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Parichart Visetrat. (2017). Factors Affecting Employee Retention in Customer Services
Department of a Private Company in Bangkok Metropolitan Area. Master's Project,
M.B.A. (Pharmacy Organization Management). Bangkok: Graduate School,

Srinakharinwirot University.Project Advisor: Asst. Prof. Dr. Pannipa Akanithapichat

This research aims (1) to study the personal factors, working motivation factors,
maintenance factors and the impact from using computers that affected the health of
employees in customer services departments, (2) to study the correlation between three
factors, which include personal factors, working motivation factors and maintenance factors
with employee retention in the customer services department of a private company in the
Bangkok metropolitan area. The study population of seventy five staff of a customer service
department. The research instrument was an online questionnaire with the data collection in
June 2016 and described by descriptive statistics analyses including percentage, mean and
standard deviation. Findings showed that most customer service staff were male (78.7%),
aged twenty six to thirty years (30.7%) with an average age of 30.7 years (SD = 5.60),
graduated with a bachelor’s degree (66.7%), worked at an operational level (73.3%), having
over ten years of work experience (36.0%) and the average income per month was 10,001-
15,000 baht (48.0%). The working motivation factors and maintenance factors of customer
services staff at a high level (3.75£0.38 and 3.9210.44). The aspect of the working
motivation factor found that the highest level was job characteristics (3.93+0.56) and the
lowest score was advancement (3.34+0.78). The aspect of the working maintenance factor
was that the highest level was colleagues, (4.55+£0.48) and the lowest score was salary and
compensation (3.28+0.74). The impact of computer use on the health of customer service
staff, most staff had symptoms of computer syndrome (94.7%). These symptoms were at a
very high level of shoulder or back pain (92.0%). The mean score of employee retention
was of high level (4.00 £ 0.58). The highest score was willingness to work (4.45 + 0.58),
the lowest scores were the feeling of being a part of a company (3.41 + 0.87).

The correlation between the three factors, which are personal factors (gender, age,
education, position and work experience), working motivation factors (job characteristics,
advancement, recognition and responsibility) and maintenance factors (company policy,
salary and compensation, colleagues, supervisor and work environment) affected the opinion
about employee retention in the customer service department.

The suggestions which should have been presented to management level to

improve the salary rate of customer service staff.
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ALRAAUH 4.21-5.00 WANBT9 MINFYAINTOLILAUNINNGA
ALRAAZUWY 3.41-4.20 WANBEY MITNFYANINTDLILAUNN
ALaAUAZUI 2.61-3.40 WANBTY MINHIYAAINITBETLAULIUNEN
ALRAUAZUI 1.81-2.60 WANBHY mMynYAIINIagaUta

ANLDALAZLUL 1.00—1.80 KU mﬁ'ﬂmqﬂmnsags:@”uﬁaﬂﬁq@

Lﬂm‘ﬁLLﬂﬂﬂ’]’mﬁ&l’]U@]ZLL‘H%TJ&J

mwﬁ@Lﬁul,ﬁmﬁumﬁﬂmqﬂmﬂsmﬂﬁmigﬂﬁﬁ FIUIN 5 U

AMNNINIVDILGARZOUATAIA T = AZULWURIRG — ATULUUAIRA

FAUINIZAU
25—-5 = 40
5

ATWLUKIIN 5.00-9.00 RIN8ID i:@”uﬁaﬂﬁq@
AZUUUIIN 9.10-13.00 KIN8D9 SzAUKBY
ATWUUIIN 13.10-17.00 wu8Dd S=auLunand
ATWUUIIN 17.10-21.00 ANEDI T=ALUNN

AZUWLBUIIN 21.10-25.00 RuNBid 5$6ﬁ.l&l’1ﬂﬁf3q(@

3. WUERIUULFOUAINADAMENIINNIINUSN B8 TAWKT LR e SUR LN
AIINOUANNDNABILANNZEN LLazﬁ’]mﬂﬁ‘uﬂ;aLLﬂ”Lm

4. ﬂ@aauqmmwm%aaﬁamﬂmsmm'}mﬁmmo (validity) lasn13UszLdunan
IOC (Index of Item Objective Congruence) nIadnaaandadsznivtadmuiUIanUszaid
NATIFAULLUFOUDININFIINFIAAR DY muﬁauua:mamQumui’mqﬂi:mﬁﬁizﬂi
%aﬁ]zﬂizl,ﬁmnﬂ;gl,%mmty 3 Y% UATWIAIANULE DI (reliability) yasn3osfe Taniin

wuusaunufld lunaaasld (try out) Aunduwsinaunldlonguednadng phonsaaiauas
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HNORNRANTU) 31%3% 30 AR mﬂﬁuﬁmammmJquaaun’mﬁvl,ﬁuﬁmﬁ:ﬂ@sflfgmm

