdnnisauduiusindnwidndudedimdindiiefanuaruinng

=

284N1511N159ANSANUFURUS TN Anwun I Uszaunad s aunntestiesls wazaiuisn
& [ e‘c{' Y o Y A [ 3 Ly = o I~ 4 g

ussaqidvunensetngussasan lanmualiniold deduanrduaaudnwidndudess

ToguszasduazimanefiaunsadinAlauasinisinnunasiyinvaiiogainays

2.1.5 mMsinnsAudNnustn@nen (Student Relationships Management)

v A

Uagtuwmaaludaunisusnsanuduiusgnaniineitesiunianisdnel mas

ndunaziaiuiegieeiiles Ingdngnisendt nsusnsanuduiusiSeu F9n15u3ng

§ ¥ A v [}

AuFNRUSE S sudnyalulunnisfnwssdvgaudne laun nagns nszuiuns wag

Y

Uweyn Nzt lugidmanen1adgnnisuasaufenisuedln@ny AMAIYBINITUTNIS
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AMUFUNUSHIToU Ao nsHauITanduaInisavesaa dugaudnyl nanafeyglv
andugauAnwanunsaasisanudilaguiseningiseuivanufnula (Carrington, and

Lisa, 2016) wazuonanuududunisiiuszaunssnwdisou weliingussasdniui

6 Y a

namuUszaunadiie an1dugaudnudesimuinagnsvianisuimsanuduiusiseuln

Y

fiusz@nsnm mesyuvasawnd (Rigo et al, 2016) wilsziaullaziimudrAgeodauin

s

LANI5USMITANF NN US S ouduAdanumd e dinisendunisliidudagdunay
antugaudnuliaunsaussaidmuneasgals windesnisaniuanuliady wuiAniu

a v o ¢ ! 9 = v va 3 A4 A& a0 & =
ﬂ']?UTVﬂif’n']llﬁNWUﬁigﬂjqﬁaﬂqUUQWNﬂﬂi&mﬂUNLﬁBULUULﬂiaQM@WT\nLUU PIATDUAAULAS

kY 9

'
a A

Wuszuulunsszyuuniadnssnziieiussauinfnueinisinn1sanuduiusdudisou

va

Y
N15338704 Rigo (2016) {3 LANAUIIRINTLUIUNTITEAUNTUTIMIANUAUTUSEISeU

(%
[

W 2 2995 Usenaumie 5 Tusou way 1 nanaunau (Feedback) satiu nafleaunsausu

Tduwaznsraaulananini 2-2

i Client-System A\
’ Infrastructure

. nd .
1* Action Research Cycle 2% Action Research Cycle

(Selection process) (Implementation process)

< -

A 2-2 The Action Research Cycles (Rigo et al,, 2016)

NN 2-2 NITUINALNANDVURDUTRINTIADNINALULABLAT 0l oUTBLNATIARINY)

o v 6§ VYV a

L 9U LWL D UTUR o UN B UN Az A o WAIUINISUS ISANF U US IS o Taesiusiu

Y

WNertesiuesAnInmualY §uims ninanuaigivinis nlnnuaeaduayuivinig

e

s

MNssEadaNesiaTendadenns 4 Nazdiludnisasiainuinisuinisanudunus

a

ARE:
logdl 5 Yumoufe N1TIATIEN MTIUEN MSUHUR NMsUseiiy Msiteus wasnsdaundu

TUFTunpUNITIASIEH
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139959088998 NA1IATUNDUNE NN ANAENTIIN9TNNTL naABlolauNazUwa?

=

719895 HRAILINISUSIsANNFUNUS UnAnw TuaulawaziaseelleNmunzaudsazls

[
Y

S = a wal = & = A oA a ¢
VURBUUAD ﬂ'ﬁaﬂll@ﬂ{]‘UWIﬂ?ﬁﬂgll 5 YUNDUNUDUMNITNUUIAD ANTILATIZW NITITINU

a wa 4

NSURUR N1sUseliu Msisews wasnsdeunaduluduuneunsiiased

v o

algAng uazddlen (2561) Ieausiuudnastodnlsenourain1sInnsunAnwdunus
FaasurfiAnanmsdansziuuuinasinisdnnisgniduiug 4 wuu fe wuudiass IDIC
wuudIaealgyani (CRM Value Chain) WUUT1R0981TIAULVDY Gartner (The Gartner’s
competency model: Eight Building Blocks of CRM) LLaSLL‘U‘URT’]@’P]Qﬂi%‘U'JUﬂ’]’i‘U%WﬁQﬂﬁ"]
Fumius (DEAR Model) Tasfianwaniuwmelulagdaaes loun nsvihadsteya drusoussanu
AfBsaunun sruunuiauny uazdnsnadou Snisdsdimaiinaluladiiuwe Haunldly
nsdeasduniesinsnasme Tasuvudaeamsdanstndnuduiussanios Ysznause 4
ifndn 12 esdUsenay fall 1) Gnsdaniadn@nuduiusifanagns (Strategic SRV
Usznaulumie 5 esddseneu Ae 1.1) Ideviriniansdanisundnuiduius (SRM Vision)
1.2) nagnslun133nn1sunAnwnduius (SRM Strategy) 1.3) 2995%3nveein@ny (Student
Life Cycle) 1.4) u1asTanudnsaveansdnn1sun@nedunus (SRM Metrics) wag 1.5)
n13¥nw1dnAne (Student Retention) 2) fTAN159AN15UNAnwIduRUS LT U
(Operational SRM) il 1 e3AUsENOU AB USASUNANYI (Student Services) 3) ARNN1TIANT
UnAnwnduiusidaliasnedt (Analytical SRM) Usenausie 4 aeAdsenau A 3.1) N353y
UnAnw (Student Identify) 3.2) nsuenueztindnyl (Differentiate) 3.3) N193LATIE AL

saa |

dvauauin@ny (Student Portfolio Analysis) way 3.4) UssaunisaliilaaiaIvestindnun

q

& a 1 &

(Valued Student Experience) 4) Afin159an15UnAnw1d NN U518 932uil9 (Collaborative
SRM) Usgnaunie 2 esAlsenau Ao 4.1) msﬁ’wm%amuaﬁﬁgam (Value Proposition
Development) tag 4.2) M3imuLAIev18 (Network Development)

Faduagulddn nsdanisanuduitusindne (SRM) Aonszuaunisdanisadig
ANUFNRUSTEELE1Y TUNIINBUANDIANINADINITVBIN ITHUAIYNITUINIT N1TAT19AY
fanelaunndnuw s2udennsrnisaiuazaInvseaiiaes osilefiviefisoudieglu
nsrvumMaFsunsaeulidugnina wazii ey aduliiAnnisinud Souliney saufs
N33NYIANANATEIUNANY miﬁq@jmmmaﬂamﬂﬁﬂﬁﬂm%ﬂdqwasiaﬂmﬁmﬁmwum

CY

nanwludsalulusunan
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2.2 dnfnwsnewnd

Usenelnedseylananswespinaeidens uoandedls dmunusiideesussmelne
Javudepimnalanazilugaideumedmiunisamulumalszinma gunasesdsdusegslaly
nsasynsauAnyiluanitugandnyivestsemalng uanaindUssmalnerids
naneidugaguenarsdmiunsinununnaifnunin aadugaufnwivesizuazieny
peUiulgs Mdsnunaglassassiugufisidudemsimuauainnsfinm Sn1susulss
nanansuarisnisdanisieunisasulusuuuun e q Iniuaiivandugaudnwivesinegle
WasuiadndnulnewaginAnwin e Gyiand wagame, 2562) 9nadnvosdineu
ANENIINNINITRANANYT (OEC, 2017) wul1 tinfnwianeswdluaaidugaudnyivesinegly
A1AN1SANYIT 1 Unisfinen 2558 f51uaudnAnuiedu 91,069 Au vieAnu
sovay 4.38 vastinAnwvionun warluumsfinu 2560 fsuaudnAnwidutudusuiud
130,997 AU Lmé'fﬁLﬂuﬁwmuﬁluqamﬂLﬁaLﬁsmﬁ’ué’mmmaaﬁﬂﬁﬂwmNmmu‘dszmﬂf’i‘iu 9
Tneitglimmnegvestinfnwmen@lisd

UNESCO Institute of Statistics (2020) a1 th@nwanand Aeyaraiiinunsuuny
uwhRvdoRunaufiogndsvassiumsinuwuaseuilfamedouiauresUsemadiunig
ISUTREUA

359 (2562) na1271 UNANWIAI9YA nu8F e AuA19UTEINAT AEadnwnlu
antugadnulasldtinegiusemdlnedunaogaiios 1 Viuly

aiga, asla uagwiauii (2559) nd129n WndAnwisnsunid mineils yaeailalé
piidnweglulsswmalve Wilalidynalneg wasiddinuluseiuiudinfnm

Sah and Karpinski (2016) na1211 ndnwsnennd Ae yaeadiliildidunaiiosdouna
vdeffrintinansvessumaiug uasitneglulssmedeindansn Wudunuveaninds
manilimansimusssutaznwemansivainvae

fatuaragdldan dndnweinend e yeeaiililfdunaidesdyed wieviinans
YosUsEinenuY fiumsuuauniofuuauin e tngusrasddumsfinu wagldamadou
Tuandugaufnwessumaiiug Fouosud Tnevirtneglulssmaanemeinenisnte
AnTIEATIIIUNSANY)

ﬁuaﬁwﬁaﬁﬁﬁm}é’umﬁwmﬁﬁﬁﬂmuﬂé’@ﬂizmaqmiq@uﬁﬂm WeIAIENT ITBLAL
Wwinnssu fla MITAvingIudeLan1senuAnY TINRINITIATIERLALAUATIENURYARINET?
ounimuinisgeunw Tnenszsedygassdouuimmunisniznienisgaudnw

INIMIEAS ITEUAZUTANTIN WA, 2562 NvUAlid1TNUUaANTENTINITRANANY



16

a 9

eemans Jdsuazuinnssudaringiudeyanisgaudne lngegradeedesdveyainediu

Y
[

anduganAnwmnUsziny 3oy aanansddlidudie uaradioungniesuwasyivady siuve
n1sesgiuazduasizideya wWeoldiludeyaluniswauinmninwasuinsgiuns

gauAnw MNadiRgaudnw Un1sfine 2561 ansnsauansdiuutnAnwisinend liasnimi 2-3

CHINESE

10,766

LAO/LAOTIAN NEPALESE
CAMBODIAN 808 677
1,126
INDIAN
436

INDONESIAN
BHUTANESE

BURMESE VIET NAMESE
2,759 918

G REN CHINESE 10,766 AU [BIEOGEE NEPALESE 677 AU
LIV - BURMESE 2759 Au [GIGITGRAN INDONESIAN 510 AU
Gl CAMBODIAN 1,126 iu EIGOLEN INDIAN 436 AU
DIV VIET NAMESE 918 iU BTG KOREAN 415 AU
GV [ AO/LAOTIAN 808 AU EIGILRLE BHUTANESE 389 AU

AN 2-3 UIUTNANYIAN9IH TUn15AnET 2561 (ENUNNUEVITNISANINISANYI, 2560)



17

INAMNT 2-3 wanadsTuIuTNAnYIsi191d Td1u1dnwluanrdugaufnw

=3

Tuuszwmdlneg Tag 10 duduksnUeIdnAnw i@ 1Sesaisuainuintudes Town
Y Uﬁ 1 dn@ANwIy1AU TIuaniian 10,766 au

UnAnwI NI 314U 2,759 AU

Y

UNA ﬂmm’muwm U 1,126 AU

Y

2
| 3 1]
U “Uﬁ 4 YnANYITIIEAUIN 18U 918 AU
5
| 6 1]
7

PnANYIT1IATI 91U 808 AU

Y

UnAnwIAUUIE U 677 AU

HUnAnwndulailidy 91U 510 AY

v A v =2

JUAUT 8 UNANYIB1IDULAY 91U 436 ALY

[y v =

SuFUT 9 TnAnw N MELE $1uau 415 A

D

gudiun 10 dnfAinwiyingu I1uu 389 AY
o & A o v a = = [ a
matdiatdunisasrsanuuiaulalunisdndulawiudnwinevesdinAnwisa 19y
TUWNUNSANY IR WA, 2560 - 2579 Falayauun1sasNnY duiusiun1lseme
Ingluinisialonalniin1sdanisiseun1saauradn 1 tun1sANwIn19Y18 5908901599
nsfnwluundnAnwinisdludiugiuieadu dnndalilasinisusuusanilunguane
ng seileumneites iwalalenialvigisiaandainuianuaiunse dussaunisalilu
avnindnae q AndulazasmuaufsnsesUsemea [Wangiedanisissunsaeu

luanudny) andumifnyikazanufnwdnig @nauauisnisaninsang, 2560)

2.3 LPRUAFUNUIDIRTYL

v
s v = a

wwAnmulgaussivigniaunuegredeiiies Inglul a.a. 2016 Jayayrusedy

AR}

No,

&

v ddd‘ 1

Tasumuauladnasuilayiudniduain Google @unsaRmuITzuu Al 183971 AlphaGo

waganusnesurtnaulneleondnusndnlininglslegne Fan Hui luvaigduld (Granter,

Beck, and Papke, 2017) virlinisidygrvszavgurldidusuimieluimuiyszinea

(%
Y o 1

IN1ASFTINAULENYY FPILLAILAINTOIUNITUITULATANINATFAIVOIUTEIMALR

ES]
1%

U

(as)8

Tudagdudyguseivganunsaviaulavatesuuuununinudenisved ldanuay

€

(%

nseonuuuveId imundundn lneanuawisandnvesdygruseivglutaqgiu I

(@EInnuiausFUIaRYa (23ANSUMITY), 2562)
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1. maluladnsi3euivesaiosdng (Machine Leaming) {unsvilsiia3nsanunsa
Fouslddmonuesaindeyaiisdvualy lasdyauszdndamnsaouiuagiau
Uszaun1salnelsonluis

2. M5UTENIANANIWI555UYRA (Natural Language Processing: NLP) tJuinailannis
yiliaTosvhanudTlanwiagseiuvesnwve sy wdsesanesfiufiannsauszanana
avesyusld Tasn1suszanananIwsssund ftunounsvhau 5 duseu ldud ns
WATITIN1909AUTENBUTBIAT (Morphological Analysis) Ns3taszsilignnsalaesusslun
La¥IAM199 (Syntactic Analysis) NMTIATIFTRAMURNILUDIAT FIENITAAUAALAZLYNUEY
sUUszleauazlionnsal (Semantic Analysis) 11371ATIEYAIIUNNIEYTEloAIINUT UN
(Discourse Integration) Wag mﬁLﬂiwﬁtﬁ'aLLﬂammumsﬁ’wmyagamﬂﬁzf'jumu
kU (Pragmatic Analysis)

3.A119279UKU (Automated Planning, Scheduling and Optimization) A 8n15a5 14
wadaliai saviensuiunesaunsadaduladisnisidendiduvesniinseviivie
msendunufiilontagsgalunisussaimnedisimun TasUgaidseavgazviauniy
Funou (Workflow) isinun wavazlinsisinuiiiinusdeuiesnduleantunoulyd
AL Z AN

a. mﬁmswﬁuw@’ﬁfaww (Expert System) Aig 1ATANSIAEULUUAIINEINITO LY
msindulavesyudliuniaiosdinsvideneuiiunes lnsasufinmesazidounuunuanise
Tumsnaulaidevgedieyed il neiwunssuuasgnesniuulifimanouaus wwa

o

faaulaleognasing srisdesvdnenflunisdnaulasanly

o

5. Speech Recognition N1333udsuazAyaduaiuaiuisalunisseyduazidly

o
=} [

nsne lnewlandeslidugluuuiineufiamesaiunsasiule lnevenduasidndomatu
& S o o o« ado o Y v ° - a aa =
Huguidiimdniuazidniiasiunsliaunsadiladiuaas (Slang) nieani8niiinisée
ANunIegagUingUluela

6. Computer Vision fie tnafian1sviliias esmesdiunin nedlingUssasdiiionil
A3 osaunsadnlalassadiazyndidy i i unudnuuzeeInIn SIUIEIN1T0ITY LAz
Usziianan wludnvaeiindiendsiuanuaiunsalunsuediuvesmyed

'
¥ o

7. M usus (Robotics) tduni sluwalulad JeygrUseivgvdoniindniviniu
Feanssuliiin mnssueIena wagdingin1sreuiiuned UNUssgnAsNiuioeankuULaE
WawnasesgudlilisusisazindoulmuanadeiuluauingUssasdnisldau Msnseniu

logvaluidn “viueud”



19

2.3.1 loLlauUAaUNUN (Conversational Agents) 38 W¥NUav (Chatbot)
L8LauRaUNUT (Conversational Agents) 3o wanuen (Chatbot) W unaluladfild
dmdumsdrassmslideya vise dmeu dmudaufiglivinslousmdadmm lidesdy
TugUuuuYe9toAuA8NYs 138 TaAI1MFE9 LAENITYIIUYBILBLAUA AUNUN
(Conversational Agents) %138 k¥nUay (Chatbot) ﬁywqﬂsﬁ'uLﬂﬁlauﬁ’]’wﬂzgzgwizﬁwﬁ
(Artificial intelligence : Al) IuﬂszL.ﬂ‘wLwﬂiu‘laﬁmiﬁauiﬂmLﬂ%ﬁﬂi (Machine learning)
Tuduresnisdnidendimeufiunzaufigadmudinutug Ysenausu msussuiana
AM¥1535U1R (Natural Language Processing: NLP) Tunisudanispeuiiamesesnundu
mmﬁ;ﬂsﬁmummaaL%’ﬂﬂﬁdw (Przegalinska et al., 2019) Inglutaguunisimuiagie
soiflesweinmsAmiden uagiinszideyalnonslfiesoslemaluladnisisouiveaniesdng
(Machine learning) wasanuasnsalunsinduladinduvecadesiiofings vildnnsi
LoLIUAAUNUT (Conversational Agents) ©38 wynuay (Chatbot) uuszenaldludagdu
¢sumufeunnntu taednsiunldlumsdansiaasussdriu mslidoyaidauduu
szuulnsdmisnlud® nsanldlugshluddideyadudwiouinig ufauustinisie
audvteuinisludosiu suluiinmadueiesteriomienislivimvesauduinisdeya
Qﬂﬁ’l (Call center) (Khan, and Das, 2018) L@,3usi@unu (Conversational Agents) TER)
wsnuan (Chatbot) anssauvdldvainuans femuszduresnsufauiusuaznszuiunms
g awadnsveunalulad udu wausdaunun (Conversational Agents) w3e wivuaw
(Chatbot) (Nimavat, and Champaneria, 2017) aAunsawUele 4 Uszean ﬁqﬁ
2.3.1.1 nsuUsmalsznnaeIndns (Knowledge domain) iunisuuaussian
LaLUAaUNUT (Conversational Agents) 138 U¥nuUemn (Chatbot) mmﬂizmmaammfﬁ
indiale Toedl 2 Uwuumeiu loun
2.3.1.1.1 3UuuussuuLda (Open domain) Ao LOLIUM AUNUI
(Conversational Agents) w3 wanuan (Chatbot) fianunsalsneu deasludewnluldets
RVTRETHY
2.3.1.1.2 3Uuuuszuulda (Closed domain) A LOLAUM AUNUT
(Conversational Agents) 38 wynuan (Chatbot) itiuldneu Feasanzidosdimnualy
ity
2.3.1.2 MILUIUUTEANTBINITIAUINIT (Service Provided) Nsuueialaus
@unun (Conversational Agents) 130 wynuan (Chatbot) AuUszLAnvaIn1stiUI A9

YUY UTTELNTENINIUAAR (Proxemics) Feanansausuanauduiussevinegaunula
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TngLolauAaunul (Conversational Agents) %39 wunuen (Chatbot) IuﬂizLﬂmﬁLLﬂﬂaaﬂLﬁu
an 3 Usuumeiiu loun

2.3.1.2.1 sgny19uAna (Interpersona) A8 LBLAUA AUNU
(Conversational Agents) %38 Wynuemn (Chatbot) Alddmiudeasszniteyana ludnumy
yane nslideyaosnadumenislulssiiutiun

2.3.1.2.2 arglusrymaa (Intrapersonal) A 8LBLAUF AUNUI
(Conversational Agents) #3e wynuav (Chatbot) 7ilddmsudeansludnwaredialdifu

memsiAgfesiuFesinly Tnedldvinisas{dnmilouiideislunsianismsdududin
Tifiauagainauiendeiy

2.3.1.2.3 S¥WINTPUU (Inter-agent) Ao Lolaudaumnun (Conversational
Agents) 38 wanuav (Chatbot) fideans Wneuseninsszuuiussuy Wevhlianssuivh
oglaiaauysaiunniign

2.3.1.3 Mssuanuingusasd (Goal) n1suualaudaunun (Conversational

Agents) w3o wnuen (Chatbot) nuimgUszasdil asiuegfuinguszasdlumstinoiaus
auvun (Conversational Agents) w38 wynuen (Chatbot) tuld Tneuusesnidu 3 gUwuu
e bawn

2.3.1.3.1 mslidaya (Informative) Av tolaufaunu1 (Conversational
Agents) %130 Wynuev (Chatbot) fMl¥deyaduglduinmslaedeyaiiliuinisunandeyad
aglugulayasgi

2.3.1.3.2 nM5@8a15% 21 (Chat based/Conversational) A8 to1aus
aunu1(Conversational Agents) #38 W¥nUav (Chatbot) i d sansiuyarasiall Tned
Snquszasdndnlumsneumauigléuinsteuly Tnesinavfudiueiudmivgunsal wie
Platform #1149)

2.3.1.3.3 MM TUIIUA 9 (Task based) A9 LOLAUA FUNUA
(Conversational Agents) 38 wynuan (Chatbot) filddmsuauni e windu Ingasi
Anuanansalumsneunudmsudeyafitudou uazdiledeiglduinisan

2.3.1.4 M3uvasziananunsUszananadeyai dou waznisaiianadns

(Input processing and Response generation method) N15WUIUILLANLDLAUS dUNUA

(Conversational Agents) #3ausnuan (Chatbot) i axnsawuseants 3 sUwuumieiu laun
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2.3.1.4.1 msnszananateyalusuuuuiigninuadienganag (Rule-
based bot) fie nsnuang wiedermualunisissuuanunsaldmeuldnudiaaly g
wadnslazidnuaraed liresiasuutas
2.3.1.4.2 m3Uszananadoyalasltinaluladnsisouivenniosdng
(Machine learning) ddlsidndusiosrimunngdmiulszananadeya Tasszuvazaiisguuuy
Juandwiunismeudiniudanaries uarazgnuiudsuliitunndeya vidednufign
douninan nadwsilsazsidnuaslinesudesanannsauiuasusuuuulinaes
2.3.1.4.3 msﬂwmamalugmwwam (Hybrid) Ingnaunauseni1g
Usvananadeyamusuuuufiimua (Rule-based) wazmsldimaluladmsisouveandosdng
(Machine learning) Tumsdeansuasldnounadndldazduogiumarinuang wiosuuuud
léff\mLmiuiaﬁmiL‘%&Ju';fsuaﬂm‘%aﬁm (Machine learning)
2.3.2 fUszneumsilvuImsuazsimutelaudaunun (Conversational Agent) vi3auy
Nuan (Chatbot) 91U Ecosystem
LOLAUF @UNUT (Conversational Agents) #3 alanuav (Chatbot) H 53 UUTLIANIS
walulad (Ecosystem) saudamaluladdue vide Platform du fianunsaviliioiaudaunun
(Conversational Agents) #3 alanuen (Chatbot) @1u15avin9nulaeg19diussdnsnan

Inglu Ecosystem azUsznaulusig 3 @i (Baron, 2018) len

BOT BUILDING PLATFORMS @ NLP PROVIDERS

ORACLE' & imaion  NEXLIT witai 90 wetson
T
» [@Converse Al %-motionai 'amazon
aw  SNips
) Chatts m
9 pypestream o IS ALIVE! atter n - "
A L P ORACLE .

Smooch g;nnms;.-:-.m sl )

AUTOMATED. o CSED ManyChat (-
‘ ocTaNgal  ShT A v
N g )
2 Microsoft KOre 2 B&tmotric

dashbot.io

wit.ai %‘: botpress Chatbase

&
9 smartwal  clustaar. ﬁ botanalytics

W B @ WS
THE CHATBOT

pandarsbots  jnbenka v BotEngine
BRI G §ososton 0 ECOSYSTEM

&
o ol . January 2018
by Recast.Al

AN 2-4 Ecosystem Uo4tolauAaunui (Conversational Agents) #3ou¥NUaN
(Chatbot) (Baron, 2018)
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2.3.2.1 unaanesy (Platform) huuida drvsuassiolausdaunud
(Conversational Agent) #3ausnuev (Chatbot) iufisesiunindoulusunsudmiugd
ATUA DINTTWAIUILOLIUA @UNUA (Conversational Agents) B3 ausNuUsy (Chatbot)
Tnegusznaumsdulngaslifuuinsliansadundeulusunsuldfuiivuwmanslesy
(Platform) Tun1531A512% wazadradeyadmunisldney deans Aulduinig

Y VYo

FefusznounisfesiinudanguliFuuimsarunsad wiammeluladuaziinng
Uszananadayaliegnesinsy
2.3.2.1.1 Dialogflow (Dutta, 2017) A® uwanWasud1usuasiaun
AUNUIVDY Google ﬁ'ﬁﬂﬁijﬁmﬂiuiaﬁmsﬁauﬁj’maam?laaai’ﬂs Machine learning A1u
1915551918 (Natural Language Processing: NLP) 11928911A10 1 la0eAi@esnis way
?qﬁéfmmiaﬁmammrmﬂidalﬂawuwaacﬁ%’m FIUDINITADUAINIUAINAIINADINT
vosldanu mungvdenislvavasdoya (flow) e Dialogflow unlda3ns torausiaunun
(Conversational Agents) 3 aunuav (Chatbot) 9x481# uAud ane uvesUszloni
LoLUAAUNUT (Conversational Agents) #sauanuan (Chatbot) Susn Iagliddududeadu
Useloaiinssmudoulodiwuanuvanysal Bdlundadu Dialogflow Wagesmalianuise
Foudearussuudu 4 linainnate ¥ean1a 1y Facebook Messenger, Twitter, LINE @
Aulwdvesiiies
2.3.2.1.2 8eAUsrnaud ugud i lunisad raunaunuiuy
Dialogflow Usgnausie (Janarthanam, 2017)
2.3.2.1.2.1 Intents f® Uizimﬁmmw;gauwm%ﬁqLﬁﬁﬂm
d1uselonfidudunlndidsatuussleniinnuald Dialogflow 98101583 Response
fvualilu Intents Yundulugsdaunun
2.3.2.1.2.2 Responses Aadannunaunduves Intents Fadl
sULUUMIRBUNEUMANTAE JULUURNLITessNsLTeNserusEUuaY o Tildiimun
2.3.2.1.2.3 Integrations e N1543 pugeanIaiuszUUdY 9
19U Facebook Messenger, Twitter wag LINE
2.3.2.1.3 ®dnN15¥N91UV04 Dialogflow
LoLaUs (Agent) M%dauﬁﬁﬂmmLﬁ?fﬂﬂuﬁﬁfﬁg‘lﬁi’fmumw%aﬁami
ganun @il lun1s§u Query 3o Input 1111 1B wBIaLAREYNS Ussaaana

Intents IEldRpin1sels WelszaanateuTesumasdilayanaunduludadldnu vl

annsafnsefudindue iiu APl Tudiuves Fulfillment 16 (Google Developers, 2020)
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End-user Dialogflow Fulfillment

1.E
xpression h E 9, Intent matching 3. Webhook i—b .
request

Input External
. APls

Your
Integration AP webh_ook
' service service —
C—
\. E ‘) 6. Send response 5. Webhook f R

7. Response response

Qutput
4. Actions Database

A 2-5 Dialogflow agent (Google Developers, 2020)

NN 2-5 wansdan1sinauues Dialogflow Fauszneuludie 3 dulng wae 1 du
wsu leun daunsnde {14 (Usen) daufiaesio App/Device dauflanude Dialogflow uaz
druasufe Fullfilment Tnefidwdnnnsviaudisl] legl¥dsdommmnsinulusunsuaunun
(Chat Messenger) w3aidaarululasiviu (Microphone) 91ngunsaisngg G?fat,ﬁmwammaa
utennudielusunsuidndne (Speech Recognition) tdeneu (Shakhovska, Basystiuk,
and Shakhovska, 2019) Immammﬁmmm;ﬁ%mém (Query) %gmwaamuﬁwawmm
(Intent) I@sﬂ,%’mﬂﬁﬂmﬂﬂagmmizawﬁﬁﬁmLLemmmmmﬂﬁmum (Intent Classification) N3
MUVl UsUNTUARLENIALIINATNA AldnannsiisuaMumdoularAIUAG18UBY
AmavesliinlndiAsstungudmaiiegavesanuiiidmunliarmimiela dnns
farsanstidaanun (ntent) Mmunzauiu awrsalduiun (Context) iusafinuanin
amnlalinseiuiiunidmunliagligndmden lidasiingudyasesndndifssiudiye
vosi{ldunniisddafamiiiodndonamnliuda szuvazannsadenmineuivunzay g9
fuunlilnedniauiseuy lngenaazidumneuniefi (Static Response) %50 ANBULUY
wain (Dynamic Response) (Rajbabu, Prabhuraj, and Jeyabalan, 2019) fia31991nn13
Uszunalusunsudl uid uvd eus o uioLlausaunun (Conversational Agents) 3o
WUy (Chatbot) utesme AP (Fulfillment) Ala ﬁqﬁﬁﬂﬁwmiwummim%mLawufﬁ
aunun (Conversational Agents) 13 auwanuan (Chatbot) fuu3n1s APl An8uBnd uq
(External APls) Badun1silatemdlifaiausaunn (Conversational Agents) w3ouynuen
(Chatbot) ansnsaifesiofuszuugiudeyameuenlaqfld uavanuisatdesnsiiinldly
nsfevsevuiinteyalanunsoasedneudeyauuunainlinsamuainudeinisves 1old

