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ABSTRACT

This research aimed to study; (1) study and analyze the quality of customer
experience management for the MNP Concrete business brand. (2) To propose a
guideline for developing customer experience management to create loyalty to the
MNP Concrete business brand using an in-depth interview in data collection. The main
information provider is construction business operators, government agencies, and
related organizations that have a history of experience using services with the MNP

Concrete business for a period of 5 years or more.

The results of the study found that brand customer experience management
MNP Concrete has weaknesses in office management. Inventory management and
shipping delays Advertising and public relations that are not yet comprehensive in
terms of online channels, it was found that the notification of product and service
details was not clear. Therefore, it makes it difficult for customers to make decisions
about purchasing products and services. Therefore, guidelines for developing MNP
Concrete business strategies are as follows: (1) A proactive strategy is adding a complete
production line (One-Stop Service) for precast concrete products. (2) The reactive

strategy is to inspect and control quality (the definition of quality control of products
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and services). (3) A preventive strategy is listening to opinions from customers (Feedback).

(4) The corrective strategy is to use an inventory management system (Easy Pos).
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