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5 ABSTRACT

As one of the leading technology companies in Thailand, CAT Telecom provides a wide
range of ':I'echnology services for both individual and corporate users. The services include data
communications, Internet, e-Business, international calls and wireless communications. As a result,
CAT Con:tact Center 1322 is the main part in the organization that provides product support or
information for inquiries from CAT Telecom's customers. This research aims to study behaviors of
customers and satisfaction level of customers toward five areas of CAT Contact Center 1322 service,
which are3: the service of agents, service work process, information providing, contact channels and
overall service quality. The population of this research is 400 customers who use the service at least
once. Quéstionnaires are used for collecting data. The analysis is done by using the simple relevant
average statistics, standard deviation and Chi-square.

The results of the research shows that the majority of population gender was male aging
between 26-30 years old, official and state enterprise officer considered as major occupation,
educationfbackground mostly bachelor -degree and range of income between 15,001-20,000 Baht.
Main information source for them was from the Internet. The most called time period was between
3 PM and 6 PM using a mobile phone CAT CDMA. Most inquiries were about general information
of the progiucts and services. Average talk time was below 5 minutes and average frequency was once
a month. ;The three primary reasons for using the service were: reliability of service from agents,
ready-to-help agents and familiarity or impressions with the service. Regarding the satisfaction
toward the quality of the service from CAT Contact Center 1322, customers received value from the

service, agents were helpful and had in-depth knowledge of the products and service mind. As for the
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main contact channel to the Contact Center, it was found that it was easy to access and the Contact
Center had clear and high voice quality during talk time. Regarding product information provided by
agents, it s:howed that the information was accurate, reliable and up to date. Considering the service
quality of fthe agents, greeting and closing words were always used; agents were content and willing
to serve. As for the work process after receiving requests, the study revealed that customers’
satisfaction was up to a good level. The results of the analysis on the relationships between personal
factors (sﬁch as sex, age, education level, career, and income) and the factors influencing the
satisfactiop (in the aspects of quality of the service, information giving, service quality of agents, and
work procéss ) is that they are mostly in relation at a 0.05 statistically significant level.

Tﬁis research suggests that CAT Contact Center 1322 should place importance on the
number of agents during a high call volume period between 3 PM and 6 PM. More information
should be brovided on the Internet as it is a convenient and powerful way to communicate with the
customers.j Moreover, the Contact Center should provide regular trainings for the agents because each
individual‘on the frontline in the Contact Center can make a tremendous difference in a customer’s

experiencél with the organization, ultimately resulting in customer satisfaction and retention.
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