ANAEY NAIINTU %mmmamé’wm;ﬂ%ﬁ%gﬂdaﬂé’ﬂﬂé’ﬂﬂiLmimawm YIDANDUNAU
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Dwdssiudinsiulusunsudunsizimides (Speech Synthesis) ludagunsalsangg vinli
ﬂﬁ‘uENﬁﬂizﬂaumiauwmiz%’i’mu‘u‘wﬁuaxLaLﬁ]uﬁﬂuVIm (Conversational Agents) 130
wwnuen (Chatbot)

2.3.2.2 {IUSN15AUNNTUTEUIARNAN11I5TTUYA (Natural Language
Processing: NLP) iflunisluinmslusunsudmiundasnudeyafiunaingdoya deiuld
gan15Useuiana wavdsraludadldusnisietaudaunun (Conversational Agents) %3e
wInuan (Chatbot) anunsadlaludsiinuesdosnisla %q;ﬂﬁu‘%ma%ﬁmﬁmmamWiﬂ
lunissessunmwlanainraisnie Aesliamnuaissresniwinnazn e saulidensusuli
fdnid anuau vesmwtiug Tiutlagiuogiaue

2.3.23 gusnsimumslinrgideyaanmslilueiausiaunun (Conversational
Agents) #3aunuav (Chatbot) (BOT Analytics) tJui3iAs1zi Uizmama%aﬂaﬁlﬁmﬂ
LOLAUAAUNUT (Conversational Agents) #3auasnuamn (Chatbot) LazAANILNITNINIUTDS
L0LaURAUNUT (Conversational Agents) 5 owynuan (Chatbot) 1 et U Wau 1w a
Usgdngnmlueuian aunsonsvauedlisgieniasinseiuanudeanisvesdiduinig o
Fuszneumsfesiinuanansalunmsyszananainng fanudengulunisiineideya

sulufamsimunssuvliasgideyasgasieiiios

o
[ Y 1

v I3 Y] a . . G}

AeluaENa1Ilain LBlauRauUNuUIgIRs v (Intelligent Conversational Agents) #1590
wynven (Chatbot) 1umnalulagilddmsunisinaesnisiideya wie dweu dmsumaiu
a Y a o o v N & v v o a v =
Adldusnmstouddudun itesdulusduuuvesdennudignys e Teanuides
Iagn1sviuazgniuind eudtedeyausevg (Artificial intelligence: A Tuusegian
Machine learning Usenaunu n15UseNlanan1¥1555u%1H (Natural Language Processing:
NLP) @ slutszinalne fnrsdnnaluladasnariunldvainuate lad1asdu diugsia
Usziude $1ue1mis su1as duguatnuazlsaneiuia saudsaiunisfine tdudu
FaLolauAaunun (Conversational Agents) %130 W¥nUan (Chatbot) vinlwiAnn 151U& v
sUuvulunsaiiudin aondugeufnuddndunagdeudilanasSeudiiaihulssyndld

AUNTSIAUS NN SUDIAULDININTU
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2.4 AUNanala

anuianeladuamidnvosyanalidmeuinnisavdadunanuszaunisal
anude Tasaznanfsanumneuaznguifiisatestuanafionels i

2.4.1 ANUVENEYBIANUNTNELT

anee wazusavg (2561) lalimnumnevesanuiisneladn anufianelalunisidu
fugrilunsihauegaiinnugy warassilidnnulussdnsiienugniusoosdng

waunsuatuvdndingay (2556) lalinnuvangvesaufianelalidn $n geula
wawA1I1 fiela vaneds wela weouls

audns (2551) mnudfianela mnefsmudanidugaiiiaandiruainisuuiniie
Audnde Asnszduisannniglusasnisuonvasilaianyang

Gundlach, and Reid (1992) lalviaumnganuiisnelalidn anudianelavesyang
fiinannsldsuaeingg wasndanldsudsiuud aunsaneuaussmudoimaniondly
gy iﬁuﬁgﬂﬁﬂﬂ@ﬂﬂLLﬁ%VT’ﬂﬁUﬁﬂaLﬁ@ﬂ’ﬂuﬂ’]ﬂgﬁiﬁ]ﬂ]ﬂﬁ@&lLﬂ&lﬂ,ﬂ

Victor (1964) ll¥iarumaneaufionsla vianefls wanisityeaatudlufidmsuly
Aanssuvsaluuiuaninnunel

AedY anansaasuaunIngvesauianelaladn aruianaly vaneds ausdn

Aa 1 a

vseviruafvesyana ildeddladants anuiiawela asintulenudeinisvesynnalasy

NsRBUANRY MIaUITTRYRYInelusERunis
2.4.2 AnudAgvoInuianela
= [ [y o w a v I3 ) < 1 a 3
AnuNsneladutadvdAgnvislvesfnsuszauanudnsa lnoanzeg198193Ans
d‘ o ¥ a o5 & v o w A2 o o g o & a
Weanunshiuinig dadutadedAgusznisusniidudivsanudiiavesnisuinig
A v & ° o & v & Y a 9 Y aa a v | a A
nsavlviesAnsvihnulszavanudnialauu fuimsuasidminnniieiteniseg 19849
wnadnuldngaialadeuaresrusenauieiagyiligunsuusmafinanuianela
Wang kagamy (2020) Aunsnalavesndnauidsodan un vy walulad
ansaumanaaidudiudrigrosnsinaulasidninasgnsunnaenaans N1 eeiuau
ag3lsAmunislianuauladiswdntdesinanufisnelasumaluladasaumevasntnanu
FunumegalslunisastanisiasuwlasiauadNnedI Ui uau F9vaeanudI1 anuline
walaseasfusznovstmisenailudaulifianelasevianunveserng

2.4.3 ANEUEY9ANUNINDlY

v
= 1

anvaizvaImuinelavesiazyArawnnieiulueg fiuussaunsalnuiazdady

Y

auq Fapnuiienelalidnuaeiludsll @nIngrdegluiesssunsse, 2535)
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2.4.3.1 anufianelaidunisuanseannivesualiazAaugantuniauanves
yarasiodwiad dayanadududesiiufduius fudawnndeuseudinismovauesiniy
Fosnsdruynnadiensidneuiuyanad ukayd sinaqludinlszdriuiliudasau
fszaumsainaiouddsiiagldSuneuunuunndnsiululuaniunisal msvinisiedu
dnuwazifiodtu yanaaunsasuivaredmansenafsafunisuinmsliinasdussianaes
MIUIMIVEeAMAMYBINTUIMITWsEAUNIflASUIInAsUI e mnidulua
ANNFDINsYeIEFuUI NN TsdouneiAnmLiAnTinuazAinaiianela

2.4.32 anuienelaiinainnissziiuanuuansesenined e aandadu

ganlasuasdluaniunisaluinis newdsuuinsazanlduinislafmudnosiinnasgiueenis

aa A 1

Usnsuulilulaneuegiane dudiunasdndainauamvieanaingaiionsusnisuszaunisel

o

AufuagliuIng NMsuenaIverdu n13funsudeyan1ssuuseiunIsuINIgaIN

o a

lawan nisbiriudgarvesyiuinmsmariiluladefiugiundsuuinseldiseuiiou

a

fuuinsilasuluneasvesnislivsnsnaendianal AWguinislasusineadunisuinig

[
a |

! A Yo a 2 ) a da Yo . ~ aa |
ﬂE]u‘V]vLﬂTUUiﬂ']iﬂiaﬂ’]@ﬂ’miuaﬂwﬂ@ﬂ'&i"\]giﬂiu (Expectatlons) U UINTNAF BV INLIANVBN

MIRTYANITIMIBNIINUUE Iz NG LRUINIswazd SUUSM s dusgsunnms =g Suusnis

= v oa a a

zUseiuUSsuieunua i le suaslunszuIUNISUSNNSIAAYY (Performance) AUA

a ‘:{IVLSJQJ

o 9 o P A o oo v . .
ﬂmWNLml’mea N ﬂiULﬂu@qmﬂqqﬂJﬂqmwﬁ\iﬂaﬁqLUUﬂ"IiSu@JuWQﬂ@@Q (Confirmation)

a 1

AUAMUAIMPTIN TR UT 158 auLARAINRInalananITUSN1Teanann we adtdiduluniun

Y

mwi’amf\]%qm‘%w‘hﬂdwﬁmﬁumiﬁuﬁuﬁﬂmmLﬂﬁau (Disconfirmation) AUAILAIANI
Fanan H23RuLANAN (Discrepancy) Tt ubuasd diussiuauiansla winns
fudud savulvlunsuanuansdsanuianela wadndsavulvlunisavuansds
Anldfianela

2.4.4 Uadgiiinasionnuitanelavedsuuinis

[

Jadeniinadonnuitenalavesdsuusnisiidfny il (nninedealuiesssunsse,
2539)

a IS

2.4.4.1 @a07UNUINIT N1SUNDINISUSNTEREEAIN WIRHSUUSAISHAINUADINIT

Y

gauUNalALAAAINUNIND TN ONITUSNISYLAT A AL NITNTLANYENTIUT LAUS NS D9

o 1
U Y )

L D81UIBAIINALAINLARSUUTNIT Asduan unuInssdusesddgdamnasaiuaiy

[

4 A dag o o vt a o ! v & v o vl v
Lﬂaﬂ@mmﬂuﬂﬂ%ﬁﬁqﬂﬂjqﬂzﬁﬂ@ Uﬂqi‘Uiﬂfﬁmﬂﬂa']’JEJULTJULﬁQ@JQI"UNaﬂ@luﬁl‘muﬂqumaﬂﬂqﬁ

AL e
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[ '

2.4.4.2 fusmsuyarainiiunumddsenisufifauuinig Tidsuuinig

o

AneuaLianelaviady
2.4.4.3 EAMNLINROUYBINITUIANT BazUITEINIAYDINITUTNITHINT Nasie
ANUNanela {SUUTNTENYUTNENINLINGBUVDINITUTNISAEITUNITOBNUUUDIATS

AU ANUEIENTRINITANLRINsTuAIeN s TRashazn SR AFUNISTALUIN U DU

[

&I

2.4.4.4 nszvrunsiusnsiludrundraglunisadireanuianelalidu

Yo

VUIMILazUsEdnSninnsdassuunsuinmsdwalinisuUAauuinsuagSuusnis

=

ANUARDIFILAEAUBIHEANILABINT TV T UL M IFRt g nda Az dinaInw

q

A
Hl
2.4.4.5 dnwaizdufveauTuuIng toun e e1g nmsine Wusiu
2.4.5 Myinsgaunuitanely
arwisnelansifntundolitueg funsliuimavesesdnstsznauduseduauddn
voaanuuimslufifinng 4 vewusazyaaa faiu m3dassduauionels aunsansevild
vaneiSeeluil (audni uazaniy, 2563)
2.4.5.1 mslduvvaouay Faduisidenldfuersunsvarslagnisvean
sufleannguyaraidesnsiauaninuAaiuaslunuue sudidmun
2.4.5.2 nMsdun1wal ﬁmmﬁ’sLwﬂﬁﬂLLazﬂamﬁwuwﬁmmm@fé’mmwaﬂﬁ%
a5V groudnunaumudaianse
2.4.5.3 n5daNa Li‘]umsé’aLﬂquﬁﬂiimﬁgﬁdaumﬁbu‘%mi YULITUUINIThAY
nFsnssuuinig mytaamufimelalagiitasfosnssiednsifuasdiuuunuiiviuey

aziula1n nsTaaudianelananisiiusnisduaiuisansevinlenaieis

v
=

YUoe NUAUATAINNUNYAN AABAIUIALINUIBYBINITIA SuvzdmalinisTadud
UsgAvBnmuazianuinideiie

NNuAAKazNguiifeumuRanelatiediy iseanunsaaguliin anufianela
Ao 13 eadlanistanmainves Yuuinig Tnsanunsaldiedesilois 3 vdaududainy
wngaLnaryaUsrassvensin liiesdunislduvuasuanudedesldfuegsunsnane
nsduniwalifiagdesdinadalunisyadiannsaligneuuuvasuaiunouniudeiiants
nsdaunadunisdunemgfinssuianeusuuinns v fuunsuasndasuuins wiedunis

o v =l 9 a o A 9 va oA A a &
deyailaluiauinisusnislalunng du wasieliiinanueionngayy
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2.5 AANUANAYBIUNANE

Y A v 1

AUANA (Loyalty) Aie Wusdyaymseteyniuseninellviusnisvseanduaaudnwm

g U

[y

9o a A o = o = )~ a Aa a a = =
usuuTnsvsedndny lngdndnwiasiinginssunianududsenisameifouseuly
andugaudnwegieneiliossudianisdne wasiinidunnuduiusiBeuiniidmali
U = a :.JI [ Y a A = 1 o 1 U = a
UnAnwidanuaslaagnduanlduimvisefnuiselundngnssing 4 vesaatugaudnwidnly
auAR LU NsAnuluseRuiau ndnansineusy ¥3eRansIume q Nandugaufnewdn
& v a v I3 a el' ° = & !
AU lngAuindveagna (Customer Loyalty) lukuifnn1ansnainigniiunfnusaus
Tugael a.a. 1950 Bedlgnlviandninanulisgnsunnung

2.5.1 asAUsEnaUMINSNATRIINANYN
] A a o ) U av ya vee Y& o
AABATEELIIAINT 7 NATTYRHIUL wiAnieItuaudndlatigAnuliiluduiu
wn sudslaiinsiausiuimislunisiauisusuunsaiieanudnalisgavainvaig
Tnsnguiitisaduanudnailasuanudeutaziinisesdalurainiiedie nguives Jacoby
and Chestnut (1978), Dick and Basu (1994) uaz Oliver (1999) FafierduuwiAniiuguiign

o v 1 = U a 3 Ao w [ Q’lj

haniausegenauislagtiu warliesrusenauiiddaysiail
2.5.1.1 99AUSENBUAMNANA 2 8F (Two-Dimensional Definition of Loyalty)
anudndlildiiisansianginssuvesiuslnanieunAnwlusserdulinuy winudng
v ~ Y} aad v = v a | Y & aa o &
zdosdnsinluifou qlussoze1iniy depmnudnfaiuisautseenlaidu 2 4@ a9dl
(Snijders et al., 2020)
2.5.1.1.1 179 1 AnusnAnusiFua® (Attitudinal Loyalty) agiduises
NeatuANLAnLazANNIANNTuYestinAnynidseuine1ds Tngazuanieanunlunives
weAnssUNIATegaudsINISANY AudeIn1sAnyselussAuNgly viomudeinIs
AUVANENTNITRNBUTHBY 9 Nandugaudnwilnaeu anuianelauazaoinisiugil
andulviiuyemadu anuWeiuluanitu msufiasiasdsulud@nunantugaudnw
Wa Y wazlinuduanasifenanidugaudnwiauiwdiinensssdanldanglunisdnw
WsEUgInIandugauAnuLiey
2.5.1.1.2 §@7 2 anudnfaungAnssy (Behavioral Loyalty) az1du
nsuansoeniiaunsausdiuldaInnIsnsyyi Wy n1svensensenuzihan tugaudne
nsategveslnAnyilussezeraudnianisAing n1s3uRanssy ienisden Anwisely
SEAUTgU TIuiensPeduavielduinisdu q Nandugaufnwdndmenseliuing

Wiy 1 vesiiszdn f151 w3e awmndeuflineusundngasszezdu (Jusiu
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2.5.1.2 93AUsENaUAINUANA 3 UF (Tri-Dimensional Definition of Loyalty)
wimstaessusznauanusniily 2 87 wndufiveusuilivislunmguiuesujifoss
nf19v9 wilunmsfnwidaideanideduissufvadunginssuuyuslunisnevausse
Aauseing 4 e?iqﬂ'ml,amaaﬂsuamwé%Lﬁwﬁumﬂmswammuﬁ’maa 3 Uady Ao 1) N33
(Cognitive Respond: | think) 2) 81518l (Emotive responses: | feel) 3) we#nssu (Behavioral

v

responses: | do) (Usen11950, @3U5T Wawan3, 2561) wuranill ﬂﬂﬁmﬁ’wu%ﬂugmwu

1
aacf aa

)
Y
[ 3 v a a 1 dyu < 3
nsinesAusznauANuAnGLuY 3 IATusnlua lneguwuu 3 TAldeaivesAUsznauaIy
L a YV a . Y @ a I v a Y v a
ANAATUNGANTIU (Behavioral Loyalty) I fy WA AISWLENANUANA A TUN AUAR
(Attitudinal Loyalty) eanidu 2 esAusenau fie 1) anudndaiunissus (Cognitive loyalty)
I = N [y N a =~ PN Y Y a ] o =

wluisenfeifuanuieuazaudn Jersivsnanaduayuliiianisasegveindny
uag 2) AUAnAn1ue1sUal (Emotional or Affective loyalty) agiigafuaiusanauuIn
ANUynuivan1du vseauseudunelmianginssulunisiiendnwise n15suRanssy
WIeltusNsau 9 vasaatugnudny (Shugair, Pinto, and Mattila, 2019)

2.5.2 ASLUIUNITNISHNAANUANAVBILNANEN

(%
v =

1N0IAUITENDUANANA 3 U@ (Tri-Dimensional Definition of Loyalty) ufiaqn
12701 LABIAUNTOULUIANTEEEUDIAUANA (Loyalty Phases) 984 Oliver (1999)
Tngleuusnszuaunisnisiiarudnfosndu 4 ssez il (Marina, Jasmina, and Natali,
2020)
v Y [ % V. L I &

2.5.2.1. AUNNANIUNI3IU3 (Cognitive Loyalty) iuiwzumawmuuiﬂqmiu
nszvIumMsasauing lnglusseriiindnwaglasudeyaiediuaniduaaudnwinasiio
N135u§anuvasanIfugaufneiinnuwanansainanidugaudnwdu wasiindu
AENwalIINede (University Image) Iulun1ssusvesindnw lnglussevianudng
dwlvgaziinduaindeyarasdsiedumudnfifissualuidu vinaoTugaudne
aunsaasanssuiediwadafazyiliinAnwineuiianela (Satisfaction) Aeliia
[ saa 1o o 2 A g a ¥y A o ! U Ay ¢
Judszaunsainfunindnw Fedieidugasuduiiethlugaiusdnsniuesunl

2.5.2.2 anuinfniuesual (Affective Loyalty) Tuszesdl 2 Tagidunisasne
Uszaumsaliinnelalviuindnw laganuidnauuinazees q gnugnidadluluainuda

v = ! [ v A v 6 [ ' I v ad Y ' ' %

YanAnw egelsAnuaudnasuesualiliddieinduanudnanndnuuuinlsdn
v =2 (7 = U =2 d' <) v A a 2 o a a = !
UnAnwazdipsdianidugaudnwdu q WudidenimiaulalihnfiansudSeuiisuneu

nsenaula
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2.5.2.3 A1uAnAf1uA1u98U (Conative loyalty) syeil 3 Dduszuzay
Ulgnisiiangnssunisdndulanieanisaegvesindnuyl dearnudnaniuaIuy gy
aunsaimunlamen1sneng1nuaniuuIndeanIiugaud nwiegsadaue lneaiy
v a Q’lj [ [ dd‘ 1 £ = a v = 2 (K=Y =1 Qll
Anatusseriazidunnuinafasud1sasdanbiludnlavestindnwinal wandansdilonian
A010URANANYIDUILAINNTONDUAUDIANUABINITUT BLAUDN TN AN A

2.5.2.4 ANUANARIUNNTNTEYN (Action loyalty) TuszeviidusyesNimuiain

Ausfsiunagdndulaienungnisnginssunisadasvientegats lngun@nwaeninumsg

aa v a

2 ax Y v o Y] = a = A 1 &
wseneeunnIansnlaisedluaatuaaufnyiaunels Fdednluszueniininudin
[ 1%
LINFULUULED
2.5.3 UsglanAuAnAvestinfne
Uszvanuinavestindnwianansauuseenls feil (Ngobo, 2017)
2.5.3.1 ANUANAWY (True Loyalty) Aetindnwnifiszauanusindgs lagdang

| a

lpannwgiinssunisatey n159mAaNTIL kazaudesnslunsmsiiendnuiselusedud

ada LY =

gludsiinAnwaziidviruediifdeanitugaufnuuasiimssmianssusi q sgaseiies

2.5.3.2 ANUANAURNG (Latent Loyalty) ﬁfﬂﬁﬂmazdﬁﬂuﬂﬁﬁﬁﬁiaamﬂ’uqmﬁﬂm
winduiinisasegnieidendnuwiron nandendnwdnud uveunazusesivlaly
antugauAnuituilefesnsfinuireasAndsanisugaufnudind i dududuusn uindy
Livhnisideniisui antugaudnwiuraiudsmanad u 4 uazeradnisuugi
antugauAnuiliituyaeadusefudar lildduindnnemminedouisduiong

2.5.3.3 AuANALgY (Spurious Loyalty) dn@nwilngAnssunisaseguazinig
Fonfnwirogs winduiivimueidlififuanitugaudne fanamadivilfdnedfuoiaiin
nntadeduiilalldnruind wu Jadesunuazain viealdane iy

2.5.3.4 lifiausng (No Loyalty) a@ﬁﬂﬁﬂwﬂﬁiﬂﬁﬁgﬂv\li}aﬂiimLL@%ﬂ’J’]&Jijﬁﬂ
1n 9 doandugaudnuieau

ANt aunsaasUladnanuindvesindnwuinaindadunielunas

o

meusnvesiainAnuusznoudu Taevs 2 dutfudmadeiunasfuaue musnAfiauysal
stnauriassanAntuldldmnuindladuniisly seulunsadseudnivesin@nwied
anudnduiiazdesiansanesdusenauliasuyndiuisludiunieninasuenuagdiu
In3nenielu lnernusnivesindneazisuinananudawazislanieluvesdindne

MNUTERIDBNUNUFULUUYBINGANTTUANS 9
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2.6 MURBNNYITaS
Snijders wagmay (2020) levins3Teiseensiwenlesnnuduiusiuseaugaudnu:
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Frequently asked

questions

Imperial College London, (2020)

What are the
entrance
requirements for
study at this
University as an
international

student?

| Massachusetts Institute of Technology,

| Harvard University, (2020)

S University of Oxford, (2020)

S University of Cambridge, (2020)

< The University of California, (2020)

K| Mahidol University, (2020)

< Chulalongkorn University, (2020)

| Thammasat University, (2020)

AN Silpakorn University, (2020)

| ASSUMTION University, (2020)

K| Asian Institute of Technology, (2020)

AN Synthesis

Do | need TOEFL
or IELTS or
another English
language
qualification to

apply for study?

When should my

visa expire?

What type of visa

do | need?

How do | get to

University?
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Frequently asked
questions

Who can help me

with visa or

immigration

matters?

When is the

application

period? How do |

apply?

Does the

University offer

scholarship?

How much are

the University

tuition and fees?

How can | request

a transcript or

certificate?
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Frequently asked
questions

What are the

health benefits

for International

students?

What do | do if |

forgot the IT

account

password?

Where is the

Library?

Does the

University have a

prayer room?

Can International

students stay at

University

Dormitories or

Condominiums?
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Frequently asked

questions

Massachusetts Institute of Technology,

Harvard University, (2020)
University of Oxford, (2020)
University of Cambridge, (2020)
Imperial College London, (2020)
Silpakorn University, (2020)

N The University of California, (2020)
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STUDENT RELATIONSHIP MANAGEMENT WITH INTELLUIGENT CONVERSATIONAL AGENT PLATFORM TO
PROMOTE INTERNATIONAL STUDENT LOYALTY IN HIGHER EDUCATION

—

RECIVE RESPONE

GIVE FEEDBACK > =
(=]
SEND FAQ ANSWER CONVERSATIONAL
AGENT

ADD INFORMATION

VIEW INFORMATION

ADMINISTRATOR
DELETE INFOMATION

AT 3-1 A mgaAavedd lusEuUNIanIsAnudunusinAnwinisunannesy

L% =

LudaUnUgaRsevioduasuAUANAvesinAnwsmAlusEAugauAn

3.3.2.2 ypansiigatesiussuunIsiansauduiusindnwimeunanneosy
luAdUNUIIRsesLiednasuanudnfvestinAnwssalussduaaudny wiadu 2
nauAe

3.3.2.2.1 flfan (User) nguvesdldauiifuimsssuuldimundnsly
nsiifsdoyaneluszuy Feluusdagngudans unnsnadunaminiuase dnuazved
Aldau
3.3.2.2.2 13117 U3 M1597U (Administrator) A & ¥iui 9 gua
Uszanunu vieliuinsiiedestutinAnwisinsa
3.3.2.3 {9974 (Flowchart Diagram) Lan4n1%191UUINI1TIANIS
‘o

ANMUFUNUSUNANWINILLNANN DT ULDLIUN AUNUIDIRS LN DFNATUAUANAVDITNANWN

P9 RLUTEAURANANY UARIAININT 3-2
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NN 3-2 Welsudy seuvasdngvihaevdn Juileadnvosaumniinihvondnaz
annsaaununeulsfuunanesuloludaunuIsaasezla Ingluntnasunannesuiolaus
aunndaniozaziinindensiongiu APl ¥as Dialogflow hnsmuaunsnounduteaIy
o efuridonuadly Yenmazgnadludl APl ve Dialogflow wagagyinisUszanana
JaA1di1nsaniu Intents Talu Dialogflow 81msariu Intents Iafaznaundudannunaundu
910 Intents 1 uAnnldnsetu Intents la quae asmeundulne 19 Intents 910 Defaults 7
I¥dernonls

3.3.2.4 dunauszarunus L991u (User Interface) 4894015313
anuduiustnAnmdsunaniesuelnudaununsanseadfiod uaduanusniveuindne
samnilusefugauAnwvimihidonussanusewinagldnussuuivaenfnme ssegunsal
?{amiLﬁaémaslmmazmﬂiﬁ;ﬂﬁz’mummmﬁmaﬁ’uiﬂmmwlﬁ Fedrumausrauiiu
fldand weil

3.3.2.4.1 waUnaLadu (Application) \duduseUssaiud

Y X [y [y 3 s =) 3 [ [ PN
WanFuinldludnuagianiziugunsalannsnlnuvSowiuidn Lansnanng 3-3

< KMUTNBInterst. @ [E = < Qjy xmutnbinters.. & O

What program do you want
What do | need when | want to an to study?
29 graduate - %

=13
W + What level do you study? Bechieior Erogram
T .
!4, Graduate College g S ¥
B N

Graduate College

International Trade and
Business Logistics

WEBSITE

Informatics for Digital
Economy

WEBSITE

AT 3-3 H298719aUNAATUVBINITINNITAMUFUNUS TN AN YIAELNAANDSULDLIUR

aunudaaseviiteduasuanuinavestnAnwssndlusedugaufng
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3.3.2.4.2 Viukounaiadu (Web Application) Aansldanu

SLUUNIUT UL UNAATUAR ML YU T U DS WaRIRININT 3-4

@ KMUTNB Inter Student = Q 3 :
Feb 18(Thu)
What do | need when | want to graduate
€+ What level do you study?
Graduate College
L] Cards are not supported in this client
Check it out on your mobile device.
m A
: ﬁ Kmutnb Inter students v - X
Kmutnb Inter students W
@BanbowShop - University -
Kmutnb Inter students
College & University
Home About Photos Videos More » 14:32
& Good day! What can
About See all \g," Create W 1 do for you today?
138 people like this, including 6 of your L
L friends < d |&d Photo/Video Q Checkl @
e L.A_Ba Greetings! How can |
= g assist?
£ 135 people follow this Album inter student activities w v
—
d mes: (v ,.
° Send message s Kmutnb Inter students added 3 r |‘.i ’) @ L 9 I. D
https facebook com/watch, ohT) a

AT 3-4 A8 UL UNALATUYRINITIANITANNFNTLSTN AN IAsLNan WD ULDLAUA

aunudaasesiitedaaiuanuinavesinfnwsalussAugau@n
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3.3.2.5 NMS90NLUUAIDINLAEAINDUAINSUNITIANITANUAUNUS

Ly

UnfAnwisisunaniesuialaudaunuigIaiesiieduasuanuinivesinAnwisiswidly
szavgaudnyt TudiuresnisesnuuuA1n1ulasIuTINiIINNITIATIEiAnuinuley
(Frequently asked questions) ¥e4UN@AnwIn 199183 INaa 1Tug ANAnwINIineLay
Alszme wasihdeyafiduaszildsauiunszuiunsnisdanmsind@nwduiusudadu
Aoy wagldgietndny alenislduinisseuvansaumaiienunedouindny Viuled
aa = Y a I ¢ a Y =
vaspuriin1ssunsaeuluszAuuIunid wasivledvewmingrdemalulagnszasy
v = 1Y o <) A ! Y = ! =
indmszuasnie lagaunsauustermaueeanidu 3 sver Ae nowdAnw) seninadnwm

LATAUNITAN®Y LAAIAINNTIN 3-4
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A151990 3-4 N1SEDNLUUAIDIULALAINBUAINTUNISIANITANUAUNUSUNANEIN

WNARANBSULBLAUAAUNUID RS UL DA A UANUANAVBITNANYIFH19YR

lusgAugaudny
Question Answer
What are the entrance What program do you want to study?

requirements for study at this | Bachelor Program

University as an international | - International Trade and Business Logistics
student? You can find information about admission
requirement to KMUTNB International College at

http://www.inter.kmutnb.ac.th/admissions/

Master Program at The Sirindhorn International
Thai-German Graduate School of Engineering
You can find information about admission
requirement to The Sirindhorn International Thai-

German Graduate School of Engineering at

https://tggs.kmutnb.ac.th/admission-info
Doctoral Program

- Information and Data Science

You can find information about admission
requirement to Faculty of Information Technology
and Digital Innovation at

https://www.it. kmutnb.ac.th/?page id=5284

Do | need TOEFL or IELTS or | Applicants must demonstrate the English
another English language proficiency certificate.

qualification to apply for
study?

