g
L e

.

i fy
A S
o N s
a ".,mwu : = S
i "SRG
(s 8 Wm ._ :
. - -]
i T

b b

o -2

g

‘-..rh

am e
-
§
)

‘€

"

- -

£ g4 ]
3 o= €2
-n —_— ’; > ﬁ
m = o &y
E Parme =25 4 L . '-..M
; 'I'Z [ :
B e i :

: Ll

g —_— @ n

2 :
wm i 2
g ||2 (<) o
L - |
ww QN‘M bl AJ)‘
: = 84
G ﬁ( {V m\ uc
g .

g [ BN ﬁ
=




b O O QU% (2 lo Faasyaanidy finawanenamnaidunsennd

24780

HJosendananelssdns mnvesszuunousuInsdannonlvIif 7557

dos '3 a o o
quasuuddlofiosnns UIHN nan Insnannan 11NA INFY)

5580 USUNBY

a i ; (Y] a v a
ansivs Hillva il eveen s N mMIMang AT NeNAansInLIma
mandnmssamsinsnnnay Tadininends udnedegstoludiag

N.f. 2553 .



Factors Affecting the Efficiency of Interactive Voice Response 7557

IT Call Center at CAT Telecom

Janya Yamkasem

A Thematic Paper Submitted in Partial Fulfillment of the Requirements
for the Degree of Master of Science (Telecommunications Management)
Department of Telecommunications Management
Graduate School, Dhurakij Pundit University

2010



£y
,,,,,,,,

sssss

5ii@Y

i

1

243
o

D
o
-------

Y] a d
TuSuse9a I HNUE

a % a

[ a a % a Y 4
PYUNAINGIAY UHW1INYIQY[TINIVUNAY

S Inenenaasunitudia

Watoesnus Hosefdenadelszaninmussszuunouiu Insdwion Tuild 7557
guisuudalefiosdns usEm nam Insauuiay 1A (WHITY)

LUGIGE 93507 udunY

GRLREER M5IAMT INTANUIAY

s (R a 4 = % Jdo Aa
@"l‘\]']ifl‘ﬂﬂ'ﬁﬂ‘]&l'lﬁ'liuwu‘ﬁ HUIDINIALDN AT.ITELY 1Y1INUUA

a < a J
‘lﬁ}WﬂTSﬂﬂﬂ’iu“ﬁﬂﬂiﬂﬂﬂﬂ!gﬂi'iiJﬂ'ﬁﬁﬂUﬁ"liuwu‘ﬁLlé}?

5 . N \/\/\/\J\x “ Usgs1unssums

¢ 7 d
(19158 AF.ITNA WIHINYT)

C% a A W U Y
VUNAINGIAYIVIDIULAT



VoIS HWUE hdsndananolszansmmvesszuunousu Insimmen Tuia 7557

o o = a o o w
guisuudalofioadns uSim nam Tnsaunan $1fia @ma)

A Yo v
Vorjivien 55871 NN
dq' = = o do a
2101381301 UINDINIANDN AT. ITLFY 191 IR
a (3
GALIEL R 115903 INTANUIAY
Umsdnm 2553

UNAAEID

Yy v [

MON¢
247802
msIveasiilianujamnaiednyuseiliiviidiwadelszdnsamvesszuy

o v Jdo wa [ = a o o w
AB LY Insfwiion Tuia 7557 quésunialeiesdns usim nan Tnsauunay $1da (uman)

v
o

[ y 9 [l
nqud0d I lumsitensaiisau 211 510 Fequuuuiisugid Taeluvuaouaniiy
A A < 9 aad a Y A g 1 = oA
wivaelumainususndeya adan ldlumsiinnzvdeyademioas Aunde Audoauy
WA dumadan ldmadouauuAgiuae N3 3ATITHANNLANA1A 18R 1AN 115
a o o @ a Y aa
ARTIwHANUTUIIU SPSS/PC dmSumsTinzvideyanana

IS /

HaITonL N Jlednevnvuaeuowdiulnaihumeavda To1g 41-50 T Ty

a A

msfinySyaes Gilszaumsaiiiem s Jaull dsedudumis 67 anudlumsld

o

v
o

a a awv 1 @ g
UINT 14 ATYAABY HANSNARBLANNATIUMIITONYN 1) dnyiznialszmnsmans
Y9 ¥ a v o = 7o o o ' =
YOI 1FUTNT Mume 01g szAuMsAnm Uszaumsalinnu sedudumua uaganudly
n31duSms fuanaeiu denadelszAnanvesszuuneusy Tnsdwisa Tuia uane
nu egniisdiAyissdy 005 2) Aundelunwsiuvesilaiviinadelss@nsnimves
o [ o o wva o o b = g a o o w
s2uUARUTY Insfmndn Tuila 7557 gquisuudalofiesnns usEm nan Insauwiay $1ia
9y 9y
) ogluszdauinn Mallewidlumsieiliionng dnademsliusmsvesszuvaeusy

¥ 9y
Tnsdwiida Tuiid Ifldsz@nsamiiniulums s maiiuodud Tasiiisedumgegly

FTAVNINNYA



Thematic Paper Title Factors Affecting the Efficiency of Interactive Voice Response

7557 IT Call Center at CAT Telecom

Author Janya Yamkasem
Thematic Paper Advisor Gp. Capt. Dr. Weerachai Chaokamnerd
Department Telecommunications Management
Academic 2010

ABSTRACT

247802

This purpose of this research aimed to study A Study of Factors Affecting the

Efficiency of Interactive Voice Response 7557 IT Call Center at CAT Telecom. Sample are 211

Users who were stratified random sampling. Questiionnaire is used for collecting data. The

statistical analysis methods used are percentage, mean, standard deviation. Independent Sample t-
Test and One-Way analysis of Variance. SPSS/PC program is used for the statistical analysis.

The study results revealed that most of respondents are female, aged between 41-50

year old, holding bachelor degree, 5 and more years of work experience, position level 6-7,

frequently used 1-4 times per month. The results of hypotheses testing are as follow 1) User with

different dender, age , education, experiecnce , position level and frequently used have different

Affecting the Efficiency of Interactive Voice Response 7557 IT Call Center at CAT Telecom at

the statistically significant level of 0.05. 2) the Total average factor Affecting the Efficiency of

Interactive Voice Response 7557 IT Call Center at CAT Telecom is High Level, because of the

Factors Affecting the Efficiency of Interactive Voice Response menu the most level.
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