Does the University offer We offer the scholarships for oversea candidates

scholarship? who are qualified the conditions set by the faculty.



http://www.inter.kmutnb.ac.th/admissions/
https://tggs.kmutnb.ac.th/admission-info
https://www.it.kmutnb.ac.th/?page_id=5284
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Question

Answer

How much are the University

tuition and fees?

- Faculty of Information Technology and Digital
Innovation

https.//www.it kmutnb.ac.th/?page id=4680

- The Sirindhorn International Thai-German
Graduate School of Engineering

https://tggs.kmutnb.ac.th/tuition-fees

- KMUTNB International College

http://www.inter.kmutnb.ac.th/admissions/

What type of visa do | need?

Before entry to Thailand, students should hold the
Education Visa which they must apply through

procedure with Thai Embassy in their own country.

Can International students
stay at University Dormitories

or Condominiums?

The International students can stay at University
Dormitories, if you are an exchange student when
you require a short stay of 1-3 days in Bangkok, we
recommend you to reserve a short-term
accommodation such as a hostel, a boarding house
or a hotel. You may start looking for a suitable
accommodation from your home country in
advance at the following websites: Agoda,
Hostelworld, Thai Youth Hostels Association, or

Hostelbookers



https://www.it.kmutnb.ac.th/?page_id=4680
https://tggs.kmutnb.ac.th/tuition-fees
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Question

Answer

How do | get to University?

Option 1. Direct taxi from/to the airport

The fare ranges around 350 - 450 THB (for
Suvarnabhumi

International Airport) and around 200 - 300 THB
(for Don Mueang International Airport). Depending
on the traffic condition (excluded Taxi airport area
fee charge 50 THB and tollway fees must be paid
by passenger). Taxis are everywhere in Bangkok, so
only use taxis that use their meters, found in a
specific area dedicated to Public Taxi (we suggest

to use that).

Option 2. Airport Rail Link and MRT (Metro)
The closest MRT station to KMUTNB is Wong
Sawang station (MRT purple line).

-> Take the Airport Rail Link at Suvarnabhumi
International Airport to Makkasan station,

-> walk along the Skywalk (500 meters) to
Phetchaburi MRT - Blue Line

-> Take MRT Blue Line travel to Tao Poon station
-> transit to MRT - Purple Line travel to: Wong
Sawang station,

-> take taxi to KMUTNB, the fare ranges for taxi is
from about 60 - 90 THB (8 km.) depending on the

traffic condition.
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Question

Answer

When should my visa expire?

When your passport checked and stamped by
Immigration officer. Your visa will be valid for 90
days. After that you have to go to the Immigration

Bureau for extend your visa.

Who can help me with visa

or immigration matters?

Students are responded for the VISA and
Immigration, if you need the guidance please

contact your Faculties’ officers

What do | do if | have a
problem with courses
registration, add - drop and

change of major?

Please contact your Faculties” officers

What are the health benefits

for International students?

Health Center

KMUTNB offers on-campus health care services
such as basic medication treatment by nurses and
medical specialists, medical information and health
advice, health care prevention program, nutrition

program, and accident insurance service.

Location :

2nd Floor of KMUTNB Staff Club Building

Does the University have a

First Aid room?

KMUTNB Health Service Center
Location: Health Center, Student Affair Department
2nd Floor of KMUTNB Staff Club Building
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Question

Answer

Where can students ask for

advice if they have stress?

Counseling Service

KMUTNB offers counseling service to students who
need help in adjusting to university life, coping with
academic stress, dealing with family issue, or

finding the right job or suitable occupation.

Location :
Student Service Center, Student Affair Department
1st Floor of 40th Year Building

What do | do if | forgot the IT

account password?

Please contact Institute of Computer and
Information Technology

Location: 3rd Floor of President Office Building.

How about internet at the

University?

Internet and Information System Services

There are a total of 756 Wi-Fi hotspots in KMUTNB
Bangkok campus, 169 hotspots in Prachinburi
campus, and 110 hotspots in Rayong campus so
students can get access to online educational
services from anywhere at any time by using
student and e-mail accounts provided once

registered as students.

Location :

Institute of Communication and Information
Technology

3rd Floor of President Office Building
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Question

Answer

Where is the Library?

Location: 2nd, 4th - 7th floor, Central Library
Building.

Where is the Co-Working

Space?

Location: Finn Space, B Floor of KMUTNB Staff Club
Building

Does the University have a

prayer rooms?

Prayer Room
- 40 Year Building, Room 77, 6th floor.

- Central Library Building, Room 26, 4th floor.

How to request to stay at the
University Dormitories or

Condominiums?

Please contact your Faculties’ officers

Where is cafeteria?

KMUTNB have 4 Cafeterias provide ready-made and
cooked to order food.

1. 40 Year Canteen (2nd floor, 40 Year Building)

2. Faculty of Business Development’s Canteen

3. Samo Canteen (G floor, Samo Building)

4. Cafeteria Palm (2nd floor, Faculty of Applied Arts
Building)
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Question

Answer

How can | request a transcript

or certificate?

Transcript
http://acdserv.kmutnb.ac.th/en/transcript-
2#1508136834825-bc1397a5-ad71

if you need the guidance please contact your

Faculties’ officers.

What do | need to do to

graduate process?

- Vocational certificate, undergraduate and
graduate levels

KMUTNB Bangkok ,Prachinburi campus ,Rayong
campus

For graduation process, degree candidates must
apply in advance for graduation. Please visit the
website http://services.regis.kmutnb.ac.th at the
corresponding time specified in the academic

calendar for each semester.

- Graduate College

Prepare the documents and fill the Graduation
Approval form
http://www.grad.kmutnb.ac.th/download_getfile.ph
p?id=118&file= 20180326562623652.pdf

if you need the guidance please contact your

Faculties’ officers.
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3.3.3 Waun159an1sanuduRusindnwdeunanesueiaudaununsansoziiie
duasuanuinavesindnwiinandluseavgaudne gimuilainisimuiielaudaunn
faaseuifieduaiuanuinivesind@nussndluszdugaudnu luguuuuneundindu lne
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3.3.3.1 MsadaelauiaunuN§Iniezale Dialosflow Tuansadildnudae

JoyTvee Google Tneadlud Sign in ieadaslduinig

v Dialogflow Overview Case studies Docs Blog Pricing Support Q Gotoconsole  Signin

© d

Waich later  Share

Build natural and rich
conversational experiences

Give users new ways to interact with your product by building engaging voice and text-based
conversational interfaces, such as voice apps and chatbots, powered by Al. Connect with users
on your website, mobile app, the Google Assistant, Amazon Alexa, Facebook Messenger, and
other popular platforms and devices.

Sign up for free

\J
Powered by Google's machine learning Built on Google infrastructure Optimized for the Google Assistant
Dialogflow incorporates Google's machine learning expertise Dialogflow is a Google service that runs on Google Cloud Dialogflow is the most widely used tool to build Actions for
and products such as Google Cloud Speech-to-Text. Platform, letting you scale to hundreds of millions of users. more than 400M+ Google Assistant devices.

il 3-5 iduledues Dialogflow

Wieltuny Sign in AUTINgUTNRefanIni 3-6 ingsyuumedd Google

’ Dialogflow
- e

acy policy

Ad 3-6 w1 Sien in vesiules Dialogflow

v A

= o ' v o & Y o ' v o v
W au g seuun 18 Uyd Google dtiaagUsinguiiaadsnnd 3-7 Iivian1sasng

LOLAUAAUNUNDIRIUEMBTATY Create Agent
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& G O https//dialogflow.cloud.google.com/#/getStarted Q ve @1 3 = e
Do & s> Welcome to Dialogflow!
ssentials

Create Agent

> Docs@

PG Don't know where to begin? Let us

P help you get started.
Account i
Logout

Now it's time to create your first agent. CREATE AGENT

Amd 3-7 wiwdnues Dialogflow

Wedenilandu Create Agent 138U588ULAT AYTiBlalAURaUNUIS a3 v dRAARDIRUNTTIY

NUIUATE N UIA9T 937 “KMUTNB-InterChatbot” wagyin1sas19oLaURd@UuNnUI handed

U
'
=
AN 3-8
< C O httpsy//dialogflow.cloud.google.com/#/newAgent Q Yg m 5= 2
j Dislogflow g KMUTNB-InterChatbot
Essentials
T LANGUAGE © DEFAULT TIME ZONE
> Docs@ _ —_— X
English—en v (GMT+7:00) Asia/Bangkok
Dialogflow CX "¢
@ Support =
Account Enables Clou SNSon 6eo0 o — a
Logout AGENT TYPE
I Setas Mega Agent
Combine multiple Dialogflow agents (i.e. sub agents) into a single agent (i.e. mega
agent)

AN 3-8 MUINITATLBLAUAAUNUITIRT LY
Weoas1uelaudaunudaniuzlaiadu asUusinguinneianIng 3-9 Jwdnssivazidun
Intents 7131 1ae Intents 1 anansaunlulalagdonidrlul Intents Npen1s s asaluala

laun1sna Create Intent AYuUWIN
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< G O httpsy/dialogflow.cloud.google.com/#/agent/kmutn... & Yg B 3§ V= S
Essentials

KMUTNB-InterChat... ~

Q Q Y @ Please use test console above to try a

sentence.

Defauilt Fallback Intent
B intents +

® Default Welcome Intent
Entities

Knowledge [°¢
No regular intents yet. Create the first one.
Fulfillment
Intents are mappings between a user's queries and actions fulfilled by

Integrations your software. Read more here.

Training Before you start, check out Prebuilt Agents, a collection of agents
developed by the Dialogflow team.

Validation

History

AN 3-9 NINNSIANTT Intents

dlewihlUfl Create Intent agUsIngnmit 3-10 lagludiwvesnsaiiaelaudaunundaaios
agld Training Phrases Wag Responses Hundn lne Training Phrases agidudluvemaiy
vionguiiliieitestudnudundn wag Responses axifudiuvasAinou Tagnsaziiia
Training Phrases lsiin1siden Add Training Phrases wag n34fiu Response lifvihnisiden

Add Response lngagiinauansaisn Weasne Intents dn o U lidwdudes Add 8nsely

o (@) o} https://dialogflow.cloud.google.com/#/agent/kmutnb-interchatbot-bsix/newintent Q Y8 [ -3 = @ z
Dialogflow |, _ e Intent name m 0
Essentials

KMUTNB-InterChatbot Trainmg phvases [ A~
) @ Please use test console above to try a
" z . < sentence.
Train the intent with what your users will say
S hexciient i et
d param
Entities.
ADD TRAINING PHRASES
Fulfilment
Action and parameters S
Integrations
Extract the action and parameters
Training
Validation
Heory Learn more
Analytics ADD PARAMETERS AND ACTION
Prebut Agents

Responses @

Small Talk
Execute and respond to the user
.
> Docsiz lespond 10y Sers S ge, or build custom rich
es r the ir ou arn more

AN 3-10 NTINNSASS Intents
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ludruguuuudineuvadelaudaunudaasey awnsanvualivangaududediaiulag

g [

azAesvinsesnuuumneululsazdeuana1esiuliaiuunag Intents IG]EJEULLUU??W]E]ULL?{QQ

T@SanINg 3-11

< C (& https://dialogflow.cloud.google.com/#/agent/kmutnb-interchatbot-bsix/newlntent Q v ®@ ¥ 4] $
Dislogflow .| e Intent name m Tryin U
Essentials
KMUTNB-interChatb
e Ciisol Action and parameters A
o) @  Please use test console above to try &
; sentence
Extract the action and parameters
.
ment, or
Entities
d from their initial request
Knowledge Learn more
Fuifillment ADD PARAMETERS AND ACTION
Integrations
Responses @ A
Training
oK+
Validation
History ® :
»
Anplytica Text Response
Prebuilt Agents Image
n @
Small Talk Card
R Quick Replies
v
Custom Payload
Trial
= Upgrad

'
= o

Wefmuadinly Intents UazasNLUUAMBUSHUTBELAIEUTAUNTOLAVAVHALY BUAB

ffu AP g 9 lai1azidu facebook messenger %38 LINE sgilaridu Integrations filanni

3-12

i 3-11 sUsuuAmeuluusiay Intents

< ]
Dialogflow
Essentials
Fulfillment

Training

Validation

History

Analytics

Prebuilt Agents

Small Talk

N Neneca

®  https:/dialogflow.cloud.google.com/#/agent/kmutnb-interchatbot-bsix/integrations 7o @1 3

Integrations

Try it now

Text based

@ Please use test console above to try a

sentence.

W o @ @

Web Demo Dialogflow Messenger from  Workplace from
Messenger %674 Facebook Facebook BETA
» »

9 -

Slack

o

Telegram

®

Hangouts Chat LINE

Open source

AMA 3-12 UENNSIANTS Integrations
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3.3.3.2 MIadnveanfnded sansiu3uuinig Yeansinsedeansiu
F5uuinng Taslutaqtiu LINE Aednduunanrlesunsaununiidinsldamudususdudu o
vossunalng fodu LINE Fadudesmmilslunisiadedoasvenanudaununsaniorléa
Tngnsvhaureselauiaunundanioy Ae f3uuinmadederusuma LINE 910ty LINE
agderadoyaludy Dialogflow Tugtuuures RESTl API iitevirdeniutiuludsyanana
wdtanldmneunds Dialogflow avdindumpeutiuluds LINE wieluuandliiudsuuinng

Y

M3 Daldu3nis LINE Buduandiiu https/developers.line.bizZen/ fanwil 3-13

< @] %) https://developers.line.biz, tatus=succe e W P 7=
LINE Developers News Products v Documentation v FAQ Glossary More v Q @ English v m

Easy registration with your LINE Account!

Connect with LINE Login

i

Products

A 3-13 th Log in 989 Line Developers

\iloa$19 Provider 158U%081a7 92a@ 111508579 Channel 1¢ danwd 3-14 Tvidsnidu

Message APl ndsntiulvlddeyadu q iiseusey
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< @] © https://developers.line.biz/console/?status=success Yo @ 3k o= S
LINE Developers Products Documents APl reference News FAQ Community Blog aQ "
Console home TOP

Providers -

Recently visited channels

Admin

InterStudentsBot e
@+

KMUTNB Inter Student

Tools B Messaging AP
Support

Terms and policies About trademarks inquiry form ®  Family sites ¥ English

AN 3-14 NT19RNISNI5E519 Channel

szuvarliinsendayavad LINE #19eanislv Dialogflow fiilieuse laglingen Channel ID,
Channel Secret wag Channel Access Token 71b9211N15USA15 Channel ¥84 LINE wiiald

ASeUSpsuEarle Webhook URL wipaztlusaaluy LINE fanmil 3-15

= (@] () https://developers.line.biz/console/channel/1655667736/messaging-api o B3 3f = p 3
LINE Developers Products Documents APlreference News FAQ Community Blog aQ @
Console home TOP > InterStudentsBot > KMUTNB Inter Student > Messaging API

Providers -

Webhook settings

Search

Webhook URL @& Nttps
Admin 39

InterStudentsBot

Use webhook @ ‘)

Tools
LINE Official Account features

Support Edit the message text and other settings for these features in the LINE Official Account Manager

Terms and policies About trademarks inquiry form ®  Family sites v English

AR 3-15 Webhook URL

= ¥

3.3.4 NAADULATUTELIUNANITHAIUINITIANITANUFUNUS UNANwIAI8wnan a5y

RUAaUNINSIRS e AL UAUANATesinAN WAl UTEAURALAN Y
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3.3.4.1 FAAwandunisuszliunanisiauwnannesulaglisuuuunsvegsy
WUUNAB9A1 (Black Box Testing) (Vijayaraghavan, Jack, and Rian, 2020) Fadoamniiunis
NadBUNMTIaveINanesy Tnefideivg S1um 5 Au
3.3.4.2 @919 UUUTZIUNANITWAILINITT AN TANA NN US UnA nwiA 28
uwanWesueludauINS RS leduauanuAnfvestndnursnilussiugaufn
Faazinsusaduduau 5 du Uszneudae
3.3.4.2.1 §1ufl 1 vedeunsvhuLsavaIuges (Unit Test) 1ilonas
nageulsraAnIamilandunisvinudazlsiduresunanresuitaunsavinulagndes
AsUfunssaingUsrasAvelal Wovaaeuauiimiugnies asuiuudr Imeaeulusud
2 ol
3.3.4.2.2 §1UT 2 MAFOUNISIIUTanLA (System Test) 1t 9713
nagoulsyavsaitemdeRanaiaiionaintudiothsyuudesinsiusanfunsmagou
msvhaesisiasiladtuiamunitansariauldgniosnsudiu asmuingussasdnielsl
3.3.4.2.3 ¢ufl 3 NAdURAaZNTITN15Y197U (Functional Test) vl
nsnaasulszansnnilendunisvinaululsayilsnTunuro e UNaATUINEILITAINU
lAdenAdoINUTaMUUAALABINTIEUUNUMS B lY
3.3.4.2.4 4 ufi 4 NAFBUAINIEABNTTITUYR L] 1Y (Usability
Test) iiensmaaeuuszaniamanuansalunisldiu Tnewiunswawssuuiildnude
(Easy-to-Use) GU"JEJLa‘%ma%’wmmﬁawaiﬁmm;ﬂ%mazLﬁmszﬁw%mwmmmiﬁwm
3.3.4.2.5 Uil 5 NedeudtuANUasnSBB95EUY (Security Test)
WiensveaeuUsyansnmnisvhauvesssuuneldanimundenfirmuadierlmninmiy
fuladszuuimnulasade
3.3.4.2 {ifpagunanisuszfiunazinisusuUsemuiuuzivesidervgy
IngTiaszideyaildsuannsussdunanmsiauinisdanisanuduiusindnwfae
unaseuelIUiAUNINS RS eLfloduaiumuAnfvesind@nwiinwAl ussfugaudnw
TngyAadsiavadn (Mean: X ) uagduideuusnnsgiu (Standard Deviation: S.D) &4
wuuUszfiudunuvanasauyseanuan (Rating Scale) muisvesdidsn (Likert Scale) lne
naue1szAU 5 AzlUY AD
5 Aguuy neds Sanusanzaveglusefusiniian
4 azluy aneds danuwanvauegluseauuin

3 avluy g Ianuwsnzategluseauliunans
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2 AzluY Mangds danumnzauegluszautos

1 Azuu vaneta danuwmnnzanegluseaulaeiign

AAMUALN I NI THUAAUNUNYLN 8T ATEAUALLUULRA ATAINNLALSE fi’mumi‘]u

9AzUY fapaludl

AZLULIRAY 4.50-5.00 v danuivsnzaueglusziuinnian
AzLULLRAY 3.50-4.49 vnede fanamnzauegluseiuunn
AzLULRAY 2.50-3.49 ynefa dmnumnzaveglusysuuiunans
AzLULRAY 1.50-2.49 vanefs dmnumsnzaueglusziuten

ATLULRGRY 1.00-1.49 vanedls danumngausgluseiutiasiian

3.4 52839 4 N1SANYINANISIANITAINUSUNUSUNANYIABLNAANDS ULDLIUA FUNUN

daRseziedussuAUinAvastinfnedsr i luszaugauAne

AMRUNTANYINANITIANITANUFUNUS TN AN BIPIULNAANDSULDLAUAFUNUN DR UL

\eduasuauinfvesindnudndlussAugaudnulaeduneuniseliunisaail

3.4.1 @519UVUSLTUAMUNIND LU IUNA NWIH1991R A U N15INNITEYINU

wnanvlesuelaudaunudInsusiieduaiunnuinavesindnwissnalusedugaudnw

FUUUIZEUAMUNIND T VDI NANBIN1IUIRFBUSNITAINNIT LTI ULNAAN DS ULDLAUR

aunudansey Wuuuuyuseifiuanasidiuuseanaa (Rating Scale) nuiSvesdiAsy (Likert

Scale) InglAnNUaNSLAU 5 AZLUL AD

5 Aguuy e aufianelasgluszduinniiae
4 azuuy nangis denuienalasglusyivann
3 Avluy g dauitenelasglusyiuliunans
2 AzuuY visngis dauiisnelveglusyiuioy

1 Azluy naneia danuisnelasgluszautesiign

AA1UALN I N1TRUAAINUNLNULN DTATEAUAL WUULAA BAIANUMUIZEN ANUALD WY

AzkUY pasaludl

AzuULLRAY 4.50-5.00 vaneds Tauitelosgluseduinndign
AzLULIRAY 3.50-4.49 ynefa dmnuflaneleeglusedunn
AzLULIRAY 2.50-3.49 ynefa dmnuflaneleeglusefuiunans
AzuULIRAY 1.50-2.49 vaneds fanufineleeglusiuiios

AzLUURGY 1.00-1.49 vaneda danuianelaegluseautesiian
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3.4.2 a¥1uuuasununusnAvesinAnsdsAdeuninends Fes n1sdanis
anuduiustin@nwdeunanlesuielauiaunuisaniosiiioduaiumnudnivesindnw
Aemilusziugandne Jadunuuyssiiuinesdulssanue (Rating Scale) aAisvosd
AN (Likert Scale) lnglviinausiseau 5 Azuu Ao

5 Azl vineRa Wiudenige
4 ATLUL YN8 Wi
3 AzWUU MUNBEs WiumeUunas
2 AbuL e Wiumedey
1 Azl vineda Wiwsheosdiae
fifvusinausinsudannumneiiednseduasuuuledsAnumszan Avuadutag
Az Fasaluil
AzLULRAY 4.50-5.00 ynefa dmnudndegluseiusniian
AzLULIRAY 3.50-4.49 ynefs dmnufnfegluseduin
AzLULRAY 2.50-3.49 snefa Tanudndegluseiutiunans
AzuULRAY 1.50-2.49 ynefa Tmnudndegluseduiios
AzLULRAY 1.00-1.49 ynefa Sanusndeglusedutiosdig
3.4.3 adeldlunideszosi 4 Anadelavadin (Mean: X) waranudonuusnnsgiu

(Standard Deviation: S.D)
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591 1 M3INSUNANKAUTUSITINaLVS (Strategic student relationship management)
Usznauludne 3 esddseneu el
1.1) nagnstunsinnsunAnwdunug (Student relationship management
strategy) Wun1slinTziuaznauaudiiernuedsnslinsnenseing o vesan@inuilunns
Snwrpuduiusiulnfne
1.2) 19395%3nvestndnw (Student life cycle) TunsdanisunAnedunusues
unendety Iinsusunssuiumsiamstindnsduiussuiuinsiisvesindnunile
iliAnAnudaulunmsaswasShwanuduiusivindnwilumn o nsguiums
1.3) m3§nwin@nwn (Student retention) Wunisnsivaeuuazyseiduiiie
wanslifiutisnnudiSanasanudumaivesmsdanisun@nuduiug
A7 2 Mmsdanstin@nenduiug WU UR (Operational student relationship Management)
Tufifi 1 1 esdUszneu Aemsdnnisindnuduiudideliiinsanduluduresnsuinis
n@nw (Student services) G sfonduiladdyvainisdanisdndneduiug Tnenis
UsnisunAnwazinsdnnmsdnAnwmduiusidenagnsundiasied eenuuuiay UJURS
diolinsusnsindnwnineudenadosiuiasiinvestindnu
A7 3 MITamsTinAnuEuius B 3Asen (Analytical student relationship management)
Usznauludne 2 ssduseneu feil
3.1) m3szytindnu (Student identify) lumsimunnguuazanansRve
i Anulundngnsning q vewtun1sfne wagiinseiaafenIvsenuAIAnds
mﬂ;ﬁ'ﬁ%ﬁﬁﬂww
3.2) Uszaumsaliifiandvesin@nw (Valued student experience) 1fun1s

(3

AAI121N1TUINTV0IETUNISANYILAs N ANTTUYRIUnANw lulifs1e 9 19U SEUUNIg

v = v W

Janstinfnuduiuslauuein atdvayy uasudludymbivitindnwegdeiliemsalyl

v ¢

AN 4 MsIensUnAMNFUNLSITII (Collaborative student relationship management)

Usznauluaie 2 asAUsznau a9l

4.1) miﬁ’wmﬁﬁmauaﬁﬁaﬂaﬂ'ﬁ (Value proposition development) 1un13

v =

Wawtalauensetennasiilyaf@aiunwaz fMuseninaniudnuinudndne laeniswmun

1%

Yotauan duan1vus i udesandenlinusiud ovansavreiantelulazntguan

Y

A01UUNSANEY LN TALAANITUSAISNINISANBILAZN1SIANITAMUANNUSAULNANE LA

28198UEANS NN
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4.2) N1IWAUILAS DY 18 (Network development) Wi un1sasraiasev e

sala i a a & 1

ANUANRUSNATENIN019158 YeaInsaneatiuayu Jusms {unases JloUmdin Audin

wagHilgun1sauivanItunsing

a

ajunansduATIEienas MuITeneItesluiuesdusenauveInsEuIUNITNIg

[y

IaNsANNANRUSUNAnYY wudndl 4 dananlawn 1) nsInnstn@nwduiusidenagy

o,

v & a

(Strategic student relationship management) 2) N133AN15UNANYIFUNUT T IUN U

=3)

o

a

(Operational student relationship Management) 3) N159ANSHNANYIFUNUSLTIIAT Y
(Analytical student relationship management) wag 4) N3IANITUAANWIENRUSITITINLD

(Collaborative student relationship management) Fannd a-1

Collaborative SRM

- Value proposition development
- Network development

- SRM strategy
- Student life cycle
- Student retention
Component of SRM for

Intelligent

Conversational Agent

Operational SRM

’ - Student services

Analytical SRM
- Student identify
- Valued student experience

S

AN 4-1 ASTUIUNITNISIANISANNFURUSUNANEN



71

A157199 4-2 NaUTELIUANULALNZENYDINTEUIUNITAISIANISAMUAUNUSUNANEIA 28

LNARNDTULDLAUA AUNUITIRS LN 9F WA UANUANAVDIUNANWIF199H

lusgavgaufny
518n13U T X SD. | Aanumazey
1. fifin1sdansunAnwdunusidenagns
1.1 nagnslunisianisinAnuduiug 4.80 0.45 snTige
1.2 299570 URTINAN 4.60 0.55 1niign
1.3 Mmssnwindnw 5.00 0.00 1niign
57U 480 | 0.33 andign
2. FAn15IAMsnAneFUNUSIIIUHUR
2.1 MyusMstinfinw 5.00 0.00 1niign
52 500 | 0.00 aniign
3. fifn1siansunAnndunusidaiiasem
3.1 M3TByTnAn 4.60 0.55 1niian
3.2 Usyaunsaliianevestin@nu 4.80 0.45 1niian
5 470 | 0.50 andign
4. fiRnsiansUnAneFUN LSBT IuTD
4.1 mstmunderaueiiflyaci 5.00 0.00 1niign
4.2 MNUILATEYY 4.80 0.45 1niian
5 490 | 0.22 andign
\ags 485 | 0.36 andign

NAINT 4-2 NaUTEHUANULAUIEENVBINTEUIUNITAITIANITANNUTUNUS

TNANYINIEWLNARNDS ULBLIUAAUNUIDIRS UL BAASUAMUANAVDIUNAN WAV
lusgavgaudnw wudtegluseduuinian (X = 4.85, S.D. = 0.36) FadmuniANLMaZaY

gengafelfn1sdan1snAnyduiusideu]df (X = 5.00, S.D. = 0.00) s09a31ABNANT

v 6

IN5UNANFURUELTIS e (X = 4.90, S.D. = 0.22) AAN15InN1sUNANFUNUSITINE

a

g5 (X = 4.80, S.D. = 0.33) uasliandanunzauiosNanmelan1sdnnistnAnwduius

]

WAsIest (X = 4.70, S.D. = 0.50) muaeu
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4.2 #an1599nLUUa1UAENISUNISIANITANFUNUS UNANwIR 2unannasy
lRudauNNSIRsBzad IR uANNANAvasinAnwAsAlusTiUgauAnY
dloldnaannsduasisinssuiunsnissnnisauduiusinAnwm A sauudn
sﬁf{i’aﬁwamﬁmd’lLﬁumiaaﬂLLwamﬂmsms'immia‘i’mmﬁm’mﬁ’mﬁ’uﬁﬁﬂﬁﬂmﬁw
unanvlesuioludaunSaaiozifiedaaiunnuinfvestindnuriwndlusiugaudne 3
S188L98ANANTTBNLULANIURNENTIUNNTIANITAMUEURUSTNANWIMIELNan DI ULBLIUR
aunundansevifieduaiuauinivestinAnueenilussiuegeudnuusady 2 dw fel

= ¥

AU 1 N1599NWUUANNTAENTIUNITTANITANUTUNUSUNANBIN 8 wNaRNDSY

o =

wiaudausaniesioduaiunnuinfvesin@nwisanalussfugaudng

dauil 2 MmsUssfiumnumngauvesandnenssunsdansanuduiusinAnude
unanosueludaunLNSIRTzfiedaaiunuinfvesinAnwdnadlusefugaudnu
Nl vrvgdumaluladnisdnw dunsdanig dumaluladarsauna uazdiu
HayaUszing S1uau 7 vivu Tneduiifvszaumsallusuiiiedeslsitdesnia 5 9

4.2.1 d2uil 1 naniseenuuuan daenssunisdanisauduiudindnuidae
unanlasualaudaunindasssiileduaiuanusnfvesinAnudnAluszdugaufnw

LAMIAININT 4-2

- - INTELLIGENT CONVERSATIONAL AGENT
e G W e [ s comsnsanoua s
‘ A = >
| Administrator  Lecturer International System | Dialogflow Fulfillment
Student Analyst [
N " -
> o=
Q EXTERNAL APIs
USER
s INTERFACE :I @
ACTIONABLE DB

0

Smart Phone

ArE

&

Application

DATA

STUDENT RELATIONSHIP MANAGEMENT

Strategic Student
Relationship Management

Analytical Student

Operational Student
Relationship Management

Collaborative Student

Relationship Management Relationship Management

International Student Loyalty

Attitudinal Loyalty Behavioral Loyalty

AW 4-2 @0 URENITUNNTINNISANUAUNUSTNANE I IELNEA NI ULBLAURAUNUNDIRS Uy

WeduaSuanuinfvesdinAnwsinsnilusedugaudnw
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6 v ¥

INNAMNN 4-2 KAAILATIFS19AN1UAENTIUNITIANITAINUFUNUS UNANWIA Y
uwnanvlesuelaudaunugIniuieduasuauinfvesinAnwsisnaluszaugaudnw
wUan1svinueanidu 6 dunan leslunrazdiuiisnvazidennadl

N 1

1. drugldaruszu (Users) Ao nquvesdldauiguinsssuuldmmuadniluns
iinfedoyaneluszuy Fdluudasnguilavsunnsstuniumi Muazndnuuzvesdliam
wisoaniu 4 ngu Feil

1.1 i diudmsen (Administrator) Ao gvimiinigua Ussanuau vielvuinig
AR testuinAnusnsma

1.2 919738 (Lecturer) A fivildsnuszuuiiiesiosnisteyasing o MAsIdesiu
UnAnwsinewf

1.3 YnAnw1snawd (International student) Ao f#lalddodamdlvedgidiun
ANeguanI It Inevsemasdinw s unInedemalulagnsyaeunamssuasivile

1.4 Un3AT1gsEUU (System analyst) A ﬁiﬁﬁ?ﬂﬁ’]ﬁﬁﬂw’m@w}LL@W]’J’]@J(;]’E]QﬂTi
yoatindAnwisnsuAfiA vadestunislédinlunminerdoiiedmuayana deyanis
Uszanawa n13deans wazmeluladansauma lumsuszarunududniaunszuuiiag
Iansvseuiuustednils

2. @n$nithad (Smart device) Ao gunsaldmiuidouseduielaudaunusaaios

Useneusegunsal 4 Ussian fail

2.1 @nswlaiy (Smartphone) 1ugunsaliifl¥uszuuldidirdsfeyauazuinng
f1e 9 unsdsdedlduniusriwesvideusundindu dallanuazminsiaginiinenfiumes
desmnanusannmluldanuldmnaniud vane dudunedidn

2.2) uituidn (Tablet) Wugunsaifigldsuszuuldiddsdoyauazuniseing 9 s
ddndelagldnuuuusiwesvioweunindu danwaenisldnuuieaiuausniny

2.3 uduviey (Laptop) Lﬂuq‘dﬂﬁﬂiﬁﬂﬁ%muiwﬂ%ﬁﬁﬁmﬂaLLazU'%miGi'N 9
iudufndellduuiuiwefsououndiadu Julmnuazmnuazsiniiiniinenfinnes
iesanannsanamluldaulsnnanuil nanan shudunesidn

2.4 pewfinges (Computen) ugunsaifigldnuszuuldlunisitnisdoyauay
U3n39ine 9 ududsdeglivuiusiwesvideusundindu deflmwarenlunisldau us

¥ v

° a | ° ] PN
@‘Uqﬂmﬂ@h\lﬁqlﬂiﬂquqlﬂiﬂﬁquu@ﬂaﬂqum

g}
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3. dyurausgauiug e (User interface) Mntin i auuseaiusenin e b au

A o

szuufuneufiamed i egunsaldoansiilosnusanuazanligldauamsodnd ey
Tusunsuld edusiouszanuiudldnud dil

3.1 weUnatu (Application) Wuduseusvanuiiauntuuildludnuazianis
fugunsalaunivlvuvdsuiiudaigldnuszuuaninsainadidadeyanazuiniging 4
Wudndndedldueundinduddinnuazainuazsiaiiniinenfiames 1ilesinaiunsa
wavnluldaldmnaanuiimnnariudumesidn

3.2 Juueundiadu (Web application) Asnisldauszuunuiuseundindui
fwutundeituunives Yuuidliuanmauddndisniuiedunsaamineinslunis
Usvananavesiiaiesanivivy viieufiude shlivaandhiuledléiitu

4. 19U dUNUI8 9238y (Intelligent conversational agent) A 28unanN s
Dialogflow Asfiodduunamiesufieanuuusnieldmeuiunyudlaglinusssumnfsauiv
nmsdansinAnwdenduiug Ussnoume 2 Tuga fe

4.1 Tugateraudaunin eflddedormnuarnlusunsuaununaingdasaling 9
Tnemssuddaununanuyudiiudeaalasnss mnduunanwesa Dialogflow Tednuen
punntemilaefiansanainngudennuiiedis uaruun (Context) iloldlanuindy
sEUUaNsaassmneuT L audien R nauifuuald (Static response) 1o
a9 vde dseenidufmauunuunatin (Dynamic responses) Fsad1esaenisUszanana
1An (Code)

4.2 Tugauinsiady nsUssananaldn (Code) anunsaluisdoyanesueniifosnis
wldangudeyarieuinismeuandne q dedeamns Fulfillment ndsantudsinoulud
Al udusaUsEauiugldanu (User interface)

5. 1159AN1TAINAUNUS W nd nw1 (Student relationship management) 1ag
nszuIuMINIsIansaudiusInAnwUszneuie 4 ffivdn 8 esfuseneu fail

5.1 A7 1 N159AN15UNANIFURUSTINaYNS (Strategic student relationship
management) Usznauluse 3 esddsznau il

5.1.1 nagnslun1sdnnsinAnudunius (Student relationship management
strategy) Wunsinziuaz o muasnsldmsneanseng o vesanudnulunis

SnwAnuduRuSAudnAnY
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5.1.2 299533nvesunAnen (Student life cycle) Tun1sdnn1sun@nendunus
voumIngndeiu Winsusunssuiunisdanmsin@nunduiussuiuinsinvesindnw
e liAnnrudaulumsaaasinmauduiusiuindnwlunn o nszuiums

5.1.3 M3¥nwtindnun (Student retention) lunsasiadeuuazUsEiiuiie
wansliutarudsalarmNaaIeINTIAN TN AnwduRuS

5.2 A7 2 n133an1sunAnwdNRUSITIUUR (Operational student relationship
management) TufiAdl 1 1 ssduszneu Aonsdansindnuduiudidsuftfinsaaniuly
druresnsuinstin@ne (Student services) Fsiioinluladdnuesnisdanistindnu
duus InenisusnisunAnwaziinisdanisunAnwduiusidanagnsuninsey eanwuy
uay UFTRe Welimsuinsiin@nwiinanuaenndesiuisasiinvesindne

5.3 f#7 3 nsdan1stinAnwduiudidalins1edt (Analytical student relationship
management) Usznaulusie 2 asUszneu feil

5.3.1 mMsszyin@ne (Student identify) Wunsimuanguwasanaudfivesy
ﬁﬁ]wﬁ”}ﬁﬂwﬂwé’ﬂqm&m 9 VOIENITUNITANET LAZIATIZAAIILADINITNTDAINAIANS
NngTazitAnw

5.3.2 UszaumsaififinaAvostin@ny (Valued student experience) Liunns
AAIILINITUINITVOIEATUNTANYILAZ N ANTTNVRIUNANWITURRAAY 9 1YW S3UUNTT
FansinAnwduiuslduug aduayy wasudlalywliuidnAnwetsieilowioll

5.4 979 4 nsTan1sdndnuaduusidesiude (Collaborative student
relationship management) Usznaulusae 2 asAUsznau el

5.4.1 m'iﬁ(mm*i’ljmauaﬁﬁyjam (Value proposition development) t9unns

v =

Waudaiauevietennasiilyamdaiunaziusenitvaniudnuiuindnw Tngnswaun

(%

Torauad fyan1dudndudeserdeainusuiiovennioviernislunazaisuen

(% 6 v %

a01UUN1S5ANEY LB MAAANITUSNNISNINNISANYILAZNISIANITANUANRNUSAULNAN WA
1 = a a
2819 UUTLENTA N

5.4.2 M1SWAILILAS 0918 (Network development) L un1sasnainieae

sala A a & 1

ANUAUNUSIATENI19919138 Yaansangatuayy fuIms gunases flodudn Audin

wagilgunisauiuantunising

= v

6. ANUANAYBIUNANYIF9UIF (International student loyalty) A WUSH1NIOUD

T o

o 1 [y

HATUIENINN IAUTMIVToumInedefugsuusnsusetnd@nwisineeid tnetndnwiagdl

ngAnssuidenududsenisldnuunanesuionuiaunuidiasuzed1eneiilosaudisa
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A5ANEY waztAndumuFuNusIBsvinndamalrindnudainudslaazndvunldusnig

% a a

WINARNBSULDLAUAFUNUIDS 8L DN IUANIAY tRgaIAUTENaUANUINALIRIT

a a % a

6.1 ANUANALTINAUAR (Attitudinal loyalty) Wudsziiuanusinfauaiudn
AY3 warANuIAnyniuveinAnwidsnandde mslduinmsunanesuelaudaunun

99950z lnwazuanteonuilulivesnginssunislduinisnadissaudiianisdinw wienu

a 1

ARIN1IAUTRYad uILANIINTAUNaR B SHLBLUAaUNUSARTBEiley dAuNanelalay
v o s (3 v a Y d' IS N o s
AeanshuziunannasualudaunudIaseyliivuarady daudeduluunanesy
lluaUNUIgIRTey JanUasiaviuasululdunannesudu
U Ay a . I a &
6.2 ANUANAGUNGANTIY (Behavioral loyalty) {un1suanseanilaunsaseiu

1AA1NNITATLHN WU NISUDNADNI DLULUILNANNDSULDRUAAUNUIDIRSaL LN U OUN S D

'
a

917 msasegluszuuveainAnwilussezenaudiianisfine manaiediudang 9 ves
wwanwesuiiuaudue) nsldusnisdn q wionsaududdn o Wudu

4.2.2 d1Uf 2 n15USLLIUANMUALNEANYDIADIUNENTTUNISTANITANUFTUNUS

Ly

TNANIAIELNANNDIULBLIUAAUNUID RS Ll o d A UANUA NAYDITNANYIA19YIR LU

NWINEIEIIYANAILLAENSANYY ATUNTIANTS Mumalulagansaumne

[y

TeAUNU

) AUA
wazmudyguseies s 7 vinu Tnedugniilszaunsallusuiineadeshitesndin 5 U

o9 Y

FIR15199 4-3
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A19199 4-3 wan1sn1sUsziiuaumInzanvesdan nenssuAIIANISANEURWS TN AN Y

IULNANNDTULBLIUAFUNUNDARS BN DALETUANUNNAVDITNANEIH19R

lusyiugau@ne (eadUsenausiv)

5189M5UsTIAIY X S.D. | AanuwIzEy

1. §ldauseuu (Users) 4.93 0.19 sniige
2. a5k (Smart device) 500 | 0.00 snTige
3. dauAnseriugldanu (User interface) 4.86 0.38 1niian
4. LlRUAFUIUNSIRSE 5.00 0.00 1niign
(Intelligent conversational agent)
5. M3IAN1sHNANwFuRUS 4.96 0.09 1niign
(Student relationship management)
6. ANUANAVDITNANYIFIYA 4.86 0.24 1niign
(International student loyalty)

5 493 | 0.5 andign

1ANITIN 4-3 HANISNISUTLLT UAINULNUILAUVDIANIUAYNTTUNITIANNT

AMUAUNUSTNANEIAELNARNDSULDLAUA AUNUID IR ULLNDFNATUAINUS NAVDINNA NN

AR tusEAvaauAn v lunueIAUTENaUTININALITUTY WU dadumanzateyly

sEaunINAan (X = 4.93, S.D. = 0.15) Fe013a3Ulad1 wurAnaaUnenssuwnannasuly

AsIfRanLULaNuwInauluseRunNgamuannsesniuvaa Unenssy
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v §f v =

A5197 4-4 NANISNNSUTLLIUAULANNLALUDIENURENTSUNITIANITAIUAUNUSUN AN
AIULNANNDTULDLIUNAUNUITIRS L W BANASUANUNNAVDITNANWIR19YR

lusyivgaufne (MukenaLesAUsENaU)

578155318y . AL
Uszidiu
y : — RV EUQEEH]
29AUsENau ITUUYDY X S.D.

1 flfnuszuu | 1.1 @whiivimsau 4.86 | 0.38 | wnilgn

1.2 913158 5.00 | 0.00 | wnitgn

1.3 dnAnwAnewA 5.00 | 0.00 | anign

1.4 dninsieseuy 486 | 0.38 | wnilgn

5 4.93 | 0.19 | wniign

2. aasnabig | 2.1 asnsvlviy 5.00 | 0.00 | anign

2.2 Wiuén 5.00 | 0.00 | wnitgn

2.3 uduiiey 5.00 | 0.00 | anign

2.4 P Ines 500 | 0.00 | 3nign

57 5.00 | 0.00 | wnilgn

3. dwuAesenu | 3.1 LeUndady 486 | 038 | andign

Aldau 3.2 Liukeunandu 4.86 | 0.38 | nilan

57 4.86 | 0.38 | wnilgn

4. 1laud 4.1 Tugaolaudauni 5.00 | 0.00 | anilan

aunueInsey | 4.2 lugausnsiasy 5.00 | 0.00 | wnitgn

57U 5.00 | 0.00 | anilgn

5. N153ANS 5.1 finsdamsin@nwduiudidenagnd | 5.00 | 0.00 | anfige
Infnwnduiug
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An519% 4-4 (sid)

- NaN1S
F18N15UTBLUY - AN
Usziau
- . — NS EY
29AUszNav JEUUYDY X | S.D.

5. MIIANT IAn133InNsEnAnwduiusIBaU) IR 500 | 0.00 | wn¥an

524
Unfinwduius | 5.3 HAn1sdansindneduiusi@aiiasizd | 5.00 | 0.00 | wnian
544

Ifn1sdInnsEnAnwduiusigesnile 486 | 0.38 | wnilgn

57U 4.96 | 0.09 | unilgn

6. ANUANAYRY | 6.1 ANUANALTIVIAUAR 4.71 | 049 | andign
UnAENNANTR | 6.2 Anudnfsungfngsy 5.00 | 0.00 | 3nign
5 4.86 | 0.24 | uniign

INA19197 4-4 man1sn1sUsELiuALIMINEANYesan T AENTTIATIANNS
mnudutusindnuideunanrlosuelaudaunuisaioziledaaiunudndvesindnm
Arsundluszdugandnet (Fulenauesdusznou) wuin fidsrvglaliauiui
andmenssufivantuiudenumnzadlussduindian lunn 1 esduszneu Tnsaade
29aAgUAULIN LAKN B3AUTENBUAINANIINALIG (Smart device) WazpiAUTENBUATY
LLuRauuISaasey (Intellisent conversational agent) fidadedsdn (X = 5.00, S.D. =

RUBIR |

0.00) 5898917179 9IAUTTNBUAIUNITIANITUNANWIFUINUS (Student relationship
management) (X = 4.96, S.D. = 0.09) 8AUsENBUAIUK MUTBUU (Users) (X = 4.93,
S.D. = 0.19) 83AUTTNBUAUANUANAVDIINANYIF19YIA (International student loyalty)
(X = 4.86, S.D. = 0.24) uazesrusenaumugldauszuy (User Interface) (X = 4.86, S.D. =

0.38) MUAIAU
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AN5199 4-5 NaNTSNNSUTEEUANULALNZALUBIADNUNYNTSUNNTIANISANUEURUSUNAN®W
AIULNANNDIULDLIUNAUNUIDIRS L LN DANASUANUANAVBIUNANYIA1IYRA

Tusgaugaudnu (umaihlldaw)

F1uN15UIZLIU S.D. AIMULKRUSEHU

e

1. anananganlunisiiaaidnenssunisianis | 4.86 | 0.38 WINTgn

ANUFUNUSUNANYIA Y LNAANDS ULDLIURN AUNUN

a d‘

9925 ULLN oA UASUANUANAVDITNANYIN19UIRA LU

[y

seavgaufnululdlunisiaunssuy

= 1%

2. ANIANNENYRINITIANITANUAUNUSTNANYIAe | 5.00 | 0.00 Wn¥ian
LNARNDSULBLIUAAUNUID AR LN DA WATUAINUANA

YarinAnwsndluseaugaufnw

s 493 | 019 | niign

IIANITIN 4-5 HANITNITUTLLT UAINULNUNZANVDIAD1T AUNTTUNITIANNT

a v =

ANduTUSUNANwIsIsLnanna SRl uAaUN USRS LI od BaTUANANATEITN AN
Aewdluseaugaudnyy (Aun1siluldan) wudi nsdanisanuduiusdndnuiniey
wnanasuBludauINgIRS B edESuAUANATasTnAnwIse AluseAugauAnyd
Anumanzauaunsiuldnuluseduiinian (X = 4.93, S.0. = 0.19) §9913a3Ula
v v Y a o = ° a o = A A

Adenglinisgausuandnenssuniaundu lngaunsadwwiAnluiaudunsedisly

A1599NNSANUAUNUSUNANYIA UL NANNDTULDLIUAAUNUID IR ULLNDALASUAINUANAVD

Unfnwsnmdluseiugaufnuilaass

4.3 nanISHAILILWAAND S ULBLIUA FUNUIS RS Bz ad wESuAUS NAve sl nAnEn
AR tusEAUANANE

nanIsHRLLHanesUBIuRAUU SIS u s iedaS AN NRve s NAN IR 1R
lusgAugaufnwInIungun153tAI1eRkagaankuUIEUU (Systems Analysis and Design)
A 289990 1IWAIUITEUU (Software Development Life Cycle: SDLC) FeUsznounae
MFAIATIEH D8NLUU Lazian Tnananisendunisiissd

4.3.1 HANISILATITIAIIUABINITVDILNAANDIUNITIANITANUFUNUSUNANWIAe

wnannesuelIuRaunUSIRTvaduasuAUinAveinAny e AluseAugauAny
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NAAUANUURY (Frequently asked questions) vesinAnwid1ay1AaInaa iugaudng

MNOWaLA1USLNA S18AZLDYALANIAIATITIN 4-6

M13199 4-6 HansELATIEVIAaUInuUBEIINaa I TugRuANYIVId N kAU sEINA

>
on —~
S o)
[¢) =) N
C N — oy N
e -~ o o o N
] Ql N| N N~ — -
(0] N| —| o o () o >
— —~| < ~| N N Y N on
ol 3| 8| | E| ¢ g A & 8 & T
ol N 8 ) o) ol N| £ A= | c
e o S X2 =] v & 2] X Y| A <
S| N N S = cl| ol = =219
2 | B 5 8| o & 2| 2| F ¢ <@
2 x| 5] €| Y| O] X E| T & @ H| =
C = NQ & = = ) = n > G »
— n X © O ) %) = 5 2 5 &
vl gl O O] = ¥ o] | 5| 3| 5| ol &
Frequently asked | £| 2| &| | £ =| 2| §| 2| € = &
)] = @] O wn c + = > Zd
31 5 o| S| S| B 2| 2| &| B T
questions 23 2 2 &2 2| T & < gl B E
| B 2| 2| €| s O & g| ¢| =s| £] <
© © (] (] D T e © € X @
S| 3| 3 = | O | =
8 5| 2| €| 2| & &| 2| & & 2] &R
= %2} -
=| T| S| S| F| E| =| O 7| B Z| 2| €
What are the ARZAR AR AR v IV IV IV IV IV I YV
entrance
requirements for
study at this
University as an
international
student?
Do | need TOEFL v |V v v v |V
or IELTS or
another English
language
qualification to
apply for study?
When should my | v/ VIV VIV IV IVI|Y v IV |V
visa expire?
What type of visa | v vV VIV IV IV IV IV v |V |V
do | need?
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AN519% 4-6 (919)

KALEWIMIELUBMNLER
Kl n

v

v

v

(0202) ‘As010UYD] JO SINISU| URISY

v

v

v

(0202) ‘AMsisAIUN NOLLNNSSY

(0202) “Ausianiun wiodedyis

vV IV |V |V

v

(0Z02) ‘ANIsIDAIUN Jeseudwey |

vV IV |V IV |V

v

(0202) ‘AYISISAIUN uIoysUOIRINYD

v

(0Z02) ‘AusisAlun Yopiyep

v

v

(0Z02) ‘uopuo 282100 1epadw|

(0202) ‘e1ulogned Jo Aysianun oy

(0202) ‘@8puguied Jo ANSISAIUN

ARARARE

(0202) ‘PIOIXO 10 AlsIaauN

ViV IV VIV IV IV IV VIV IV

v v

(0202) ‘AyisiaAlun plealey

v

(0202) ASO10UYDD | JO DINYSU| SPSSNUDESSE||

v

Frequently asked
questions

How do | get to

University?

Who can help me

with visa or

immigration

matters?

When is the

application

period? How do |

apply?

Does the

University offer

scholarship?

How much are

the University

tuition and fees?

How can | request

a transcript or

certificate?
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A1519% 4-6 (sia)

KALEWDIMIELUBMNLER
Kl n

v

(0207) ‘As010UYD3] JO BINYISU| UBISY

v

(020Z) ‘AuisisAiun NOILINNSSY

(0202) ‘“Ausisniun wioxedyis

v

(0Z02) ‘ANIsIDAIUN Jeseudwey |

v

(0202) ‘AYISISAIUN uIoysUOIRINYD

(0Z02) ‘AusisAlun YopIyep

vV IV IV IVIVIVIV

(0Z02) ‘uopuoT 2831100 Jeuadu|

(020Z) ‘elUIOMeD JO AUSISAIUN BYL

v

(0202) ‘@8puquied Jo AysisAun

v

(0202) ‘PIOIXO 10 Alsiaaun

v

(0202) ‘AyisioAlun plealeH

(0202) ASO10UUDD | JO DINYSU| SPSSNUDESSE||

Frequently asked
questions

What are the

health benefits

for International

students?

What do | do if |

forgot the IT

account

password?

Where is the

Library?

Does the

University have a

prayer room?

Can International

students stay at

University

Dormitories or

Condominiums?
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A1519% 4-6 (i0)

()
S S
N —~ ~
g S S
& ~ S| 3 o o
° 2l & N N o~ ~| =
C —~ Q o AN N ~ Py N on
Sl =~ g ¢ g | 5| 2 2l €] 8 ke]
3 2l 8 o 5| £/ 8 2 gl
o Y o L ol @ | & x| E
5 S| 2| S S| 2 & o] 2 I 26
~ e © — - 5
L % g el 9| 8] x| 2| 5| 2 & C =
O E G + c v wn
£ 3| k| 5| © o T > 2| §| 2| 5| 2
— on — (- e
Frequently asked | =| ¢ = o) ¢ % S| 2| 3| 8| s
8| €| ©| o] 2| ©| | 2| w| S| 2| 2| &
Q O D) o © @) = I\
questions gl 2 2 2 2| 2 2| & &8 < 2| 8| ¢
c O n n c © @) O = o) c fr
8| s| ¢| ol O gl 2| ®| £| < % c| &
%] E = = ) o < _:3 S ® ©
o Q| u .© =)
© © c c| < € c| | =] v ) [Tasa
=| | D D F| £ Z| U| F| 0 | <| ©
How to request v ARZAR4 v | v |V

to stay at the
University
Dormitories or

Condominiums?

31NA1S A 4-6 wan1TdaAsIgiaIIunuUegaInan tuaaufnwiislnguas
ANUSENA 91UIU 12 UNINSNFENIENITUINANNTIANITUNANIFUNUSIIUNTINIATIZI
Tudamaiunuin eraufsinwuandnAnEsIRaunsan Uty 3 49 Ao AIuneun

LANW FENINAENET LAZIUNISANE 1WEANLTALEAIAIDIULAAINISIN 4-7
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AN5199 4-7 ANUA NS UBNARNBSULBLAURAUNUNDIRS B RdUES UANUSNAYBITNAN YD

(% =

AaRtUTEAURRUANY

a10u AAY

AaulnANY

1. What are the entrance requirements for study at this University as an
international student?

2. Do | need TOEFL or IELTS or another English language qualification to
apply for study?

3. Does the University offer scholarship?

4. How much are the University tuition and fees?

5. When is the application period?

6. How do | apply?

7. What type of visa do | need?

8. Can International students stay at University Dormitories or
Condominiums?

9. How do | get to University?

FENINNANEN

10. When should my visa expire?

11. Who can help me with visa or immigration matters?

12. What do | do if | have a problem with courses registration, add - drop and
change of major?

13. What are the health benefits for International students?

14. Does the University have a First Aid room?

15. Where can students ask for advice if they have stress?

16. What do | do if | forgot the IT account password?

17. How about internet at the University?

18. Where is the Library?

19. Where is the Co-Working Space?

20. Does the University have a prayer room?

21. How to request to stay at the University Dormitories or Condominiums?




86

An519% 4-7 (6i0)

a1au A0Y
FENINNANEN

22. Where is cafeteria?

23. How about KMUTNB international student life
UM SANEN

24, How can | request a transcript or certificate?
25. What do | need to do to graduate process?

4.3.2 HANSHAILINITINNITANUAUNUSUNANY AL WNAANDSULDLIURAUNUIDIRT UL

WeduasuAnuinavesinAnwsnsiluseavanufny) wuiaunudIasesiiioduasy

v a Y

AUAnAvasinAnwssRlusEivgauAnY AgaunsatIemaetindnyl i1aAtunsv
Joyandndulaniunisauinuiuienudaunuidinsey Ineddmnlunsldenu 2 diu fad
| o v & vy a @ v oo A a v

4.3.2.1 dwveaihevandudiuusnigzuusnisaenudududuusniiosuduy

AT I UBEAIAININGA 4-3
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Unread messages below

()
@*@E@ Today

‘ + + Hello SiRi @

Thank you for being friends with
© KMUTNB Inter Student KRALITR oterStudent

Friends 2

If you don't want to receive
messages from this official
account please tap the menu

+ E button on the top right corner
Unblack Posts of the screen and turn off
notifications.

No photos or videos here yet.

LINE | LINE Official Account

InterStudentsBot

+ 0 N © 9

AN 4-3 RUIDNENNITIANITANUFUNUSUN AN AELNARNDSULDLAUAAUNUID RS B

WedaasuAnuinfvestin@nwisnaniluseAuaaudng

4.3.2.2 druvesolauiaunuisaaisedsazuansetnouliiug l9aus1u
woUnAATY LINE Aaen13Aetoyadn Intents fas1alilu Dialogflow mind$uusnisdeu
U93ANINTY LBlaUAaUNUISIRTEEALIINITTUIIIANAIeAlUlaE Machine learning

LAMIAININT 4-4
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Today

the English proficiency
certificate. What faculty do you
want to study?

+ Applicants must demonstrate + How would you like to travel?

ink 4 1 Aol

h ' IEETD How to get to KMUTNB
e e i
e sy

Inter College ITD

AN 4-4 N15TIANTSANUAUNUSUNANYIABWNAANDSULBLAUAAUNUNTIRS ULLNOELATY
AnuinfvestinAnwiinsndlussiveaaudnulvtugldnuruweundnduy

4.3.3 HaUseluNanIsSWAILINISIANISANUFUNUSUNANEIAELNAAN BT ULBLIUA

aunuigansusiieduasunnuinfvesindnwdandluseivaaudny {33elauunis

U5 HUNANTHAILINITINNTAMUFURUS UNAN 1A 8 LNEAN BT ULBLAUAFUNUIDIRS UL

] a v a o =2 ! a [y =2 < 1% v a P
ﬁ\‘iL?lillﬂ'l']llﬂﬂﬂ‘U@\‘iUﬂﬂﬂ‘U’Wﬂﬂ‘U’]WIUiBﬂUQﬂNﬂﬂU’]@@ﬂL‘Uu 50U ﬂﬂi’]&lﬁ&@ﬂﬂlum'ﬁ’]\‘m
4-7
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A157199 4-8 NaUTELIUNANITHAILINITIANITANUTUNUSUNAN YN 1B WNAANDSULDLAUR

aunndaaeziioduaiuauinfvesin@nwiisnalusedugaufnm

AN
F1en15UseIY X S.D.
RV EUQEEH]

1. fuanusnansalumsinaumuaMudasyld (Functional Requirement Test)
1.1 anuanunsalunisienldvoya 471 | 049 | wniign
1.2 mnwanansaveaunanesulunisifindeya 457 | 053 | wniign
1.3 enandnsaveunanvlesulunisusulsadeya 486 | 038 | wnilam
1.4 pnuanEnsnvetnanlosulunisiausnansves 457 | 053 | wnilan
Yoyafifoanis

52 4.68 | 048 | anilgn
2. grunsvineuldnuieiduvasunanwasu (Functional Test)
2.1 anugneeaeInsviuvedLnaneulun sy 486 | 038 | wniign
2.2 m’mgﬂ(ﬁawmLLwamﬂ/\laﬁﬂumﬁmﬂizmmaﬁaa&a 4.86 0.38 uﬂﬂﬁq@
2.3 anugnioswaaumanilosulunisifiudoya 486 | 038 | wnilgn
2.4 anugnasavesunaavesulunisinauedeys 486 | 038 | wnilan

52 486 | 038 | wniign
3. AuANNERanNsIdULNanasu (Usability Test)
3.1 anudrguazanuazaInlunsldusyuy 486 | 038 | wniign
3.2 AVUANNZANVDIAILNUINITININTDITBNN 486 | 038 | wniign
3.3 AudalauesdennuiiansuuIenIn 500 | 000 | wniign
3.4 AnamngaNvesdnwaiISnuI AL TUTLA 3 500 | 000 | wnilgn
ANUFALIY “gsan1Teuy
3.5 AuIzaLvesUadeyaTiiaue 500 | 000 | wnilgn

59 4.95 | 013 | wndign
4. rulszansnnvasuwanwasu (Performance)
4.1 puilunisuanaaannmadesloueioudaunun | 457 | 053 | wndige
4.2 pnusitunstufinuseusulseteya 500 | 053 | wniign
4.3 pusitunisunaueteya 457 | 053 | wniign
4.4 prdilunisvinauvesunannesulunms iy 457 | 053 | wniign
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A1519% 4-8 (6i0)

AN
F1en15Usziiu X S.D.
Wz
4.5 puwinnganlunisnavauowetwnanasyly 471 | 049 | wnilgn
AT
59 4.69 | 0.42 | wnilgn
5. aunsinenaulasnisvasdoyaluunannasy (Security Test)
5.1 fimsiwuadnsnsidildunannodu 486 | 038 | wnilam
5.2 AnuUaeasieveinsiintadeya 486 | 038 | wniign
5.3 fiszuuesiuduanlasa vsedunsn 500 | 000 | wniign
5.4 AnamnzavesnsiieuLiewuteianainlunis 480 | 045 | wniign
Ueudayardrdunanmasy
52 488 | 030 | wnilgn
\desw 481 | 034 | wniign

NA5T 4-8 wan15UTEI URANIWALINITIANITAMLANTLS YA nwidae
unasvesuolIuiaUNINS S szIloduaiuAuAnFvesinAnwAaAlustAugaNAnY
NngdvySIuIY 5 vitu wuin lunmsdienumnzaueglusziuiniian (X = 4.81,
S.D. = 0.34) F991nnsUseidulszaniawnisvinauvesuwanwesy 5 fu ldun 1) fu
AMHA1N130TUN19YINUAINAINABINE 1Y (Functional Requirement Test) fifedey
anusnzaneylusziuinndign (X = 4.68, S.. = 0.48) 2) sunsvhauldmuileddues
unaswesy (Functional Test) fiAadsaumsnzaueglussdumniign (X = 4.86, S.D. =
0.38) 3) Fruudgsenisldauunanilosy (Usability Test) fidndsmnumanzauagly
izﬁumnﬁq@ (X = 4.95, S.D. = 0.13) 4) aruuszansnmvassnannasy (Performance) &
Anadseumnzaueglussiunniign (X = 4.69, SD. = 0.42) uag 5) FMuUMIFNYIANY
Uaendgvestayaluinannesy (Security Test) ﬁﬂ"]La?{ammmmzauaaﬂmzéfvmaﬁqm
(X = 4.88, S.D. = 0.30)

ayunansUseiiudsednSainunanosurmiedsnis Black Box Testing w3ensnaaey
wuunaesiilaenisnaasud bisdsfeidaneluunanesudunimageunsiauves

uwnanvlounuAINRBIN1T (Requirements) 13 lnggAmadnsiLanI08NU1 (Output) 311
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Jouautt1 (Input) NdeuliiuunannesuiolauAaunuIgIas uLIN EUEIUAUANAVE

Y

= | v [y

UnAnwisinandlusedvgaufnuiitdauaenndesiunielil Feuszdnsamlagsiuves

o A

& = 1 a [ [y a ) a A Y @ 1 s a o = =g
LL‘WﬂG]WE)ﬁlIiIﬂWLQ@H@QIE?S@U@J’]HV@@ WWugedudunuansiruinunannaSunnau Y ull
= v

a111501 U9 UN5TRNNS AN UFUNUS TNANE A8 NAR NS ULOLAUAAUNUND IR ULLND

duaSuanuinavesin@nwiienalusedugaudnw laase

4.4 wan13fneINTIAN1TANNFNRUSTNAnwIdtsunaaWaTuBLUATUNUNSIRTLLINE
dusBuauinavastnfnwdnevilussaugaufne
AIdelasdunsfinenanisdnniseuduiusinfnwiseunannesuiouiaunn
v a A a o A = ] ¢ Y = = a0 &
gansuioduaumnuinfAvestinAnwiinsdluseiugaudny lngnanisnyidasl
4.4.1 anuiisnalavestnfnwidanidseusnisanmisldanuunannasuouiaunu

gInsvzaduasuAmNinfvesinAnwIi e AluseduaauAne) wanslun1san 4-9

o a = L ! a ol a £ 4
M19194N 4-9 maﬂizLammmwa‘waiwmuﬂmmsnmqsmmmammimﬂmﬂm’muwam\laim

LOLAUAN AUNUID RS UL LN DA AT UANUANAVBIUNANYIA1991A UL AU

QANANY
AU
F18N5UTLIUY X S.D.
Wnza
1. fuuszansam
1.1 szuvanunsadnidliirauazsns, 472 | 046 | wniign
1.2 S5UUAINSLANINAT BYATITINIT ) 475 | 044 | mnilan
1.3 szuuiieyaiinnugndesusiug 4.69 | 047 | awnilgn
1.4 szuufienudulagiuvesdoya 466 | 048 | wniign
52 470 | 046 | awnilgn
2. fIUANAN
2.1 szuvianuazadntunisldan 475 | 044 | wnilan
2.2 mahldlgusglevivasssuu 463 | 055 | wnilgn
52 4.69 | 050 | wnilgn
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A1519% 4-9 (si0)

- AN
18n15UTSLUY X S.D.

Wz

3. suaulaensiy
3.1 anudaeadevessruulunisidinadeya 450 | 051 | wniign
3.2 maliouvesszuullanuteiinnaintumsteudeya | 4.69 | 047 | wniign
59 4.59 | 0.49 | wniga
WRAYII 4.66 | 0.48 | wniign

PMNATN 4-9 mausziiuauNanelavestn@nwiniswfneusnisarnnislaeu

wnanvlesuelaudauugInsuziieduasunnuinfvesindnyiinandluseiugaudng

o = ' aa a a = o | ~
INUNANBIENTIRN AL ToUTNISANE W.A. 2562 37U7U 30 AU WU TuA SN A

fanelvegluszAuniniign (X = 4.66, S.D. = 0.48) 3nn1sUszidiuawitanela 3 mu laun

1) grulsednian denafeanumnsauegluseduuiniign (X = 4.70, S.D. = 0.46) 2) ¢u

AMAIN flAafgaumanzaley lussauuIniga (X = 69, S.D. = 0.50) 3) ATUATNY

Uaensiy denadeauvnzauegluszduinniign (X = 4.59, S.D. = 0.49)

4.4.2 ANUNNAVBIUNANBIRIIIRADUMNINGIAE 1599 N1FIANTITANUAUNUSUNANY

AIULWANNDST ULBLAUM AUNUID RS UL ad AT UAUANAVRIUNANWIN 19918 LU

JEAURAUANYT wanslum1sen 4-10
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A15197 4-10 HNAAINUANAVDIUNANWIRNIVIRADUNIINGIFE 1599 NITIANITAIUAUNUS

e

CY

UnAnwisenAltuseaugaudng

ARNYIAIYLNAANDT ULDLIUA AUNUID IS UL DA AT UANUNNA VD

A
F1en15UseIY X S.D.
WHRESEY
1. ANMUANAAIUNGANTTY
1.1 imsguiuduving sy wselduinisee 9 ves 463 | 049 | wniign
LAINeN§eT 9
1.2 fianuieansanyluuming1asaunTunangns 466 | 048 | wniign
1.3 dMsuuzdIumIng1dy 15eUIN1SVRINMINeNdY 463 | 049 | wniign
T
52 464 | 049 | anilgn
2. AUANARIUTIAUAR
2.1 fianuitanelasieusnisvesniineg sy 466 | 048 | wniign
2.2 fianugniuiuimIng sy 4.66 | 048 | wnilgn
2.3 finandesiuluuvineds 463 | 049 | wniign
s 4.65 | 0.46 | wnilgn
\nAesIN .64 | 049 | awnilgn

9

A1NAI5199 4-10 HAAUANAVDIUNANWIATIRADUWIINGNAE 1599 NITIANT

AMUAUNUSTNANEIALNARNDSULDLAUA AUNUID IR ULLNDFNATUAINUS NAVDINNA N

AagdluszauaauAny andnAnwdnymanamedoudnisfine wa. 2562 31uu

30 AU WU Tunmsimdanuwminzauegluseauiniiga (X = 4.64, S.D. = 0.49) 31AN"3

AUANAVDITNANIFINVIRAONNIINGIFENT 2 AU lawn 1) ANUANAAIUNGANTIH

a

fAnadvanumangateglussduiinian (X = 4.64, S.D. = 0.49) 2) ANUANARUTIAUAR

fAdsanumzaleglusyiuinign (X = 4.65, S.D. = 0.49)
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daasuanudnfvesdndnwidisdluseivanudnyr” luasad d9ngUsvace Ao
1) WBFLATIZINTLUIUNITIANITANUAUNUSTNANYIAILLNAANDSULBLIURAUNUI DR Y
WoduasuruinfvesinAnwsanaaluszauaaudny) 2) iessnwuuanidanenssy
wnanvlesuelaudauungInsuzieduasunuinfvesindnyiinandluseaugaudn

(v

3) Wl unanrlofueludaunuIsaiosiieduaiunusnfvesindnwissun ilu
seRugauAnyT Way 4) WeAnwmanisdanisanuduiusinAnwideunanwesuioiaud
aunundraiezifioduaiuanuinfvestndnusisnilusedugaudne {ideldvinisasy
HAMTITe oAUTIENA uardalauauuy dulleaniBundialudl

5.1 a5y

5.2 AUs1ea

5.3 UaLdUDLUY

5.1 agu
mMsiduiFesnmsinnsanuduiusinAnuidounanefuelnudaunundaniosiilo
duaSuanuinfvestinAnwsdluseaugaufiny) aunsoaguralaewdsnuingussasa
199M5Is MwanSendell
5.1.1 agUnansduaseinszuiunsianisanuduius inAnwinlsunanneosy
ludaunundaasusiil oduaiuaudnAvesin@nuviinsundlusedugaudnun wuin

Jsznaume 4 J8nan 8 99RUsenau A9l
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5.1.1.1 @i 1 MsdemaunAnuduiusidanagns (Strategic student relationship
management) Usznauluiig 3 ssAusenau fadl 1.1) nagnslun1sdansund@nwiduiug

(Student relationship management strategy) Wun1sTimsgrinaginqun i onvun

v =

Wnsldnsnensang g vesanufnwilun1ssneanuduiusivinAnen 1.2) 2995970904

= % v 6

HnAnen (Student life cycle) Tunsdnnstndnduiusuemmiinedotiy
IgfinnsusunszuIunsanistnfnenduiussausunastinvesindnwiiievlmAnay
Fanulunsaiuasihvanuduiusivindnwiluyn q nseuiunis 1.3) msdhwdndnw
(Student retention) 1 un13ns19deuLazUsLiui awansliiudsanuduSanazaiy
AULUAIVDINITIANSUNANWFUNUS

5.1.1.2 i 2 M3INSUNANEUTUSIBIUAUR (Operational student relationship

v
aad

Managementflufifill & 1 asdUsznay Aon1sdnnistnAnwduiusideufuifnisosituludiu
9941503 NsUNAN Y (Student services) FedoinduialadrAgesnisinnisindne
duius laan1susnisunAnenagtin1sdansunAnsduRusBaNag s IATIEh aonkuY

waz UAUR93e Welvin1susnisin@nwiinaudenndesiuiastinvesindnw

v fa a

5.1.1.3 A7 3 Msdan1sunANEURUSITRIRTIEY (Analytical student relationship

v

management) Usgnauluaie 2 asAUsenau fall 3.1) n13seytind@ne (Student identify)
Hunisivunnguuazguanifvesfiasdd@nulundngnsng q vesaantunsine uay
Jirszianudeinsieauaaniaangfiasdidnm 3.2) Uszaunnsaliidqmueives
WnAnw1 (Valued student experience) 1un153iasigsinisusnsvesaaitunsanuuay
weAnssuveinAnwlulifsng q 1wy ssuunsdnnistnAnuduiuslawueii advayu uas
wilatlymlvuiindnwegesaiiemield

5.1.14 A7 4 msdamsunAneduiusiBesauile (Collaborative student relationship

management) Usznauluday 2 asadsznau feil 4.1) nsiaundetausiidyani (Value

Y
proposition development) \un1siamudelauensedonnasniyamdaiulas i usenIng

Y

Y U

ANNUANYINUNNANEN Immi‘ﬁwm%’aLauaﬁﬁyjaﬁﬁﬁufﬁ’%ﬂummmﬂSﬂmmiamﬁa%a
@399 el uLazAEUsNANITUNITANET LB LALAANISUSNISNIINISANYILAENNS

FANTANUAUNUS A UL NAN W LA RE 19T UTLANS AN 4.2) n1sWauA3ave (Network

saa [

development) \unisasinaiaviaauduiusifseninee191sd yaainsavatiuayy

=2

AUIIT Junases gldtudin Audinin uasgilaunisnuiuanidunisiinm

= ¥

HAUSZIIUANUIANEENTDINTLUIUNITNITIANTANNEURUS TN Anw A s nan o sy

laudaunuIgIRieiiieduasuauinavesindnwiraluseavaaudnwinuiteyly
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[

sEAUNINTAA (X = 4.85,S.D. = 0.36) FadfuNdANUMIIZaNgINgafodan1sIANIg

q

e

o v v 6

UnAnwduiusidalfui (X = 5.00, S.D. = 0.00) 5098911ABHANITINNITUNANFUINUSLT
sauile (X = 4.90, S.D. = 0.22) ddn1sdan1sunAnwmdunusidenagns (X = 4.80, S.D. =
0.33) LLazﬁaﬁﬁmmmmzauﬁaaﬁqmﬁaﬁami%’mmsﬁﬂﬁﬂmé’mﬁuﬁ‘@ﬁlmw i (X = 4.70,
S.D. = 0.50) AuaeIU
5.1.2 aUnasenuuuandnonssuunaneuielaudaunuiseeizilodaaiunm
fdvestindnwssnalusziugan@nu angideng 7 au Tasfidermgleladiuin
andmenssufivantuiudenumnzanlussduindan lunn 9 esduszneu Tnsaade
49aAgUAULIN LALN 83AUTENBUAIUANIINALIG (Smart device) WazpsAUTENBUAIY
LOLAUAAUNUIBIRTYE (Intelligent conversational agent) ﬁﬁﬂLagsqqqm (X = 5.00,S.D. =
0.00) 59989171A® 9IAUTTNBUAIUNITIANITUNANWIFUINUS (Student relationship
management) (X = 4.96, S.D. = 0.09) 83AUsENBUAIUK MUTBUY (Users) (X = 4.93,
S.D. = 0.19) aeAUsENRUAUANUANATDINNANYIR199NR (International student loyalty)
(X = 4.86, S.D. = 0.24) wazasAUsznoUMULltaUsEUY (User Interface) (X = 4.86, S.D. =
0.38) MU wismsvaueendy 6 daundn Tneluusdavdufiswasdondsi
5.1.2.1 dawft 1 §ldauszuy (Users) Ao nquuesldauiguimsszuuls
fvundns lunsdrdstoanisluszuu dddundaznguidnsunndisiunauming was

asnuareerldu wutesnidu 4 nqu Al 1.1) Wt fuinisau (Administrator) Ae

'
= 1 a

Muthfigua Uszanuwanu viseliusnisinestestuinfnuwid1and 1.2) 813158 (Lecturer)

[y v = |

8 g ldnuszuuieneInIsteyasia o Mineidesiudn@nyisneid 1.3) dnfnw

D) e LD

7119974 (International student) Ae Jliladedyalnedigiianuifueguanivernning
Ineunsanasfine) o UrINeaemAluladnsLaBUNAINTEUATIATE 1.4) UNILASIZNTEUU

' '
o Y

(System analyst) A Qﬂwmmmﬁﬂm{]ﬁgmLLazmméfmmiﬁuaaﬁﬂﬁﬂmmqmﬁﬁLﬁ'm%’m
fumslEdislusminerdeiiermunyaaa Teyanisusznana msdeas wazinalulad
ansauwe Tunsusganunuiuiniaunssuuinagdanisvseusudeeesls

5.1.2.2 duil 2 aunimilad (Smart device) Ao gunsaidmiuileusiofiuLolaus
aunuidanses Uszneudiegunsal 4 Ussian fadl 2.1) aunsnlnu (Smartphone) 1w
gunsaififl¥nussuuliidndadoyanazuinisdns q kunsieserdlivuusriwenioney
walaty Faflmnuazainsiaiiniteeuiiames esanansanamluldauldynaniui
yanan Mudumesidn 2.2) uiuids (Tablet) Wugunsaliigldnussuuldidrisdoyauay

UINI9719 9 Wudrufanelaglduuuusiwesns oo Unaiaty danwaznisiveau
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v

Wfeiuausninu 2.3) uduiiey (Laptop) WWugunsaingldnussuuldidndedeyauay

Y

=

U3N13619 9 Wudiufinsef [uuusriwesrsoweundndu Jallauasanuazsinsindd
a ¢ A v v a | a s &
Aauamas Lasanaruisannnluldauldnnaniud vavai dudunesidn 2.4)
ARuTIMES (Computer) Wugunsaliifldausyuuldlunisdndsdoyauazu3nisnng q W
dufnreglduuusiweinisleundintu Fullnnuazaintunslda uwiildedndnasl
anunsarhmlUldnuuenaniud
5.1.2.3 @il 3 dausiedszanuiuglda (User interface) yimthiliwesuuszany
i v ) a s A e A o Ve v
senildnuszuuiuaeuiimesviegunsaldearsiveduieanuasainlvigldauaiunse
Ansioiulusunsuls edrusouszauiugldaud dsll 3.1) woundndu (Application) 1Ju
\ ] Py & ) Y] ¢ ¢ a & & A v
drudeuszauiinauduinldludneasianeivgunsalausninuniaunuid anglda
szuvansaimsiideyawasuiniseng o dududasierldueundiatuddinnuazain
wazsIasInmeuiiames Weswmnawnsannmiluldnuldnnaauinniaiudumesiies
3.2) VIuuoUnaLAdu (Web application) Aonistdeusyuuanuiivieundiaduiivmunaumn
A g I3 ¢ v R ] Ao & A & Y
Watduusriwes Ysuuasiiuansuauadiundnduiiailunisaamineinslunisuszunana
o A ¢ & % o v v g X
YILATIENNINIVUY souulan vililvaavtiulealmsau
5.1.2.4 d1ufl 4 1PIRUAEUNUIE938Y (Intelligent conversational agent) fiag
wnanvasuDialogflow i o nduunannesui sanwuuuni eldnauduuywdlngld
AMWISTTUVIRTINAUNTIANTENAnwsnsdduiug Usenausie 2 luga e 4.1) lugaie
wudaunu Wer lddsdaanuusiulisunsuaunuiaingunsalang 9 lagnssuidna
AUNUIINUYBENIUTAMNIAEATI INUULNAAN DS Dialogflow IEANLENLIAUIAIN
ToAUlAENIITUININNGUTBAINGIENN kazUTuN (Context) LlalALANUILAITEUY
au1s0ad 1A unrLNzaNaensiuRsAnauimuuald (Static response) ¥0AAUIUL
9 30 dwwaniluAinaunuunadn (Dynamic responses) & 98519m18n15UTEaHALAN
(Code) 4.2) lugauinmsiasu MsUszananaldn (Code) ansalufstayanieusniinednis
lingudeyansausnisnieusns o metess Fulfillment ndsntudsrnauluds
Al udusaUsEauiugldenu (User interface)
5.1.2.5 @2u¥l 5 N199AN15AINFUNUS U NANwI (Student relationship
management) lAgATEUIUNITAITIANITAMUTURUS UNANWIUTZNOUAIY 4 AANEN 8
2eAUsENOU Ml 1AN 1 n1sdnnsEinAnuduiusiBenagns (Strategic student relationship
management) Usgnauldsig 3 asAdsznau fell 1) nagnslunisdnnisundnuiduius

(Student relationship management strategy) LOUN15TLASIEHUALITIUNULA BATRUA
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v =€

Wnsldnsneinsang q vesanudnelun1ssnwanuduiusiuilndnel 2) 199533nv04

UnAnw (Student life cycle) lun1sinnisinAnwiduiusvesuminetdstdu ladin1susu

v o 6

ATLUIUNITIANITUNANYIAUNUSTINAU995T IRV n@nwievinlminanugataulunis

YY)

afwazsnwanuduiusdudndnwilunn 9 nseuIums 3) N1ssnwindAnel (Student

retention) [uN1MsI9d@aULaz YT UNBLARSlALUA A UANSALATANNALAIVDINTS

[ v

IansUnAnwdunus 1a9 2 n1sdIansunAnwduiusiisufus (Operational student

v
aada

relationship management) Tudlfdl § 1 83AUIENOU ABNITIANITUNANWIFUNUS LTS
UfUANMsziuludmvesnisusnisindney (Student services) Fsdioinduiladidyves
N133ANsUNANwIFUTLS Taen1susmstinAnwiagtinisdnnisnAnwduiusidanag s
ALY BonkULLAE UUR939 ielinisusnistnAnwiAnaiuaenaaediuieasdinued
WnfAnwl 4A9 3 N139anSTNANBIFNNUSITITLATIZ (Analytical student relationship
management) Usznauluaie 2 asdAUsznau fall 1) n133sytindAne (Student identify)
JunmsfmuanguuazauaudfvesinzdAnyilundnansane o vesaa1dunsiny way
a ¢ v = Y o of Y ¢ cala [

FATIEMAINABINTITNT 8AUAIANTININE T AU IE N 2) Uszauni1salnilnne1ves
Wn@nw1 (Valued student experience) tJun133iaszin1susnisvesaaifunisfneiuay
weAnssuveinAnwlulifsng q 1wy ssuunsdanistnAnuduiuslawueii atdvayu uas
wiladgmliundndnwieganeiideswsali AA9 4 n1sdan1sunAnwdunusitesiuile
(Collaborative student relationship management) Usgnouluaae 2 asAUsznou Al 1)

) v aa ' L & ) v a

nINALIYBLEUsNUYanl (Value proposition development) LUUNISWAILIVBLAUDNID

v =

Tannasfiilyamgaiunagiusninanufnuduindny lngnsiaundaiaueniilyacitiy

o

Tududosendeanusiuisvewniedneninelunarateuenaantunisane Wislminnis

UIN1INNSANHILAZNITIANITANNFUNUS TuTNANw lAae19TUsEANS AN 2) A1sWeun

saa

\AS0v18 (Network development) LlHunsas1aasov18AUEUNUS T A5EKI198713158
yaansateaduayy §uis gunaset e duda Avdin wagydTaunisauiuy
anUunsAnK

5.1.2.6 @l 6 AuSnFvesinAnes1an@ (International student loyalty)

[ 1y

Ao USRI NHUTENI N ITUINITUTRUMINGNTEA UK TUUINIIUT oA W

Y

ANYIA leetnAnwasdnginssuiianusuasenisidnuwnaarasuialaudaunundanses

28198019 5IN5ANY waziinlduauduRUSITauINAdalmin@nwilanuadlaay

[

AU TFUS NS NAR NS ULDLAURAUNUNDIRI LN UBUIARN LAYDIAUTLNDUANUANALF

he

1) anudnmgaiauaf (Attitudinal loyalty) LUudssiiuaudnfauaudn aus wae
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ada

AnusAnyniuvesind@nwisinandsenislduinsunannesuelaudiaunudanies lngay

< =

wangeanunluldveIngAnssunislguinisaaiiiasaudnianisfne w3oANABINITAY

A =

Toyaduiiufnanfiunanosuelaudaunundanieoviley fenuflemelowazsiosnisuuzii
unanylesutolaudaunudanieglituyanadu Taundeiuluunanlediolaudaunun
§9a3uz $AnUfiasiozivasululdunanesudu 2) anusnddiungiingsy (Behavioral
loyalty) 1 unnsuanseeniiansnsausssiuldainnisnseyin 1wy msuensenieuuzi
uwannesuelauiauuSaseelRiuiouvdonid msaseglussuvvesindnuiluszozen
qudsanNsAnY miwjmﬁmﬁuﬁaﬁﬁ 1 vesunannlasuifuaudy q msldusnisen q wie
nsgudude 9 s

5.1.3 naMsUsEuNanITNRIuINTInN1sALdUTUSINAN WA s wNan oSl U
aunuidIasezileduasuanuinfvesindnuissmdlussdugaudnwm andidvavgy
$1uru 5 v wudn Tunmsamdemmszaseglusefuanniian (X = 4.81, S.D. = 0.34)
Faanmsuszifiudseansnmnnsiauvesunanesy 5 1 ldud 1) fMumiuaiunse
Tunsvhaumuaudesmsgld (Functional Requirement Test) fidniadsanuimnzaseg
Tusgsvanniian (X = 4.68, SD. = 0.48) 2) Funisviauldauilsdduvesunanvesy
(Functional Test) fifnadsanumnzausglusefuanniian (X = 4.86, S.D. = 0.38) 3) ¢y
Anudron1sTFuuwanlasy (Usability Test) fidedsnmnzanogluseduanniign
(X = 4.95, SD. = 0.13) 4) f1uvszandnmuosunanlosu (Performance) fidadsniny
manzausgluseiuinndign (X = 4.69, S.D. = 0.42) uay 5) fMunssnwinNUasnioves
Foyaluuwanwesy (Security Test) fAadsanumanzaegluszivaniian (X = 4.88,
S.D. = 0.30)

5.1.4 nadszluanuiaelavesdnd@nwd1eddeusnisannmsidanuwnannesy
uiau§Iisiioduaiuanudnivesindnussnilussdugeudn andndAnu

AnmAfiasmedoulinising we. 2562 $1uu 30 au nudh Tunwsdianuiieneloogly
'ﬁzmuumﬂﬁlaqm (X = 4.66, S.D. = 0.48) 911n15UsLLAUAINUNINDLD 3 AU 1awn
1) a1udszansan ﬁﬂ"]La?{ammmmzauaq'sluim"umﬂﬁ'qm (X = 4.70, S.D. = 0.46)
2) sunaunm fanedsnrumsnzanogluszduaniian (X = 69, SD. = 0.50) 3) fuaw
Uaensy ﬁﬂ"]Laﬁaﬂawummzamagﬂuszﬁumﬂﬁqm (X = 4.59, S.D. = 0.49)

5.1.5 nanuindvesinAnwsnsideun3nends 1389 n15aRnITANNSURLS

TNANYINILLNARN DS ULBLIUAAUNUIDIRS VLN BALFSUAMUANAVDIUNAN IRV
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Tusefugaudnu Mnthnwsnyafiamezfeudnsinw we. 2562 $1uam 30 Ay nud
Tunmsudiaumnzaegluszduaniign (X = 4.64, SD. = 0.49) :nnsAMANAvES
FnAnwstsfseuminendeits 2 dau ldud 1) anudnidunginssuiidnadeainy
mnzavegluseduanniian (X = 4.64, SD. = 0.49) 2) awAnAFuviruARTALRAAM

mnzasogluseiusniign (X = 4.65, S.D. = 0.49)

5.2 aausieua

= %

A159ANNSANUAURUSUNAN IR WNAANDSULBLAUAFUNUID RS VLN BAWFT LAY

[
v v A

fnAvetinfnwdnsfluseiugaudiny) Inansidesiail
5.2.1 HANANITEUATIZNNTZUIUNITIANITAINFURUSTNAN BB L NARN O SULOLAUA
aunundanieviileduaiuanuinfvesind@nwinmndlussiugaudnw wuit Usznaude
4 findn 8 oerUsznau fal
5.2.1.1 AMITANMIUNAnudunusL¥anag s (Strategic student relationship
management) Usznavuludie 3 aadusznou dall ssdusznoud 1 nagnslunisdnnisg
UnAnwIEURUS (Student relationship management strategy) L UUNSIATIZAUALINUNY
darmuuaisnsldnsneinseng 4 vesaniudnuilunissnwiauduius fudnfnen
93AUsENOUT 2 2995T3veatindnen (Student life cycle) Tun1sdnnisindneduiusves
umAnendety ETinsusunssuiumsinmstndnunduiugsuiuiaesiinveaindnviie
MbiiaanudanulunisaitwassnwanuduiusdudnAneilunn 9 nseuiunis
aarUsenaud 3 n3¥nwindnea (Student retention) Wunisnsiaaeunarysuiduiiio

WARILALIUDIAIUANS ALAZAINLAUNAIVDINTIN N TUN AN FUNUS

5.2.1.2 @139 an15UnAnwduius WU U (Operational student relationship

v
aadqa

Managementludifiil & 1 aadUsenau Aon1sdIanTsunAnwduiusBaujianisasiiulugdiu
209M15U5N15UNANYT (Student services) dadioTndualadAyven1ssnnisindne
duius Inen1suinisunAnwaziinsdanisnAnwduiusidanagnsuninsey eenwuy
uay UFTRe welimsuinsin@nwifinanuaenndesivisasiinvesindnu

5.2.1.3 1AN5IAN1TTNA NwIFUR UG LT $31AS129 (Analytical student relationship
management) Usznauluse 2 asdusznau el asdusznaudl 1 msseyiin@nm (Student
identify) 1 un1simuang uuaza uantAvey 7 a1 1@ nurlundnanseng 9 veq

Y ,

andun1sfiny warTiATIERAINRBINIYIBANUAIANTINENATUIANYY BeRUTENOU

2 Uszaunsalifinaumveaindnen (Valued student experience) 1 un153iasevinis
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UINMsvesan1dunIsAnwLazngAnssuvesinAnwludia1s o wu szuun1sdanisunfne

[y

duiuslawugi atuauy wasunlulagmlvundnAnwedwaiiewsely

5.2.1.4 IAMIIANTUNA nwduius 193 uil e (Collaborative student relationship

managerment) Usgnauluse 2 asdusznau fail sadusznaudl 1 mswmundeiaueiifyas
(Value proposition development) Lflumﬁﬁ'mm%’aLauw%a%’amﬂaaﬁﬁgam%qﬁ’uuazﬁu
sgrisamufnuduiindne lnemsfaudeaueiidyadduitiufosedsarusauiie
vouadorieianislunazaneusnaniunisine wieliiinnsuinsvnamsfinwuazns

[ (% [ § o v = 14 ! = a a (3 = [ A 1
Jansanudunusiudndnwilaeg1afluse@nsain asAaUsEnaudl 2 NSHAIUILASDUY

sala 1

(Network development) tJun15a319a3ou18mNduRUSNATEMI199197158 ypaInsany

atuauu fums dunases glddndin Audiin wasilounisauiuanidunising

= 14

HAUsTEINANUMINZANYDINTEUIUNTNTTANTANUALTUSTNAn v nan e sy
lludaumnsioziioduaiunnuinfvesin@nwiswniluszdugaudnuinuitegly
sefuInige aenndesiu algins uazuden (2561) liiATevinszuiun1snisdnnig
unAnwduiusinldlunsasuasinuanuduiussennaindnwiivanitunisdnulila
2Y 9

5.2.2 asUraniseanuuuan Ungnssumsianisanuduiusind@nwisieunanesy
Ui aununsaas ozl edsaluaudnAvesinAnwidsdluszdugaudnel ain
Ao 7 au nudrlunmsweglussdumnzausiniian aoandesty uwianiuazany

(2019) Nin1571ATIEMBIAYTENBUTDINISTANITANUFUNUSUNANIA18n15UTBENALY

a s aa o o (% Y a

SuwmesidndonleasinduionisdalAutessosfIviadinsuanitu Lasiansuna1nALaaY

A48 3 DUAULIN AD LKA BIAUTENBUANUALITNAD (Smart device) B4AUIENDUAIULD

Y 9

udaUMI8993E (Intelligent conversational agent) flALafiugedn waresAUszENoUAIY

N3IANISUNANEIEUNUS (Student relationship management) A1UEIAU FadiseazLdun

[y

D!

5.2.2.1 @i 1 JI¥eussuy (Users) An nauvesy ldauig uinsssuuld

Y

Avuadns lunsiinfateyanigluszuyu dedundagnguiidnsuansaiuaiundiiuag

[% ' '
v A 1A v Y

aanwzveadldiu wiseendu 4 nqu Mall nquil 1 WImAUInIsau (Administrator)

n )

& ) v a Y a P v ) 1 a oA ¢

Ao @Jﬁ/l’]%u w@JLLanzﬁﬂuﬁ’lu Wj@IWUﬁﬂqiwLﬂEJ'NJ@\Tﬂ'UUﬂﬁﬂU']@’]QslﬂG] ﬂfj]lﬁ/] 2 981913
vl 1% ]

(Lecturer) fip givinldnussuuiiiodasnistedanie q Mfevesiutindnweinnd naun 3

Y

a

UnAnw191991# (International student) Ao &7 liladedyydlnedigddnuiaueguen

o0 w =

51991U13Ns INensemasdnw s unnInerdeinalulagnszasundnszunsivile naud 4
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UNIATIZHATZUU (System analyst) Ae ;:IﬁwmmwﬁﬂmﬂwmLLazmméfaamimaqﬁﬂﬁﬂm
ianAniAgtestunsliTinluminedoiitedmuayana deyanisuszanana nisdeans
wazwalulagansauna lunisusganunuduinimunssuuinagdanisseusulwegals

5.2.2.2 @il 2 aundvilad (Smart device) Ao gunsaldmiuidousetuieiaus
Aunu1anioy Usznaussgunsal 4 Useinn el Ussiandl 1 aunsvlau (Smartphone)
Hugunsaifgldsnuszuulfidriedoyauazuinsng 9 siumsdssedlduuusiweinie
weUnaladu deiamazainsiniindineniiamed esainarunsannmluldauldyn
anwudl nanan iudunesidn Uszianil 2 wiude (Tablet) 1ugunsaligldauszuuld
WdedayakaruINITiie 9 duddadelagldnuuuuniwessowaunainty Ianvae
sl anuuiierivannsvinu Yssiand 3 wduiiey (Laptop) WWugunsalitgldsussuld
iidsteyauaruinssng 4 sinudiudnsedlduuuniwesusououndindu Jsiiniwazein
warsaniandieeuiianes 1lesainamnsonnmlldauldnnaniui naan
Sumesidn Usuiandl 4 aoufiames (Computen) Wugunsaliiflfauszuuldlunisdiis
foyauazuinmsing o Aududsdefliuuusiwesvideusunaindu dellmuazainlunis
T witidedrindelianunsathmluldnuuonaniud

5.2.2.3 @il 3 dhuseUszaufugldann (User interface) vt iidesszay
szysgldnuszuuiuaeufinmesudogunsaideasitesneauazanlyigldauaunsn
Anmanulusunsule %ﬂdauﬁaﬂizamﬁmﬂﬁmuﬁ il weundiedu (Application) Wiuduse
Usganuiiannduinldludnvasianzdugunaaiaunvivuniouduidadsldnussuy
A sidnfeteayanazuIn1seng 9 Nquﬁauamﬁia;ﬂ%’uaﬂw%Lﬂﬁi’fu%aﬁmmazmmmg
nadinieeufiawed ilesnannsawnmluldeuldmnaniimnnaiindumedida u
woUnaLATu (Web application) Aomsldmusruuriuiuneunanduditauntus e du
wiriwed Yfuudsiuansaudduiisnduiiedunisaaninenslunisuszinananes
FruaTesaun il vieudiuidn villuaautuivledldisty

5.2.2.4 @il 4 waudaunundaaies (ntellisent conversational agent) fae
uwanlosu Dialogflow 4 sfadnduunanslesui oenuuvuieldneuduuywdlngld
AwsTINYIATIAUAsTAn ST AnusAduius Usznoude 2 Tuga fe Tugadl 1
waudaunun Wedlddsdonnuurulsunsuaunuiangunsalsing 9 lasanssudaem
aununuyusiutoaulaenss 99nduuwannesy Dialogflow azAALENIAALIIN
Toruilasfiansanainngudeninudiege wazuIum (Context) Wlalflanuiudaszuy

A190aNAIR U IRLIzaNAENTIURAIRaUTInuUALT (Static response) UBILIA
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"y 9 139 deeandummeunuuna’n (Dynamic responses) Fea519ma8n15Usrananalan
(Code) lugaf 2 USnswesy MsUssaanalan (Code) anansalufstayanieueniifodnis
lingudayansausnisnieusnsg o medesns Fulfillment nasantudsrnauluds

AldiududeUsyauiuglda (User interface)

=

5.2.2.5 @2ufl 5 1199An15ANFUNUS U NANwI (Student relationship

=

management) lA8NTEUIUNITANTIANITANNFUNUS UnANwIUTENBUAIY 4 TAUAN
8 aeAUsENaU Al AAT 1 n15TanIsUnAnudusiusidanagns (Strategic student

relationship management) Usenaulusie 3 asAusenou fall asdusenaud 1 nagnslu

[

N3IANTUNANYIEFNNUS (Student relationship management strategy) Wun153tAs1Y

LAZINUNULNDAMUAITNNSTIINTNEINTANN 9 vosanuAnwlunisinerAudunusiu

v =2 (3

UndAnw asAlsznoudl 2 1WasTinvesindnen (Student life cycle) Tunsdnnstindnu

FuNusYRINMINeFeTY lednN15USUNTEUIUNITINNISTNAN I FURUS I U995 I0B4

v =f

Undnwineviliiiaanudaiaulunisairlwassnwanudunusdvidndnwilunn

NILUIUNTT B9AUTENBUT 3 N1SSAWILNANY (Student retention) Lﬁumimwaauuaz

s

Useiiuiowandliiud 1PN 1t5auarALANIaIYINITIANISUNANEFURUS TA7 2

N139nN1sUNANEURUSITIUHUR (Operational student relationship management) Tuiid

[
a A & a

1 4 1 a9AUsznov Aen1sdanisunAnwdunusidsufuanisazduludiuvesnisuinig

v = [ [ v

In@nwe (Student services) §9d 71 tTulad1AvaInIsTnn1sun@nudunus lnenis

UInsunAnwazin1sIansinAnnduiusidenagnsuniiagedt senkuukag UHURS
iialinsusmsin@nwiinanuaenndesiviastinvetindnw 989 3 n1sdanisindnu

FUWUTLT9T1AT1¥9 (Analytical student relationship management) Usgnaulunay 2

<,

aeAUsENaU Aall BeAusEnaun 1 Msseylindnw (Student identify) Wunsivuanduuas

a L3

AuautRveE N Anwlundngnssing q vean1dun1sAny) waginsIeiAuReIns
N38AUAIANIIINE TN AU ANYT 0aAUTENOUT 2 Uszaunisaliidnmuaivesindne

(Valued student experience) LIun153tAs12%in15U3N15903@0 0 UNSAN B LAz N AnTTu

v = Ly v

YaunAnwludiAsing o 1y ssuunsdnnsunAnwiduiusiauue advayu wazuily

I oa t:l

Jgynliunidndnwisgwsotdomiold A7 4 n1sdnn1sdnAnerdunusidesinie
(Collaborative student relationship management) Usgnauluaiy 2 asAUsznoU Al

aeAUsENaudl 1 nMsautelauaidyann (Value proposition development) tdun1s

'
S - (% v =

NAUIUDLEUDYNS DUDANAINLLAAIYINUBAEAUTTIINEDUANINULNANYY TA8NISHAILN

Y

[
v v [

Tolauafl dyan1tudndudesendeaiusindevewniasvioisnisluwazniguen
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a01UUNSANEY L TLAANISUSANSNINNISANYILAZNISIANITANUANNUSAULNANE LA

pgeflusEanSnn asAUsEnaUN 2 N1sWaILA3eaNY (Network development) 1unns

sala

as1uA3YIeANNdNTUS IR TEnI19913158 uaaInsangatuany Husuis unases flY

LY & 1

Joudie Audinn wasdiigunisaaiuanidunisanem

5.2.2.6 dufl 6 AuAnFvestnAnEIr1aR (International student loyalty)

Ap WusdyImMTeYeayNHUTENINE IMUIN1ITTeumInedeiuy SuuTnsvsednAny

Y

Aerd InetndAnwaziingAnssuniinnududsonisidaulnannesuielaudaununsiaies

' oA o @ = a & U W & a A Yo <2 I~ &
DYNADLUDIIUAILIINTIIANYN LLagLﬂ@LUUﬂ?qNaNWUﬁLGUQ‘U']ﬂcl/]a\‘iNﬁIVUﬂﬁﬂU’]Mﬂ’mu@ﬂﬂLf\]f\]g

[

AU TFUS AT NAR NS ULDLIURAUNUNDIRILLDNIUBUIAN LAEDIAUSENBUAIUINALAI

be

ANuANALTTAUAR (Attitudinal loyalty) \uussiauauinAaiuaiudn aug waz
Anusdnynituvesindnwisinandsenislduinisunanresuelauiaunudanies lngay
wansoonuluLdvesngAnssunsiduinsaeiiosauduianisfiny) MsoAUABINITAIU
v A a a d' s s v a N A = £ °

ToyaduiisLanaInunannesuoludaunudaateelegiinuianelanasdonisiug

s I3 v a DY) 44' = Y 3 I3

wnanasuoudaunuidaseeliivyanadu danuleduluinannesuouiaunun
g3a3uy sanufiasiiagifoululdunanresudu anudndnungfngsy (Behavioral
loyalty) 1Jun1suanseenfiarunsadaaiulaainnisnseyi wu nnsuensens aluyy

wnanasueludaunndIRsuglviuiowrTon i nsasegluszuuvenindnulussezen

'
a

udifansin manaiReafuasdia q veumanseduifuaudu 4 mslduinise q vie
nsgududen 1 s

5.2.3 NaMUsEUNaNITNAILINITINN1SAMLFUTUSUNAN WM s wNan o SuLLI U
aunudraesileduaiunudnfvosindnwidsndluszdugandne 1ndiderwey
5 viu wuiluamsweglussRumnumnzaNIniian FeainnisUsuifiulszdnsamaes
seuulu 5 610 lawa 1) druanuaiunsalunisiauniuaiudeenisyld (Functional
Requirement Test) 2) A1un15v191ulaaruian duasosunanneasy (Functional Test)
3) AuANLEIERaNISITULNanNaIN (Usability Test) 4) auussansninussunannosy
(Performance) war 5) AMunIssnwIAUUasnssvesdoyaluunannasy (Security Test)
donAdoariu gsivys uavanlz (2019) Amunisdansteyadaadezsensruacuidalag
wmpadanisalunt ansamsuszfiunanistaudednduunanesuiifuin

aamﬂﬁmLLazmauauaammé{aqmsﬁuaa@flsﬁmmﬂuasma
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5.2.8 NaMsANYINITIANITANLFUTUSUNANWIMEUNana iR UuAaUNIN ST e
Woduasunuinivesin@nwissndlusefugandny wuinlaesamdnanis@nuoglu
sefuInn TeasBendail

5.2.4.1 naAnufianelavesin@nwd19yfdeuinisainnisidanuwnaniesy
lludauusIRtesoduadumiuinavesthAnwimendlusedugaudnu wuin danw
wanzaueglusziuinnian feneaziBeatsznausie 1) Auuszansam 2) fununm
uaz 3) suanudasade Taedlefiarsanandadegegn 3 susuusn louA suussavsam
$9909NADAUANAIN UazAUAINIYaBATE ANAIRY Gedenndeaty guun uavANY
(2563) fihnsiauueUwalady Chatbot dmduauuinsdndnyanld

5.2.4.2 HaANANAYITNANYIA YRR DUMITNIEY 1309 N15TANS

= 1%

AMUAUNUSTNANEIAELNAANDSULDLAURAUNUID RS UL N DA WFTUAUANAVDIUNA NN

LY =

manilusgiugaudnw nuin Tmnusnzaneglusyiuinniian daeaziBenUszneuse
1) anudnddiungiinssy uaz 2) mnudnfAsuiinued TnoleRiaisanainAadsgean
JuAulIn Ak ANUANARUTIALAR 50989U1ABANMUANAAUNGANTIU AUEIRY FoAARDY
FUuTTEved Yuuna wag dann AnwAgafuanuduiusszvinnuanuInisiu

ANUANAYRITNAN AU IN N EVRITT

5.3 UalaudLUL

NaNFITeEesMsdanmsauduiudinAnudeunanilesuioludaunndaaiesiiie
duasunnuinfvesindnwiinsndluseavgaufnw Idoiausiugdmsunisimaideluld
Ustlominazteiauauurdmsunsisulundwioly i

5.3.1 Totauanuzd1msunisiinantsidelulfuauazldusslosd n1sinnis
muduuSTnAnwsgunanefulelaudaunuisaalssiiloduaiunnudnfvestindnu
ssmlusziugaudne Avatulunsinuitendsd Ideenuuulvsesiumsldeuly
uInends TnotiaueuuIminisinnisdoyaniulaseaineve seadnsiyadudiunis
TWuinstudn@nwssndiauladAnvidelussdugaudnw wasnslddialudy
uinendeiitelinisliusnisiienusings uazadessannty

5.3.1.1 anusduguazanugndesvesdeyanlilunisiiusnsundndnw

v '
1Y a d

AeAdusgivusuninmuualuunannesy uazaumzavesgUnsainly Anludeals

2ONLUULBUARUNUN I daRAARINUAIUR DV AL S AL
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5.3.1.2 unanslasuialausaunudansss Amunduduunanrlesufiaduayy

foyarng 9 MAvestuinAnmdnmd Jamsinsufugdeya uasdnmsmuiniaFeus
voslelaudlilifeyaiviuasivognase

5.3.2 Forauauurdmiunsideadadoly nnsduiunisuasan1sive Fes ns

=3 v

IansauduiusinAnwinigunannesuielaudaunuidanivgiieduasuainuinives
Unfnwsanilussivgaudny fITeveiiauedelauanugdmiumidsluaswisly dedl
5.3.2.1 myUszliuravatiuuaauny msimunlvlianuazainlunisuseidiy
oa A 1 o & v M ove oA A A
wnndsivetglinsUsEaRawiud Nty wardayanlasuiduminiede
5.3.2.2 msiinsimundeyaluunannesulifiamuivadoauaoanisalvesnnudululy
Uagduegreraiilos iiesessunslieyaangSuuimsnsiuuwilduasiinanndulusnan 3

fovinsuiulsalndulagiuene






UIUIUNIY

e tne

%

& 1 a 6] U ¥ aa ¥
EUNTEYT INBNNDY, Ala mcyamﬂaﬂ bbae UILYLLNI LNWIYA. (2559). ANUADINTITHAL

NeANTIUNTIHUINIAULUTTUESUAHN1SAN W UBILNANWIF19YR

wInendemalulaggswnl. audussaasikazdensiny) uninedemalulag
qIuUs.

1503 wiITRuing wazUdin 253ngas (2561). “UuudnaedatfUsEnauYeINsdinnis

TnAnwduiusdaaies.” nsa1sAganseaamnssy. 17(1): 222-230.

97U Taud dazany. (2562). “ASHAILINITINNNSANYAMSULNANYIAN9 AU

WIMEFEIBAYNAmNENEUUY.” NIANTITITIYAINTLUAT AUIUYBEAIERT

wavdIAuAIans. 14(2): 135-150.

WIRAS asdy. (2558). “sruugiuteyafudimmeniAnnisannisgnaduiusainsu

andugaudne.” NnsaImIatiziasnalinfnw. 5(10): 58-67.

wyun TIgan wae dann Jura1InIng. (2562). “ANuduiussEninenmunInuInsiu
ANUANAvetnAnwIanINgduveigluniansiusandeanllorasUssine

Ing.” MIasuyvemansuazdinumans uninedeunsnug. 9(1): 1-8.

UsENMTI0L MIENANWLEY, F3USS AUIUAA hazw1s udlds. (2560). “Uadelunisasis

AnufnAreanItugauAnyenyulng: YalauenguIMsENInaUaUa eIl

dleadndeiunsfinuluaandugaufnyiiensulve.” Veridian E-Journal,

Silpakorn University. Ufi 10 atudi 2 : 1755-1770.

UsENMTI0L MIENANBUEY, FIUTS AUIUAA LazYs UlFS. (2561). “lamanudunus

Weanmnvasanuinfvestinfnwisiean tugaufnwienvulng.” 13a153vInng

Uimsgsivauauantugaudnuienyuwiusemalnglunsgsyudus @iy

WILMNTAUIIYAAN Y AEIUUTUIIYANNT. U 7 atudt 1 @ 54-65.

) v A

QAN ynsduns. (2561). “nguaneiulygusedivg.” sasifaans. Ui 47 adun 3

: 491-511.

WINeNSealuiesTINIETIY. (2535). LONANINNTABUYAIYIBIANITHALNITIANITIIU

UAAR. UUNUS : UM INgaedluniesIsunssie.
I B 3 q



110

a [y

WNINeNSealiesTsunEs. (2539). FeANMTUTINT. UUNYT AVTINeaaluriusssungs .

'
U Aa 6 o aa v

$ndu wianv. (2561). A1saanisedduuSUnAnwseLiufanssufdIvaleslgmalulad

[y v

= a A 3 a aa Aa o oA a a s
LsﬁamiﬁﬂaiiwaﬂLW@ﬂWiLUUN‘VﬂTﬂEJ'] YAINANUATTNEUIDYINEUIYU.  INYTUNUD

USyanufdaudin a1vnivimeluladansaunawaznisdeansivenisine Jaudin

AINYIFY UNNINYIFUNALULAENTZIDULNATNTTUATNLD.

wiInUUAY. (U 11 ey 2562). Usenia. WleuguasuiuseauyIiiinenis

o A

WaRIaeLATygNIkasdns. ey 136 maun 47 n @ 1-71,

s1vdndinganiu. (2556). nawunsy atusvladinganiy we. 2554, iNiASIN 1. Fiuu
100,000 L@, NTIANUMIUAT : UTEN ATIAWNBUNDINTWN 910,

ca LY « 4 M v Y L
93U WAAUUMBUI. (2562). nsinwinglunssuiunsdearstninusssuvesindne

AN9TIR.” 21515 ANEUN LA IRIUGSTY. UN 8 aUun 1 : 1-15.

Asanual N9T9 LazRtun 9aTIauT. (2563). “@nnUnenssuseuuusSmsannIsaIsauwmnd

v (% v 6

uUANUFUNUSA9UsEnAlaelwmAlUlagN15USELIaNALUUARNIATIALASLNNS

v o

IparuanTinendelan.” 213ansAgMAnseRaIvnsTi. UN 19 atuil 1: 122-131.

a wa CY

auins v1sd. (2551). Yaseniuameauianalalun1suAURuYe NN UUSENUANUS

C2l

TuesTuud 911ia (Wrgw). 189uNNTeAuEsFUsEMmMaumansanI

Uaudiaiauusmsaans.

AuEA 078 uaruTIAYg Wezdssumg. (2561). “amufenelavestisuuimsiitidonis
uSnsvesnInedesuigaiuaiung Ysuuseana we. 2561.7 Tu n1suseyy
AWINTEUBNANUITYTEAULIRA “GRADUATE SCHOOL CONFERENCE 2018” :
546-555.

(%

audng asduRay wavame. (2563). “AUAINAITUINISLAZANNTINElIveinAnyIi1aYIF

AOUINIININITANIVRINNTINGNGEVOULAL.”  2TANTUYBAIARSTIadIAUAEnNS

UANINGIFUUASNUL. UN 10 aUud 1 : 64-72.

gUU Ywun, algns Lsnee waz Jsyy duilania. (2563). “mInauiweundindu
Chatbot dwsunuuinisin@ne nsdifinwinesiauntindny) uninede

waluladvuenagdssgil.” Research Journal Rajamangala University of

Technology Thanyaburi. Ufi 19 atu 2 : 85-94.

Doy

[y

UAANTS UTWERTENR uazauy. (2563). “Aruilnelavesindnwidendngnsiinamans
Uadinanunfnaaans (@0101w1) AnedwAmansumine de g slnnssal.”

MFATEMINYINTAIAUAANS LA NNSERANS. U 3 aUun 2 : 107-120.




111

Y

AUNNUAVITNNTANINITANYY (2560). WHUNITANWILAITIA WA 2560 — 2579.

a o w

NTUNNUMUAT: UTEN NInuns e 911m.

d1NUUAANIENTNMIRAUANYT INe1rans TReuaruinngsy. (2562). abfgaufnw

Un13finwi 2561, NFANNUMIUAT: UTEN Tl WUAYHS LouAwNALNaRe 310

Y Y] [y

dtinauiwunSguadaia (earnisumay). (2562). welulaglyaussiivgdmsuns

ES)

USMINUKAENITUINNINIASE. NTUNHUVIUAT: UTEW a.WAnsNsTud 311n.
a350Na Funsaye. (2560). “nisltinaluladansauneiioatuayunsinanisanuduiug

YosgnaluanitugauAne.” 15ITIVINITUALITY UNTNTLUAT A1

wyweAansuardsauatans. U 2 adud 1 : 68-80.

AIDINE

Aleksandra Przegalinska, et al. (2019). “In bot we trust: A new methodology of chatbot
performance measures.” Business Horizons. Vol. 62 No. 6 : 785-797.

Alex Sciuto, et al. (2018). ““Hey Alexa, What’s Up?”: Studies of In-Home
Conversational Agent Usage.” DIS 2018. : 857-868.

Asian Institute of Technology. (2020). [Online]. FAQ. [cited 6 Nov. 2020]. Available

from : URL : https://www.ait.ac.th/admissions/fag/

ASSUMTION University. (2020). [Online]. Frequently Asked Questions. [cited 6 Nov.
2020]. Available from : URL : http://www.au.edu/fag.ntml

Brain. (2018). [online]. Chatbot report 2018: Global trends and analysis. [cited 30

Aug. 2020]. Available from : URL : https://chatbotsmagazine.com/chatbot-
report-2018-global-trends-andanalysis-4d8bbedd924b

Carrington M Mukwas, and Lisa F Seymour. (2016). “Customer Relationship
Management in IT Service Delivery: A Practitioner-based Inquiry in a Higher

Education Institution.” In Proceedings of The Annual Conference of the South

African Institute of Computer Scientists and Information Technologists.

Johannesburg: University of Johannesburg.

CHRISTIAN RYAN. (2019). On Optimization of Sequential Decision-Making in Customer

Relationship Management using Deep Reinforcement L earning. DEGREE

PROJECT IN ELECTRICAL ENGINEERING, Master of Science in Information and

Network Technology, School of Electrical Engineering and Computer



112

Science, KTH ROYAL INSTITUTE OF TECHNOLOGY.
Chulalongkorn University. (2020). [Online]. FAQs (Chulalongkorn University). [cited 6

Nov. 2020]. Available from : URL: https://www.waseda.jp/fire/gsaps/ assets/
uploads/2020/02/13 Chulalongkorn-University FAQs Fall-2020.pdf
D. Dutta. (2017). “Developing an Intelligent Chat-bot Tool To Assist High School

Student Learning For General Knowledge Subjects” Georgia Institute of

Technology. Vol. 1 No. 1:1-13.
Dale, R. (2016). “The return of the chatbots.” Natural Language Engineering. Vol. 22

No. 5:811-817.
Damira Ismanova. (2019). “Students’ loyalty in higher education: The mediating effect
of satisfaction, trust, commitment on student loyalty to Alma Mater.”

Management Science Letters. Vol. 9: 1161-1168.

Dewnarain, S., Ramkissoon, H., and Mavondo, F. (2019). “Social customer
relationship management: An integrated conceptual framework.” Journal of
Hospitality Marketing and Management. Vol 28 No. 2 : 172-188.

Dhaval Gaud, Bijal Zaveri. (2020). “Estimation of Student Satisfaction and Student

Loyalty in Indian University offering Higher Education.” Mukt Shabd Journal.
Vol. 9 No. 6 : 5836-5842.

Dick, A. and Basu, K. (1994). “Customer loyalty: towards an integrated framework.”
Journal of the Academy of Marketing Science. Vol. 22 No. 2 : 99-113.
Endarwan, R. E., and Murtiningsih, D. (2019). “The Influence of Customer Relationship

Management, Website Quality and Service Quality on Student Satisfaction.”

In Proceedings of the 1st International Conference on IT, Communication

and Technology for Better Life.

Feine, J., et al. (2019). “A Taxonomy of Social Cues for Conversational Agents.”

International Journal of Human Computer Studies. Vol. 132 : 138-161.

Francis Buttle. (2009). Customer Relationship Management Concepts and

Technologies. United States of America: Butterworth-Heinemann is an imprint
of Elsevier.
Gamze Kasalak, Mehmet Ozcan, and Miray Dagyar. (2019). “Relationship between Pre-

service Teachers' University Image Perceptions and Student Loyalty: A



113

Structural Equation Model.” Universal Journal of Educational Research.

Vol. 7 No. 2 : 480-489.

Gholami Hamed. (2017). Student relationship management factors for higher

education sustainability using novel multi-method approach. PhD thesis,

Faculty of Mechanical Engineering, Universiti Teknologi Malaysia.
Gholami, H., et al. (2015). “A CRM Strategic Leadership Towards Sustainable
Development in Student Relationship Management: SD in Higher Education.”

Procedia Manufacturing. Vol. 2 : 51-60.

Google Developers. (2020). [online]. Al.and machine learning products. [cited 10 Oct.
2020]. Available from : URL : https://cloud.google.com/dialogflow/ es/docs
/fulfillment-overview.

Gundlach, H. J. and Reid, P. N. (1992). “A Scale for Measurement of Consume
Satisfaction with Social Services.” Journal of Service Research. Vol. 6 No.7 :

37-50.

Hamed Gholami, et al. (2018). “Critical Success Factors of Student Relationship
Management.” Sustainability 2018. Vol. 10 No. 4527 : 1-18.

Harvard University. (2020). [Online]. Frequently Asked Questions. [cited 6 Nov.
2020]. Available from: URL: https://college.harvard.edu/resources/faq
Helen Forbes-Mewett, Anne-Maree Sawyer. (2016). “International Students and

Mental Health.” Journal of International Students. Vol. 6 No. 3 : 661-677.

Hrjic, A. (2016). “The transformation of higher education: Evaluation of CRM
concept application and its impact on student satisfaction.” Eurasian
Business Review. Vol. 6 No. 1 : 53-77.

Imperial College London. (2020). [Online]. FAQ. [cited 6 Nov. 2020]. Available

from : URL : https://www.imperial.ac.uk/study/international-students/visas-
and-immigration/fag/

Ingrid Snijders, et al. (2020). “Building bridges in higher education: Student-faculty
relationship quality, student engagement, and student loyalty.” International

Journal of Educational Research. Vol. 100 : 1-14.

Jacoby, J., and Chestnut, R. W. (1978). Brand loyalty: Measurement and management.

NewYork : John Wiley & Sons.



114

Jane Naa Lankai Lamptey, Isa Mohammed Umude, and Evans Atteh. (2020). “The
Role of Administrative Staff in Student Relationship Management (SRM); A

Tool for Quality Teacher Education.” Asian Journal of Advanced Research

and Reports. Vol. 13 No. 2 : 5-15.

Javad Mehrabi, and Batool Samangoei. (2012). “Studying Effect of Customer
Relationship Management (CRM) System on Attracting Customer Satisfaction
Case Study: Teacher Insurance Company in Isfahan Province.” International

Journal of | earning & Development. Vol. 2 No. 1 : 368-375.

Juanan Pereira, and Oscar Diaz. (2019). “Using Health Chatbots for Behavior Change:
A Mapping Study.” Journal of Medical Systems. Vol. 43 No. 135 : 1-13.

Ketakee Nimavat, and Tushar Champaneria. (2017). “Chatbots: An overview Types,
Architecture, Tools and Future Possibilities.” [USRD - International Journal for
Scientific Research & Development. Vol. 5 No. 7 : 1019-1026.

Khe Foon Hew, et al. (2020). “What predicts student satisfaction with MOOCs: A

gradient boosting trees supervised machine learning and sentiment

analysis approach.” Computers & Education. Vol. 145 No. 103724 : 1-16.

Kotler Philip, and Gary Armstrong. (2004). Principles of Marketing. United States of
America: Pearson Educaton.

M. Rajbabu, P. Prabhuraj, and S. Jeyabalan. (2019). “An Intelligent Behaviour Shown
By Chatbot System for Banking in Vernacular Languages.” International
Research Journal of Engineering and Technology (IRJET). Vol. 6 No. 3 :
1210-1212.

Mahidol University. (2020). [Online]. FAQs. [cited 6 Nov. 2020]. Available from :

URL : https://muic.mahidol.ac.th/eng/fag/activity-transcript-clubs/
Marina Laskarin AZi¢, Jasmina Dlaci¢, and Natali Sustar. (2020). “LOYALTY TRENDS AND
ISSUES IN TOURISM RESEARCH.” Tourism and Hospitality Management.

Vol. 26 No. 1 : 133-155.
Massachusetts Institute of Technology. (2020). [Online]. Erequently Asked
Questions. [cited 6 Nov. 2020]. Available from : URL :

https://mitadmissions.org/help/fag-topic/international/
Mikael Borjesson. (2017). “The global space of international students in 2010.”



115

JOURNAL OF ETHNIC AND MIGRATION STUDIES. Vol. 43 No. 8 : 1256-1275.

Mukwasi CM, and Seymour LF. (2016). “Customer relationship Management in IT
service delivery: A practitioner-based Inquiry in a higher education

institution.” In the Annual Conference of the South African Institute of

Computer Scientists and Information Technologists, ACM. Johannesburg,

South Africa.

N. Songsom, P. Nilsook, and P. Wannapiroon. (2019). “The Student Relationship
Management System Process via the Internet of Things.” TEM Journal. Vol.
8 No. 4 : 1426-1432.

Nualsri Songsom, et al. (2019). “System Architecture of a Student Relationship
Management System using Internet of Things to collect Digital Footprint of
Higsher Education Institutions.” {JET. Vol. 14 No. 23 : 125-140.

Nurul Qomariah, et al. (2020). “Building Student Satisfaction and Loyalty

Based on Service Quality and Institutional Image.” SSRG International

Journal of Economics and Management Studies (SSRG-IJEMS). Vol. 7 No. 9 :
24-33,

NUTTHAPAT KAEWRATTANAPAT, and PANITA WANNAPIROON. (2020). “UBIQUITOUS
INTELLIGENT CONVERSATIONAL AGENT MODEL FOR HIGHER EDUCATION
INSTITUTIONS.” In Proceedings of Academics World 167th International
Conference, Oxford, United Kingdom, 19th - 20th January, 2020. United
Kingdom : (47-52).

Nutthapat Kaewrattanapat, Jarumon Nookhong, and Vilasinee Jintalikhitdee. (2019).
“THE SYSTEM DEVELOPMENT OF DIGITAL LIBRARY BY USING
CONVERSATIONAL  AGENT FOR ENHANCING INTELLIGENT STUDENT
RELATIONSHIP MANAGEMENT.” In The 2019 International Academic

Research Conference in Zurich. Zurich : (83-88).

Office of Education Council (OEC). (2017). National Education Plan B.E. 2560-2579.

Bangkok: Priewhan Graffic.
Oliver, R. L. (1999). “Whence customer loyalty?.” Journal of Marketing, Special Issue.

Vol. 63 No. 4 : 33-44.

Paul Valentin Ngobo. (2017). “The trajectory of customer loyalty: an empirical test of



116

Dick and Basu’s loyalty framework.” J. of the Acad. Mark. Sci. Vol. 45:
229-250.

Rainer Winkler, et al. (2020). “Sara, the Lecturer: Improving Learning in Online
Education with a Scaffolding-Based Conversational Agent.” CHI 2020 Paper.
Vol. 652 : 1-14.

Rashid Khan, and Anik Das. (2018). Build Better Chatbots. United States of America:

Springer Science+Business Media New York.
Rigo GE, et al. (2016). “CRM Adoption in a higher education institution.” JISTEM-

Journal of Information Systems and Technoloey Management. Vol. 13 No.

1: 45-60.
Sah, N., and Karpinski, A. C. (2016). “The influence of social media on international
students’ global life satisfaction and academic performance.” Campus

Support Services Programs and Policies for International Students. 57-76.

Saleh Shuqair, Diego Costa Pinto, and Anna S. Mattila. (2019). “ Benefits of authenticity:

Post-failure loyalty in the sharing economy.” Annals of Tourism Research. Vol.

78 :1-15.
Scott, R. et al. (2017). “AlphaGo, Deep Learning, and the Future of the Human
Microscopist.” Arch Pathol Lab Med. Vol. 141 : 619-621.

Shaidah Jusoh. (2018). "Intelligent Conversational Agent for Online Sales." In ECAI
2018 - International Conference — 10th Edition Electronics, Computers and
Artificial Intelligence. ROMANIA.

Shakhovska, N., Basystiuk, O., and Shakhovska, K. (2019). “Development of the speech-

to-text chatbot interface based on google APL.” CEUR Workshop Proceedings.
Vol. 2386 : 212-221.

Silpakorn University. (2020). [Online]. FAQ Frequently Asked Questions. cited 6 Nov.
2020]. Available from : URL http://www.suic.su.ac.th/fag-en/#152077909
3068-5525d60e-9545

Skotara, A., and Christodoulides, C. (2020). “Using Service Design And Customer

Relationship Management Models To Transform Student Experience In

Distance Education.” INTED2020 Proceedines.

Soltani, et al. (2018). “The impact of the customer relationship management on the



117

organization performance.” Journal of High Technology Management
Research. Vol. 29 No. 2 : 237-246.

Soltani, Z., and Navimipour, N. J. (2016). “Customer relationship management
mechanisms: A systematic review of the state of the art literature and

recommendations for future research.” Computers in Human Behavior.

Vol. 61 : 667-688.

Srini Janarthanam. (2017). Hands-On Chatbots and Conversational Ul Development.

United States of America: Packt Publishing.
Surachet Channgam, Prachyanun Nilsook, and Panita Wannapiroon. (2019). “Intelligent
Information Management with Digitization Workflow.” International Journal

of Machine Learning and Computing. Vol. 9 No. 6 : 886-892.

Teddy Chandra, et al. (2020). “Student Satisfaction and Loyalty Improvement
Model Based on Service Quality and Private University Image: Simultaneous
Approach Review.” Talent Development & Excellence. Vol. 12 No.3s :

1408-1425.

Thammasat University. (2020). [Online]. FAQ for International Students. [cited 6

Nov. 2020]. Available from : URL : http://www2.siit. tu.ac.th/crd/? page
_id=4051

THE UNIVERSITY OF CALIFORNIA. (2020). [Online]. Erequently Asked Questions for
International Students. [cited 6 Nov. 2020]. Available from: URL:

https://admissions.ucsc.edu/apply/international-students/intl-fag.ntml
Timothy Bickmore, et al. (2020). “Promotion of Preconception Care Among
Adolescents and Young Adults by Conversational Agent.” Journal of

Adolescent Health. Vol. 67 : 45-51.

UNESCO Institute of Statistics. (2020). [Online]. International or internationally
mobile students. [cited 8 Aug 2020]. Available from : URL:

http://uis.unesco.org/en/glossary-term/international-or-internationally-
mobile-students

University of Cambridge. (2020). [Online]. International Students FAQs. [cited 6

Nov. 2020]. Available from : URL : https://www.internationalstudents.

cam.ac.uk/fags



118

University of Oxford. (2020). [Online]. ASK A QUESTION. [cited 6 Nov. 2020].

Available from : URL : https://uni-ofoxford.custhelp.com/app/home/p/31/
Vianden, J. (2016). “Ties That Bind: Academic Advisors as Agents of Student
Relationship Management.” NACADA Journal. 36(1).

Victor, H. V. (1964). Work and Motivation. New York : Wiley and Sons Inc.

Vijayaraghavan, V., Jack Brian Cooper, and Rian Leevinson, J. (2020). “Algorithm

Inspection for Chatbot Performance Evaluation.” Procedia Computer Science.

Vol. 171 : 2267-2274.
Wei Wang, et al. (2020). “Spillover of workplace IT satisfaction onto job satisfaction:

The roles of job fit and professional fit.” International Journal of

Information Management. Vol. 50 : 341-352.

Wen Wen, Die Hu, and Jie Hao. (2018). “International students’ experiences in

China: Does the planned reverse mobility work?.” International Journal of

Educational Development. Vol. 61 : 204-212.

Yon Rosli Daud, Mohd Rushidi bin Mohd Amin, and Jeannot bin Abdul Karim. (2020).

“Antecedents of Student Loyalty in Open and Distance Learning Institutions:

An Empirical Analysis.” International Review of Research in Open and

Distributed Learning. Vol. 21 No. 3 : 18-40.

Yu-Chuan Chen. (2015). “The Drive Behind International Student Loyalty in Higher-

Educational Institutions: A Structural Equation Model.” Asia-Pacific Edu Res.

Vol. 25 No. 2 : 315-323.



NMARNUIN N

- YUY

- YU DLAIRIELTE IV

U o



120

FIPUULTIIVIYUTHIUAMUMINTANVDINTEUIUNITNTIANTTANUTUNUS N AN WY

AILLNANNDSTULDLAUATUNUIDIDILLNDFFIUANUNNAVDIUNANWIAI9YIH

Tuszdvaaufnm

¥ - uwEnNa

=

AWVLY / d9nm / @andu

1. | d¥Iemans1ansd auye LYnIsy

$8995N1sUANNERINTUNANW LAY
AwdnduNUS unInedemalulad

NILIDULNATNTLUATHLD

2. SOIFNENTIANTY AT.MIVITOU NIEAU

TRIAUUAEIBITINTT VhnINe1ay
AAINTIUANENSUNUNVIAFIUTS
Ing-wastiu wninenaemalulad

NILABUNANTTUATIUTD

NEANENIIA15E 9581 TAUND

[CN)
e>2p

TRIAUNUAENEITINTWAEAINITUN AN
ANYRIUIUNYIR UrINeBewAlLlal

NILADUNANTTUATIUTD

4. | 919159 A3.0YIUN F3UERUS

a a v =2 U
seanauuAefansinAnynasUseiv
AMNINANTANYY AzAlUladansaune

WALUINNISUAIVA LInendewalulad

NILIDULNATNTLUATHLD

1 a

WANANTIANTE ATLAIAUS Al

9

5 | d

Y o

O8N5 USEUNTENIAINTTUANENS
Wenduwmaluladanamngsy
wIngdemalulagnszasung

NITUATNUD




121

IPUUETEIYUssiliuanumsnzanvasaadnenssun1sdanisanuduiusinfnw

AIBLNANNDSTULDLAUATUNUIDIDILLNDFEIUANUNNAVDIUNANWIAI9YIH

Tuszdvaaufnm

=

¥ - wwEna

AWVLY / d9nm / @andu

A1ERIIA158 AS.YR LT8R

a a a o =
a5nNsURNN I dawmalulad

NILADUNAINTLUATINTID

9191588N1UA NEYITIUNS

$9993NMSUAHNEAWMAFURUS UAINeSe

WAL NTLIBUNAINTEUASNLD

| o

HYILAENT19158 A3.UINT TAFNANUS

7 a a0 a v a
AYIasnsuRleITeuazinalulag
ANSAUNA N INYBEALULaE

NILADUNANTTUATIUTD

583MNENT13158 A5G Thulam

Q’ﬁ’]mamiﬁwﬁﬂﬂauﬁaLmaﬁlmz
waluladansaumd Yn1Inenaey

WAL NTLIBUNAINTEUATNLD

HYI8Mans19158 A3.anau Junsivand

ANUAUUNRINGIAY LTINS

WAL NTLIBUNAINTEUASNLD

18ANENS19158 19358 dny

q

B
Y

91915858 AULUITNSTINIMAY
waluladansaumd YnInenae
waluladsvusnansiuan

MYNYRINTNIGYIUNTD

L3

9139138 A5 fiyad gunalnena

]

o

NEINTITUNUTBIAMUARNENSANEN

v [ v § a v =

o LA INAFUNUS INY1QUANEUFANTN

)

UUNINYIAYURNE




122

FPUULBEIYUsziiunansiauInsdanisanudunusinAneaeunanasy

luAdUNIgIREzNaduaTIANANAvasinAn v AlusEAUgANAnen

il 32 - wwana Aunis / daia / sy

1. | femans19138 #s.591 d3ana AuRd NIy Inaluladdeny
wIngaemAlulaggsun3

2. | 993aan513158 09.AsUg% yyases Wnhaawiduainivmaluladdeny
WIngaemAlulaggsun3

3. | s99mans e as.anddl eSesetun HYagaSNsURRNeTLNINe 1§ YE
AnauagiINTNLAY UnIneay
wialulagnszasunansyuasvile

4. | fewmennns asUsudisinn Redani | sesdnunenisiheuimsdin
AouIwaskanAluladansaume
WINgIREmAlULaENTE BN
WsruAsmile

5. | 599N@R519158 3. YT AUIIRA AMUAINENGEUINIYIF UNINERE

WALULATNSLADULNANTEUATNLBD




v
4

Aree1mtlsFousnagie1uey

123

AEIEATANARSERAMNTIY
wmivendompluladwszaeunamsyuasiviia
aded MUUTEINTNGS @ UNNIEie
WMED NIMT eodoo

ﬁl 87 daoa.&/ >

7 HUTAN lodom

- Y] = = -
doe velgydugidsnglunsuseiueesdofiomsidy

Geu o3t psdyad gumalwena ShwimsunusesrmuAdionsfine de uasimedinius
Wndueaudne avTingrdouiing

& a & - [T
dvidundae uwwudssiudviudideng

#ae wnamATaneal fazen UnAnwmdngminermansavidadin avivivalulad
gsaumaaznsdsaailomsfinun madvegmaniwelulafuazansauma AuzrmansgaamnTIY
FuayiRliiiveinug Bos “msdansamudiiusindndsunamefuamuiaumndeios
Weduadueudnivestnfinsiwilussivgeudnm” Tneflaugnssunisivinumineing de
sownarysd AsUm dssaiga Dy mminedmudvin uas mannenad es Uiy dedqe
iugrersiiuinerinendnusiou

Tumsii WnAnwilruyssasdvenuoynssidqying Wuddemglumsusudu
iwdeeloonts ity TnutnAnwuedndeyssaualusandeslasnssfasnuies adazrfoya
lduwmundeliifedosdomanisidofivunzan dwiuusznaumaitingrdnusdesiandn
wieustlomigagamemsfinwsioly

= e o w . ar =
Fadeunnielusalie oy neide dnvourais

YouaRIFNTUE D

%zﬂ'ﬂ-

(019738 A5t unwsziaiy)
wmhmeivagmasimaluladuazaisaume

mainamaniinaluladuazarsaume
Tnsényt 7 Insans ob-daea-glodo
"dnAnw idm oge-ceccoah




124

-4

1 97 Awoa.&/ 1 AREATAIARNTgMAMNTSY
wrinendmaluladvseasundmisunsviie
oo nuuUsENTNgS o unnedaine

WRUED NTANNT @osco
& fuAy loeom

= - u a o =- - - ar
1594 -uawzyﬁi‘lu@ﬁu1=mrg'£um-su-ismum1mnaLwam-ma

Gou feremans1a1sd #3. 35y gm1 emnsdusrauruIITIiauasmAlulagasaume
wninenaunalulalsveangiuoen WENTAININIRYIUIN

y el 1 w = ar -
Avidaune wwudssiiudmiuddeine

f wsamAianual fssen dnfnwmdngnsineeansumdudia anvivinalulad
asaumALasnsieansitonsfinn meiviagmanimeluladuavansaumne anragenandgramnsTy
T5ueyiRlivinivendnug Gos “misianismmudiiudinAnuiduuwanviofueiudaumnndaaivy
eduaBummuindventindnseenilussiugaadinm” Tneflansnssumsfivineineiinug fe

sownans st s Uden awnsiges dussdi B mniverinudvan uas mamsenst asuTugiud degy
vl = - ]
Dugnnsdiivinunineiinudioy

Tunsil WnAnudmusrasdueraoyareiByvin dudilesmnglunisysedy
ioseiten153de TneifnAnyveiasoussamumiluneandonlasnsesionuies sieivsindeya
Adumuniteidedostoontsifofmazan dwiuusznaunimitinerinusSesdandr
Wiouselevigeaamansfinusisly

- =

SiSvuminelusalirnuayaszine dnveunis

yalanAUie
-
i
(219138 Aavatind unwsuiely)
swhawiveseansvalulabuavansauma

mainagranimaluladuasasaume
Tnsfwdi / Insens olo-d¢ee-gdlodo
dnfnw n5dm ocse-cecabas




125

o = k74
UUnNnUvaAId

Fou seamtansansd angiug Smilnen

faw unsamidnual fvsen dnfnvwdngasinemanamindin avlsimetulad
asmanAkazmssasamIfinw mematanivaluladusraTsaune AnegATARSgRAMNSTY
TsuaytElhiingndnug Fes “niamannudiudindnydsunanrisiuenuiaunndeaios
WiedaaSumminfvenin@nwsenilussdugauiing” Taellenznssunaivinerineiinug fe
sownansnsd asudim v uemnadiEmnineiimsvdn uax enansiond asufuenlnd dagy
WugwsdimBnwimeniinusin

Tunst! dndnwdmnnssasdverueyimseidgying Wudifernglunmssady
wiaiioitensity Tavndnwvedassusvauniluswandoalaonssiaonuies sirilasindeya
e Wildiadssdatensifeilmnzay dmdulseneunisifineinug dosdandrs
wovstlenigaaamamsiinuely

o = - e v w -
SaGsunifieldsalinmueyassiig Inveuruis

(219738 ma.aniuyl unssiasy)
wmthawinagmaninalviaduavansauime




126

o =& W

UunnIanand
d9U1UN1T PuzegAARsaRA NS MERvAgeansvehladuasmsaune s mlecs
o 2 i [ | a
nam - S ) | B i ot

< - : a4 A e
G99 volgdufidoinglunsssduniesliamensids

Fou diremaninansd asgnad funiiiand

fae wsanaRsanual fesen tndnwivdngasinsmansunliudin avevweAlulad
asaumALaE M IAom oM ANy medmaganimalulabuasatsaume ALLATAIARSERAAMNTIY
Ivaytiliiinerdng Sas “msdamamuduiufiindnndsunanreuomdammndseios
WiodumumuAnivenlnnuirsituseiugaudinn” Tnefianenssunsfivineineriingg e
sownaaysd msUdm e WuaamiiEmsiveimdven uss mamesd asuipint daqy
usrsdiivinufinedinudin

Tumsi] dndnwndamszasdvenuoyrnsideyin Gufidomglumsuszdu
wiaillafen193dy TavdnAnvednseUszanialunsandnlnunsefionuias e doya
Fdumimunielilfindoslaionisiduimnzan dwivsznaunmmiineriinudidostangn
elselenigsgamemsfinyviely

-l e -
fasousniiielusalirusynseie Snvaurmubs

e
(019158 msadud unalsuiads)
Famhninagmanimalulatduazaiaume




127

o =g 2
UUnnvamand
dunun13_earaymanigravnTIn mednagrandivelulafuasansauma s seeb

< W
1 AP e

v o i
N S SUAN edom

o i P
Foe vodgdufdomglumsvssdueiodliodionsids el

Sou ghumans1ansd asums Tagrius

dn wam@ianeel flsson UnAnwwdngasinenmansuviinsin amivivalulad
asauALAEmMIAsTieM ANy meimeganimelulatuazansaume AusagmaR fgRamMnTIL
ueyiAliinineriinug Gos “mafantsaruduiudindnudosuwanviefueieudaumnndaaios
oduaumuAnAroninA s Elussiugaudnu” Tnsflaaenssunsiivinuinerdng fo
sownaeTg paUdm smndges WusmmssiBmeiveniindvdn uay manyosd asUSvpind daqu
HuornsgiEnwinedinudion

Tunsil Wnfnwiimlssasivenrueyeneidging Dudermglumsdsedly
indadleifenside TnednAnveRessyszauulunuandealagnseemiias aiasideya
dumimudaliifiedodladomsifofmnzan dwmiuvsznounmaiinerinddosdindn
woustlomigmmmenisAnyraly

FadsuniitslusalirrueyiaTieding InveuRmis

o

i

M

(919156 As.aNUA uAIsHIASE)
swmhneinagmanimaluladuagarsaume




128

s =R E
UunnvanInd

3oy asgAnIu qrg-u'sﬁ'uws

#an uwemAsdnual flvsen Wnfinvimdngasimemansninda amninmalulad
asAuwALAzmMAsasioMIAne1 medmeymanimeluladuazansaumn ausATFNARTgRATNTIM
ESueyEliiiventnus (os “msdammudniuiindnniounanie fueuiaumnndeaios
Wedaaurufnfvesindnwsnmnalussiugadnn” Tasiianenssunsiuiminesiing fio
sownansierst asUden g SuemseiAneivedwuswin uas masmnansd asufupind doqu
HuendiEnwimendwudin

Tunsil dndnwallemnssasdvenmuaya szl Li‘]u:grﬂuww;ﬂun'\msutﬂu
wioadioian ity Tnutndnweedssiovszamulusoasdualasnssdaomuies Fidanidoya
aumtrunielfldiedosdoansidofimnsay dwdudiznsumaivinenilnudiiesdind
wieustlemigeagameniifinmsoly

- - al w £ v Y -
QNWE.I'LIIJWL'HEI\JﬁﬂIHB17HﬂHEﬁT1$\‘Iﬁ1U ANVDUAMEN

N
(819198 Asani undsziaiy)
Geg g ; 4
whmhmedvegmandmeluladuasmsaume




129

ar £ W
UunnuanId

o o oo
TN T SUNAN lodom

= u i - - -
G0 vaidyduidevnlumivssdundosiofoniiy

- . = a .
WEU ATERTIINEE ATAYIR WEEU

dae unanATanenl fven nfnvwdngasinoimansimtodin awvivinalulad
asaumALAsnsAsasiemIfing mednngmaninelulaluazansaume auzagraRigaangIY
isuaylAlivindneinug Ges “msdamsanadniudinAnundounannefuauiamndnios
eduasuprmindvoninfnwaneilussdugandne” Tneflaaenssunsituinyriverdnug fe
sowneemsd asUim s DuemseiBneineivusdn use massansd asuugniu dagqu
WusstiEnuinaiwuds

& w - . v ' u -
Tunsil indnwiimwussasivemmayeneiidgrin dufidumglumsysedy
P B S | - ar a a w L S T

iwsealafian1side InsdndnwivefaseyszauaulunuasBualngasaiinuies valastihdaya
nhL 1Y as 4 L R | = a = - € w '
Algumimunfelfldiedsalafionsidenmizay dwivlsznsunimiineriinudiGesdiang n
- 0y i
ipustlunigaaamamsfinuraly

- -l w 4w s =
Fudouniielusalinrusyieniesidon Snveunme

o
i

(@138 Avaniu uanlsuiais)
wmthnedregmanineluladuazensaume







AMANUIN U

wSesdlofldluaisey

- LUUUSEEUANULAINE AUTDINTEUIUANTAITIANNISANUAUNUS TNA N0 28
wnanlasueudaunusaadeziiioduasuaudnivesdndnwesdly
JEAURANANW

- WUUUSELEUAMURINZEN AT AENTIUNITIANITANUT LN US UNANWIA8
wnanrlasuoudaunusas el od s unnusnfvesindnwisen iy
JEAURANANW

- WUUUIEEUNANISHAILINITINNISAMUEURUSUNAN W IauNan DI ULDLAUA
aunndaniezifleduadumnuinivesindnussndlusefugaudnm

- BuvUsziuALRanelaresinAnw1A 19 AR enN15IANISANNELR WS TN ANEN
sounanreduloudaunuistdsviieduasuanuinfvesinAn e
lusgAuaauAny

C LUUABUANLALANAYBI AR N BIA19TIR A OUMNINGIEY 1589 N1TTANIS
auduRusTnAnveunanesuelufaunNSaausfioduasuausng

vastinfAnwisnandluseAugaudny



132

LUUUSELIUAUNRUN S HUVDY
ASTUIUNITNITIANITAMUSUNUSUNANEIA8NAANDSULDLAUAFUNUD IS B

iadaasuaunAvaslinAnwineIfluszauanuAne

JBYWAVD N15IANTITANUAUNUSUNANEIAILLNARNDTULDLIUAFUNUIDIRS LN DAILATY

ANuANAvetinAnwIsaAlusEAUgaUANY

219138 NUIN eI Inusuan D 599ANANI1AN5E AT.UAAN 13TURT

¢ =l a a g1 L [ v 6 Aa
219138 NUIN W MENInusIw t Aans1nse as.USvtiun dage
K3de wNaNAsanyal Nesen

UnAnvUsygln avnisivaluladasaumalaznisdasiien1sany

ANZATAANSRNEVNTTY WInedemalulagnszaaunamsyuasvie

AT
N15USELTUANULRLNEFNVRINTLUIUNITNITIANITAUFUNUS WNA N9 28
unanvlesuielauiaundaaioziiedaaiunuinivesinAnusnsnalussiugaudnu
Usznaumiemanuienfuesdussnauresnissnnisamuduiusindnesmsunan ey
loludaunundanioziileduaiumuinfvesind@nudi sndlusedugaudnw Tngvinu
awnsofinnsansavidonvetasdlsenou Idannenansiiuuudsnndoutui
WUUUSELEUAIULNNNLANVBINTETUIUNITAITIANITANUA NN US WNAN IR 1Y
unasveuolIuiaUNINS S zIloduai AL AnFvesinAnwAanAlusyAugaNAnw

Va v

1 a I~4 % alll
WIFELUIN1TUTELIURRNIUU 3 nOU AU



133

noun 1 Yeyamiluveadideivigy
MOUN 2 LUUUTEIUANUMNIZANTDINTEUIUNITNITIANSANENTUSINAN YR
LHanesUDRUAAUNUNSIRSHEdLasUANUANAYRINAN YR AluTEAURAUAN Y

POUN 3 UDLAUDLULDU 9|



134

Collaborative SRM

- Value proposition development
- Network development

- SRM strategy
- Student life cycle

- Student retention
Component of SRM for

Intelligent

Conversational Agent

Operational SRM

’ - Student services

Analytical SRM
- Student identify
- Valued student experience
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Unread messages below

Today

+ Hello SiRi @

Thank you for being friends with
KMUTNB Inter Student

If you don't want to receive
messages from this official
account please tap the menu
button on the top right corner
of the screen and turn off
notifications.
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What are the entrance
requirements for study at
this University as an

international student?

NIFWEAING

+ What program do you want to

Bachelor Program

Master Program

Doctoral B
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2. | Dol need TOEFL or IELTS
or another English
language qualification to

apply for study?

+ Applicants must demonstrate
the English proficiency
certificate. What faculty do you
want to study?

Inter College ITD
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Does the University offer

scholarship?

NITLLAAINA

+ Applicants must demonstrate
the English proficiency
certificate. What faculty do you
want to study?

ITD
English Test Result

Website

+ We offer the scholarships for
oversea candidates who are
qualified the conditions set by
the faculty.
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How much are the
University tuition and

fees?

NITLLAAINA

+ What faculty do you want to
study?

IC Fees

TGGS Fees ITD Fees
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NITLLAAINA

+ What faculty do you want to
study?

+ TGGS Fees

Website
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5. | When is the application

period?

+ Please contact directly to the
faculty you are interested in.

IC Contact TGGS Contact ITD Contact
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"'L' Please contact directly to the
faculty you are interested in.

e

NITLLAAINA

IC Contact

email: admission@ic.kmutnb.ac.th

Website
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6. | How do I apply?

Please contact directly to the
faculty you are interested in,
You can find information about
admission requirement at
faculty’s website

IC Contact TGGS Contact ITD Contact
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What type of visa do |

need?

NITLLAAINA

+ Please contact directly to the

faculty you are interested in,
You can find information about
admission requirement at
faculty’s website

TGGS Contact

email: academic@tggs.kmutnb.ac.th

Website

Before entry to Thailand,
students should hold the
Education Visa which they
must apply through procedure
with Thai Embassy in their own
country.
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Can International
students stay at
University Dormitories or

Condominiums?

NITLLAAINA

+ What type of international
student are you?

Full-time student Exchange student




163

=D.

ADY

NITLLAAINA

+ What type of international
student are you?

+ The International students can
stay at University Dormitories.
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9. | How do | get to

University?

+ How would you like to travel?

Taxi Public transport
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NITLLAAINA

+ How would you like to travel?

&' IR How to get to KMUTNB
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10. | When should my visa
expire?

11. | Who can help me with
visa or immigration
matters?

12. | What do I do if | have a

problem with courses
registration, add - drop

and change of major?

NITLLAAINA

+ When your passport checked
and stamped by Immigration
officer. Your visa will be valid for
90 days. After that you have to
go to the Immigration Bureau for
extend your visa.

+ Students are responded for
the VISA and Immigration, if
you need the guidance please
contact your Faculties’ officers

+ Please contact your Faculties’
officers
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13. | What are the health
benefits for International
students?

14. | Does the University have

a First Aid room?

Heelth

NITLLAAINA

LSRR "
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15. | Where can students ask
for advice if they have

stress?

Counseling Service
1st Floor of 40th Year Building

Website

16. | What do | do if | forgot

the IT account password?

Internet and Information System
Services

ICIT: 3rd Floor of President Office
Building

Facebook fanpage
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17.

How about internet at

NITLLAAINA

the University?

Internet and Information System
Services

ICIT: 3rd Floor of President Office
Building

Facebook fanpage
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18. | Where is the Library?

=

KMUTNB Library

2nd = 8th Floor of Nawamintra
Rachinee Building

Website

19. | Where is the Co-Working

Space?

& co-Working m
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20. | Does the University have
a prayer room?
21. | How to request to stay

at the University
Dormitories or

Condominiums?

22.

Where is cafeteria?

NITLLAAINA

+ Prayer Room
- 40 Year Building, Room 77, 6th
floor.
- Central Library Building, Room
26, 4th floor.

+ Please contact your Faculties’
officers.

Cafetaria Paim BT
(2nd foor, Facuhy of Applied Arts Bullding)
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23. | How about KMUTNB
international student life
24. | How can | request a

transcript or certificate?

NITLLAAINA

International Students

Booklet

International Students Booklet

Website

Academic Services Division

if you need the guidance please
contact your Faculty

Website
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25.

What do | need to do to

graduate process?

NITLLAAINA

+ What level do you study?

Undergraduate Graduate College
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NITLLAAINA

+ What level do you study?

+ Graduate College

Prepare the documents and fill the
Graduation Approval form

Website
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The satisfaction evaluation form of
student relationship management with intelligent conversational agent

platform to promote international student loyalty in higher education

Direction:

The researcher has implemented the satisfaction evaluation form of student
relationship management with intelligent conversational agent platform to promote
international student loyalty in higher education to assess the satisfactory level of
service recipient. The collected data is the crucial part to improve and develop the
international students’ relationship. Therefore, we would like to ask for your
cooperation and thank you for your time and efforts to fill the evaluation form which
consists of 3 main parts as follows;

Part 1: General Information

Part 2: The satisfaction evaluation form of student relationship management
with intelligent conversational agent platform to promote international student loyalty
in higher education.

Part 3: Comments and suggestions
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Part 1: General Information

Direction: Please fill in [_]the most accurate option with v
1. Gender [ IMale [ ]Female

2. Academic level [ JUndergraduate [ ]Graduate student
3. Faculty

[ ]Faculty of Engineering

[ ]Faculty of Technical Education

[ ]international College

[]Faculty of Information Technology and Digital Innovation

[ ]The Sirindhorn International Thai-German Graduate School of Engineering

Part 2: The satisfaction evaluation form of student relationship management with
intelligent conversational agent platform to promote international student

loyalty in higher education.

Please fillin [ the most accurate option with V' with the following criteria for
consideration.

5 = Most satisfied

4 = Highly satisfied

3 = Moderately satisfied

2 = Slightly satisfied

1 = Least satisfied

Level

List of subjects

1. Performance aspect

1.1 The ease of access and responsiveness of the

platform.

1.2 The responsiveness of information reaching of the

platform.

1.3 The accuracy of the information of the platform.
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Level

List of subjects

1.4 The information provided by the platform is up-to-
date.

2. Quality aspect

2.1 The ease of use of the platform.

2.2 The further utilization of the platform.

3. Safety aspect

3.1 The safety of data encryption of the platform.

3.2 The platform warning when data input errors are

found.

Part 3: Comments and Suggestions
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The international students’ loyalty towards King Mongkut’s University
of Technology North Bangkok after usage student relationship

management with intelligent conversational agent platform

Direction:

The objective of this questionnaire is to explore the international students’
loyalty towards King Mongkut’s University of Technology North Bangkok. The collected
data is the crucial part to improve and develop the international students’ relationship.
Therefore, we would like to ask for your cooperation and thank you for your time and
efforts to fill the questionnaire which consists of 3 main parts as follows;

Part 1: General Information

Part 2: The international students’ loyalty towards King Mongkut’s University
of Technology North Bangkok after usage student relationship management with
intelligent conversational agent platform

Part 3: Comments and Suggestions
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Part 1: General Information

Direction: Please fill in [_]the most accurate option with v
1. Gender [ IMale [ ]Female

2. Academic level [ JUndergraduate [ ]Graduate student
3. Faculty

[ ]Faculty of Engineering

[ ]Faculty of Technical Education

[ ]international College

[]Faculty of Information Technology and Digital Innovation

[ ]The Sirindhorn International Thai-German Graduate School of Engineering

Part 2: The international students’ loyalty towards King Mongkut’s University of
Technology North Bangkok after usage student relationship management with

intelligent conversational agent platform

Please fillin [ the most accurate option with V' with the following criteria for

consideration.

5 = Most agree

4 = Highly agree

3 = Moderately agree
2 = Slightly agree

1 = Least agree

Level

List of subjects

1. Behavioral loyalty

1.1 The repeated usage of university services.

1.2 The peruse of the degree from enrolled curriculum.

1.3 The sharing and introduction of university services to

others.
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List of subjects

Level

2. Attitudinal Loyalty

2.1 The university service satisfactory.

2.2 The positive attachment to the university.

2.3 The reliable to the university

Part 3: Comments and Suggestions
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The manual for using the student relationship
management with intelligent conversational agent

platform to promote international student loyalty in

higher education

KMUTNB Inter Student
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Aliuas (Objective)
fitelsiaunnsiansanuduiusin@nwiseunanrlesuelaudaunnsaaiosiile
duasuanufndvesindnuesnilusedugaudne Tnsunanesuiitagusvasdiiiedy
nslideyadudndnwirwidiaulaazitiunfnw vieduindnvivesumine ds
walulafnszasuindmszsuasmilofimdsdnwied uaraunisinw Jaunansesuiidunis
THusmMsmelelaunaunusaasszniowsnuen tnetdunsliuinsuuneundndu LINE
Fumeunisdldandisd

The researcher has developed the student relationship management with
intelligent conversational agent platform to promote international student loyalty in
higher education to provide information for international students who are interested
in studying and international students of King Mongkut's University of Technology North

Bangkok. This platform is an intelligent conversational agent. This service is provided

on the LINE app. The steps for use are as follows;

1. ¥nsaunu QR Code aneuaunaiady LINE wiodalda1u (Scan the QR Code with the

LINE application to activate.)

2. Wleawnu QR Code Byuiosud uaunaiaduaviudigninaendn (When scanning the

QR Code successfully. The application will be brought you to the home screen.)
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Unread messages below

Today

+ Hello SiRi @

Thank you for being friends with
KMUTNB Inter Student

If you don't want to receive
messages from this official
account please tap the menu
button on the top right corner
of the screen and turn off
notifications.

+ 0 K ©® ¢

3. {ldeuaunsanudauiifeitestvumingrdemalulagnssreundmssuasivie
nduelauAaglinmneulaednlusl@ (User can ask questions related to King Mongkut's

University of Technology North Bangkok. The agent will answer automatically.
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Abstract

The objectives of the study were as follows: (1) to study of the component of the student relationship
management system process with intelligent conversational agent platforn, (2) to design the student relationship
management system process with intelligent conversational agent platform, and (3) to evaluate the student
relationship management system process with intelligent conversational agent platform provided by seven
experts who had experience in a related field. The study findings suggested that the component of student
relationship management system process with intelligent conversational agent platform base on Intelligent
student relationship management of Nutthapat and Panita consists of 8 components: (1) Student relationship
management strategy, (2) Student life cycle, (3) Student retention, (4) Student services (5) Student identify, (6)
Valued student experience (7) Value proposition development and (8) Network development. After analyzing the
data, it showed that the overall result of the evaluation of the student relationship management system process
with intelligent conversational agent platform was at a very high appropriate level, which can be applied to real
situations.

Keywords: process, student relationship management, conversational agent, student loyalty
1. Introduction

The advancement and development of technology change the world from the past in various aspects, such as
more intelligent automatic data processing and great amount of data in a huge database that can be used for
in-depth analysis to predict the potential situation happening in computer devices or smaller mobile phones that
can be carried everywhere (Nambisan et al., 2019). Especially, the disruptive digital technology is no longer only
supporting technology, but it is integrated into people’s ways of life and also brings a reform to the structure of
economic activities, commerce, product and service productions, working process, social and educational
process (Chanias et al., 2019).

The university plays an important role in building a workforce that will contribute to the development of the
country. Graduates are both the workforce and the product of the university, as well as indication of the quality in
education arrangement. To produce graduates possessing the standard qualities relies on several systems and
established processes at the same time. Presently, the higher education institution is adjusting and modifying its
services offered to students at all levels, but has been facing the trouble that some students have to resign before
they can finish their studies. One reason is the lack of support provided to students during their studies (Karsenti,
2019), such as consulting services and resources for individual study. In particular, the overseas students who
usually face problems concerning information receiving and immediate cooperation will be affected by the lack
of these supports. However, the building and maintenance of relationships between the students and the
education institution depend on the establishing of “international student loyalty”. In the view of marketing,
“international student loyalty™ is the prominent goal in the management of relationships with students due to the
following three reasons: 1) the income of the university must be stable, so it will be able to run smoothly, 2) the
loyalty and commitment to the university of students enable them to have positive attitudes towards education
and lead to more contribution in teaching and learning processes. 3) The loyal student will continually support
and contribute to build the university’s reputation after their graduation (Murtiningsih, 2019). Student
relationship management (SRM) is the implementation of the strategy of “Customer Relationship Management
(CRM),” which is adjusted to fit with the context of education aimed to build and maintain relationships between
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students and the institution by evaluating from the students” loyalty and satisfaction (Dewi Murtiningsih, 2019).
The satisfaction greatly affect the loyalty of the students. However, the building of student’s loyalty is not easy
and require time. The management of student relationships consequently should focus on the satisfaction of
students in each aspect, especially in the services provided to students and the employing of technology to
support services. This will promote the students’ satisfaction and loyalty to the university, as well as decrease the
risk of students’ resignation before graduation, also, the satisfaction and happiness resulted from receiving
proper services and the effective management of the university.

Currently, the successful and effective implementation of student relationship management require information
technology as an important component, depending on the suitability of the context, such as science data analysis,
big data and data mining, internet of things, blockchain, cloud computing, social media, or even conversational
agent called chatbot. Conversational agent which is based on the intelligent agents technology is capable of
interacting with human beings, expressing realistic social behavior and emotions. Intelligent agents technology is
one of advanced technologies that can be used widely to boost the satisfaction of application’s users in business,
governmental organizations and educational institutes, as well as in health care and entertainment sectors. This
technology relies on natural language processing which attracts the users to put information in the form of a
message n a chat box (Procter et al., 2018). Conversational agent is a software that 1s designed to interact with
human beings through the use of natural language (Dale, 2016). This software highly attracts the attention from
the public and is considered as the program with a high potential. Moreover, it also possesses many application
domains, such as for retail business, health care and education (Feine et al., 2019). As the technology of artificial
intelligence (AI) becomes more advanced, conversational agent becomes a platform that is wider used by many
organizations to support users in looking for information concerning the products and services, similar in giving
instructions for users, such as conversational agent on facebook messenger. Furthermore, human-sounding
conversational agent can be found in many mobile phones and computers, such as Apple’s Siri and Microsoft’s
Cortana, as well as in other physical devices, like Google’s HomePod and Amazon’s Echo Dot. Additionally,
there are many research teams aiming to develop 3D conversational agent that can move realistically and interact
with human beings through realistic social behaviors and emotions, being successful in many domains.

As the higher education institution is unavoidably affected by the changing situation, to assure that the university
has managing system that can support the services for international students and promote their satisfaction and
loyalty to the university, it is necessary to conduct research in order to study, design and develop student
relationship management with intelligent conversational agent platform for promoting student’s loyalty in higher
education. This will contribute to promote the loyalty of international students and improve the standard of
services provided by the university which will create an identity, boost confidence, make the university
distinguished, promote the efficiency in competition and offer an alternative to the international students who are
interested to study.

2. Literature Review
2.1. Student Relationship Management

Student relationship management (SRM) is the application of the strategy of customer relationship management
(CRM) suiting with the context of each educational institution, with an overall goal to build and maintain good
relationships between students and the educational institutions (Srisakonsub et al., 2019). The application of
student relationship management with higher education institutions (HEIs) results in good experiences received
by students and satisfaction in campus life. The service provision for students important and is also the main
responsibility for the higher education institutes, so the range of service should cover all aspects and should be
adequate resources as well. The students’ behavior reflected in many forms is an indicator of the image of the
higher education institution, both in the organizational culture and its capability in managing students. Also, the
staff involved with providing services to students has to understand the students” behaviors. Currently, the new
concept of the customer relationship management concerning education is gradually being developed, and it is
mostly called student relationship management. The student relationship management usually focuses on higher
education, such as strategies, processes, and philosophies that will lead to the achievement of the academic
objectives and students’ needs. The value of student relationship management is that it would develop the
competence of the higher education institution. Because it help to promote the understanding between the
students and the higher education institution (Bangun et al., 2018) and also prevents the risk of student’s
resignation before graduation. In order to reach the above-mentioned goals, the higher education institution has
to develop the strategy for the effective student relationship management based on information system (Rigo et
al., 2016).
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2.2 Conversational Agent

Conversational agent or Chatbot is the technology used to produce information or to generate answers for the
question put by the user both in the text and voice form. The functioning of conversational agent will be driven
by artificial intelligence (AT) in the category of machine learning to select the most relevant and suitable answer
for each question, together with the application of natural language processing (NLP) to translate computer’s
language to the comprehensible language for the user (Przegalinska et al., 2019). In the present, the selection and
analysis of data by machine learning has been gradually improved, so it can make a better decision and the
application of conversational agent becomes more popular. It is used in daily routine, such as giving necessary
information through auto-reply for incoming call, giving information of products and services, giving
suggestions for the purchasing of products or services, as well as supporting the service of the customer service
center (Call center) (Rashid Khan, 2018). Conversational agent can be divided into different categories depends
on the level of the capability to interact and process up to achieving the technology outcome. In present,
Dialogflow (Kannadasan et al., 2019) is a popular agent that can be used to generate conversation in Google. In
this platform, natural language processing (NLP), a field of machine learning is applied to comprehend the needs
and requests from sentences in the conversation with the user, additionally to generate answers required by the
user. According to the law of data flowing, when Dialogflow is applied to create conversational agent, it will
assist to increase the flexibility of the structure of input sentences, so it is not necessary that the structure of
sentences have to be exactly the same as what are specified. Moreover, Dialogflow allows the connection with
various systems, such as facebook messenger, twitter, LINE and website. The important basic components in
generating conversation on Dialogflow includes as follow (Janarthanam, 2017) 1) Intents are expected sentences
sent by the user. If sentences sent by the user are similar to the specified sentences, Dialogflow will send
responses being fixed for that intents to the user. 2) Responses are replying messages for each intents and they
include a wide range of replying forms according to the connection with appointed systems. 3) Integrations are
the connection with other systems, such as facebook messenger, twitter and LINE. Regarding the operation of
Dialogflow, Agent or the part that is responsible for comprehending what the user speaks or communicates will
receive query or input, then the agent will assess intents or the user’s needs. When the processing is finished, the
response will be sent to the user, also the connection with other parts can be achieved via APl in fulfillment
(Navin Sabharwal, 2020).

2.3 Student Loyalty

For seven centuries, the concept of loyalty has been studied by many scholars and various approaches to foster
loyalty has been presented. However, the theories on loyalty that are well-known and regularly cited include the
theories of Jacoby and Chestnut (Donald W. Jugenheimer, 1979), Dick and Basu (Ngobo, 2017), and Oliver
(Oliver, 1999). The mentioned theories have been developed until today and have the fundamental components 1)
First, the concept of two-dimensional definition of loyalty which explains that it cannot be assessed from the
short-term behavior of customers or students, but the loyalty has to be assessed from other dimensions in
long-term. The first dimension is the attitudinal loyalty it concerns the students’ attitudes and attachment to the
university which will be expressed through the pattern of behavior existing even after graduation, such as the
desire to further study or attend other training programs offered by the university, the satisfaction and confidence
in the university, the desire to recommend the university to others, the intention to continue studying at the same
university despite of the more expensive tuition fee and to refuse changing the university (Snijders et al., 2020).
The second dimension is behavioral loyalty which can be noticed by the student’s actions, such as the
recommendation of the university to others, the capability to finish study from the university, the participation of
activities or decision to further study, the enrollment in short-term training programs, as well as the purchasing of
the university’s products and services, for instance souvenirs or textbooks. 2) Second, Tri-dimensional definition
of loyalty is based on the argument although the evaluation of loyalty in two dimensions is widely approved and
applied both in theoretical and practical aspects, the study still generates controversy about the human beings’
behaviors in responding to stimulators. The reactions of human beings are the outcome of the combinations of
three following factors: (1) Cognitive Responses: I think, (2) Emotive Responses: I feel, (3) Behavioral
Responses: I do. This concept was developed to the new approach of loyalty evaluation in three dimensions and
the behavioral loyalty is still included, but attitudinal loyalty is divided into two following components: (1)
Cognitive loyalty concerns attitudes and beliefs which encourage the student to remain studying at the university
until graduation and (2) Emotional or affective loyalty concerns positive feelings, attachment to the university, or
the liking that drive the student to further study, participate in activities or use other services offered by the
university (Saleh Shuqair, Diego Costa Pinto, 2019).
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3. Objective

The findings of the component of the student relationship management system process with intelligent
conversational agent platform.

The design of the student relationship management system process with intelligent conversational agent
platform.

The evaluation of the student relationship management system process with intelligent conversational agent
platform.

4. Methodology
This study was conducted in three phases as follows:

Phase 1: The findings of the component of the student velationship management system process with intelligent
conversational agent plaiform were conducted by reviewing documents, literature, and related research.

Phase 2: The design the student relationship management system process with intelligent conversational agent
platform. The instruments of study for this phase were 1) the student relationship management system process
with intelligent conversational agent platform and 2) the evaluation of the process designed.

Phase 3: The evaluation of the student relationship management system process with intelligent conversational
agent platform was conducted by seven experts who have experience in the field of the student relationship
management (SRM), the conversational agent and information, and communication technology (ICT) using the
purposive method.

The evaluation of the student relationship management system process with intelligent conversational agent
platform using the arithmetic mean and standard deviation as the following criteria:

4.51-5.00 at highest of appropriate suitability
3.51-4.50 at a high of appropriate suitability
2.51-3.50 at moderately of appropriate suitability
1.51-2.50 at a low of appropriate suitability
0.00-1.50 at lowest of appropriate suitability

5. Results

Phase 1: The findings of the component of the student velationship management system process with intelligent
conversational agent platform base on Intelligent student relationship management of Nutthapat and Panita
have 4 dimensions consist of 1) Strategic SRM, 2) Operational SRM, 3) Analytical SRM, and  4) Collaborative
SRM and 12 elements (Kaewrattanapat & Wannapiroon, 2018) are as shown in Table 1.

Table 1. The findings of the component of the student relationship management system process with intelligent
conversational agent platform

Composition (Kaewrattanapat (Songsom (Murtiningsih, ~ (Senika, (Vianden,  (Soltani (Skotara,
of SRM etal, 2019) etal, 2019) 2019) 2019) 2016) etal, 2018)  2020)
Student relationship v v v
management vision

Student relationship v v v v v 4 v
Management strategy

Student life cycle v v v v 4 4 v
Student retention v v v v v v v
Student services v v v v v v v
Student identify v v v v v v
Differentiate v v

Student portfolio v v v
analysis

Valued student v v v v v v v
experience

Value proposition v v v v v v
development

Network development v 4 v 4 4 4 v
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The results of the synthesis of the component of the student relationship management system process with
intelligent conversational agent platform in Table 1 consist of 8 components as follows:

1) Student relationship management strategy which is the analysis and planning to determine an approach for
utilizing the university’s resources in maintaining relationships with students.

2) The emphasis of the student life cycle m managing the student’s relations with the university. The process of
the student’s relations management is adjusted to suit the student life cycle, so that the building and maintaining
of student relationships is easy.

3) Student retention is the investigation and assessment in order to discover the success and failure of the student
relationship management.

4) Student services 1s the important part in the management of student relations, and the provision of student
services will apply the strategic management of the student relations to the analysis, design, and implementation,
s0 that the provision of student services will conform to the student life cycle.

5) Student identify is the specification of targeted group and qualifications of applicants who apply to study in
each program offered by the educational institutions and the analysis of the applicant’s application.

6) Valued student experience 1s the analysis of the umversity’s service provision and the student’s behavior in
different dimensions, such as the continuity of support, advice providing, and assisting in problem solving given
to students by the system of the student relations management.

7) Value proposition development is the development of value proposition or agreement between the educational
institutions and the students. The development requires the cooperation from the network of partners both inside
and outside the educational institutions so that the educational service provision and the management of student
relationships will become effective.

8) Network development is the establishment of supportive relationships among faculty members, non-academic
staff, alumni, the university’s executives and benefactor, the student’s parents, and employers.

The relevant actors and the responsibility of the student relationship management system process with intelligent
conversational agent platform include: (1.1} Administrator is a person who coordinates or is in charge of the
service provision for international students. (1.2) Lecturer is a user who access the system to get information
about international students. (1.3) International student is foreign national whose domicile of origin is in foreign
country and studying at King Mongkut’s University of Technology North Bangkok. (1.4) System analyst is a
person in charge of studying problems and desires of international students so that the system analyst can specify
persons, data processing, communication, and information technology, and then cooperate with the system
developer in managing or improving the system.

Phase 2: The design of the student relationship management system process with intelligent conversational agent
platform is as shown in Figure 1.

Administrator P

. 2 .
’ & =
. o .
’ S Y
’ Z \
A& % L e
P . ) . 8 (Errirtrey)
Lecturer ' Value proposition devalopmant -SRM strategy
;- Network development - Student life cycle *, ﬂﬁ

- Student retention
. Student satisfaction

ar
;
/
\ - Student identify v
*, - Valued student exporiance -Student services & &

e . S Student loyalty
International Student % 3 .
\ 2 S
S, \ ’,
dol Y ’:'
System Analyst Wit e on i e . e L ] q

Intelligent conversational agent

Figure 1. the student relationship management system process with intelligent conversational agent platform
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Figure 1 indicates the student relationship management system process with intelligent conversational agent
platform. It is a process developed to monitor and analyze student information for HEIs via the concept of
student affairs, the student relationship management, and intelligent conversational agent to link information.
The student relationship management system process with intelligent conversational agent platform is divided
into eight components as follows: (1) Student relationship management strategy, (2) Student life cycle. (3)
Student retention, (4) Student services (5) Student identify, (6) Valued student experience (7) Value proposition
development and (8) Network development. The telligent conversational agent is the technology used to
produce information or to generate answers for the question put by the user both in the text and voice form. The
functioning of conversational agent will be driven by artificial ntelligence (Al) in the category of machine
learning to select the most relevant and suitable answer for each question, together with the application of natural
language processing (NLP) to translate computer’s language to the comprehensible language for the user.
According to the law of data flowing, the intelligent conversational agent will assist to increase the flexibility of
the structure of input sentences, so it is not necessary that the structure of sentences have to be exactly the same
as what are specified. Moreover, the intelligent conversational agent allows the connection with various systems,
such as facebook messenger, twitter, LINE, and website. The output of the student relationship management
system process with intelligent conversational agent platform consists of the following two elements: (1) Student
satisfaction 1s analyzed based on the results of the evaluation on the satisfaction from student and (2) Student
loyalty 1s based on the results of the students’ loyalty towards university after usage student relationship
management with intelligent conversational agent platform. The student desire to recommend the university to
others, the intention to continue studying at the same university.

Phase 3: The Evaluation of the student relationship management system process with intelligent conversational
agent platform, as shown in Table 2.

Table 2. The Evaluation of the student relationship management system process with intelligent conversational
agent platform

List of Evaluation X SD. Suitability
Input (Intelligent conversational agent)

Application 486 038 Highest
Web application 486 038 Highest
Component

1. SRM strategy 480 045 Highest
2. Student life cycle 460 055 Highest
3. Student retention 500 000 Highest
4. Student services 5.00 000 Highest
5. Student identify 4.60 055 Highest
6. Valued student experience 480 045 Highest
7. Value proposition development  5.00 0.00 Highest
8. Network development 480 495 Highest
Output

Student satisfaction 500 000 Highest
Student loyalty 471 049 Highest
Total 4.84 068 Highest

According to Table 2, the overall result of the evaluation of the student relationship management system process
with intelligent conversational agent platform was at the highest of appropriate suitability (X = 4.84, SD. =
0.68). Considering each item, most items were at the highest of appropriate suitability.

6. Conclusion and Discussion

According to the evaluation results, the student relationship management system process with intelligent
conversational agent platform had an overall appropriateness at a very high level. Considering each item, most
items were at a very high appropriate level, and it showed that the experts had consistent opinions. As it is shown
in the finding results, the student relationship management system process with intelligent conversational agent
platform 1s divided into eight components as follows: (1) Student relationship management strategy, (2) Student
life cycle, (3) Student retention, (4) Student services (5) Student identify, (6) Valued student experience (7) Value
proposition development and (8) Network development. This is in accordance with Zahari (2020), who
conducted research on the “Effect Of Marketing And Handling Student Complaints Onstudent Satisfaction And
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Loyalty” and Hassan, et al. (2020), who conducted research on the “EMPIRICAL study on student satisfaction as

mediator between service quality and STUDENT loyalty In Tvet hlis.”
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