[ a af i .. o A A af o @ %
AnaNLszanTuaann(0o-coefficient) 289A58UUA (Cronbach) lasfaulsz@nTanaunusaas

—~

. @

a ﬁ€ Q L
AU I ANTRNFUN BTV ILULROUDNN

S0

NN 0.7 (Nagn My, 2546: 449)
NI lanaadd

v v o

Aanagadutadbgslalunisvinu iy 0.838 (Tadaedadini 16 o)
Aanugadutaddulun1sviieu i 0.849 (Tadhadadini 15 Ta)
1 A < A > a 6 ] et @ 9o Y o %
AaNuTaNulIANINALABNAILARS WiNAL 0.718 (1amedadiany 4 1a)

mmmL%aﬁ‘waamﬁ'ﬂmqﬂa’mﬂﬁmagjﬁua\m‘m LYiNNL 0.820 (108U

f10u 5 Ua)
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75 an I@ﬂﬁ’m’]sddszuuLmuaaumuaau"l,aﬂﬁmimjuwﬁfmmmumaSmﬁ W8T
100U RIA184MIABLUILIFELNNA e lwiAannuilaasani
2. ?5’@1LﬁuiayawammauLmuaaumuﬁ"l,ﬁmmwuLmuaaumuaauvl,aﬁ Sodu
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6 o A o a 6 aa
aﬂaammmmaama LW E]%’]VL‘LI’J LATZALALUINANINRDA
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Q o =)
4. M3IANILYUAZNITAUATIZNVDYA
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o dl o =1 U v = v a
1. dunusaumufud ludiudyaSouiasuseaniivdayaite
2. avIReUANNgNAILazANNENYIBiaIuLUFaua N ldInnaAiudayauas
TUULREUAINAIATIVFELANDNABILEINIINITRITE (coding) lunuuassadnilly

Urzananatoyad yﬂau‘ﬁaLmaf;%ﬂlﬁﬂmmaﬁmmzﬁ‘ﬁagaﬁﬁL%ﬁ]gﬂ

N33AzRTDYA

2 msﬂ:ﬁiagm%owssmm (Descriptive Statistics)

1. mﬁ?LLfﬂﬂLLfﬂ\‘WnnJﬁl (frequency) wazugaINaLdud1Taaae (percentage) Tu
LUUROUDINNEINA 14

2. ﬂ’]i%’lﬁ’lmﬁﬂ (mean) LLazmuLﬁmmummgfm (standard deviation: S.D.) Lﬁa

I%LLﬂﬂﬂ'J']Nﬂlﬂ g adﬁagalmmuaaumwmuﬁ 2-4
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Jauaz, Analy (mean %38 X ), dtdoauun1aIzIn (standard deviation: SD)
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a3 1 Inuazioua: Jadudiuyanaueswiniw (N = 75)

Hayanall I Jauaz

P8) 59 78.7
LW _

Wil 16 21.3

21-25 1 18 24.0
, 26-30 1) 23 30.7
%QGB'IE‘I.

31-35 1 14 18.7

& 1 &

aate 36 DUl 20 26.7

3.6 / U7 9 12.0
P12 =

antlsgnn / e 16 21.3
nsdAn¥n A

3gyna3 50 66.7
e 3TAUUJUANNT 55 733
9% TEAURIRINI® 20 26.7

faunin 1 4 18 24.0

1-3 9 15 20.0
UTLIAN

4-6 1 10 13.3
G ERL

L 7-9 1 5 6.7

& . &

aang 10 Dl 27 36.0

<10,000 LN 11 14.7
sele 10,001-15,000 UM 36 48.0
DAL 15,001-20,000 LN 13 17.3
Ao 20,001-25,000 LN 9 12.0

> 25,000 U 6 8.0
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ot . Taiusila LAuee o
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A 2 19 a4 10
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. v o A oy 2 7 49 17
vinuwaban lavinauieanud - 4.08 0.65 N
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1 R 1 o e =} a 1 1 12 44 18
usFnIndunuianniolinme - 4.05 0.68 el
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ABAITNNIINT 3.34 0.78 wnans
[ 6 15 31 20 3
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R j . 1 5 17 36 16
v basunisinausuniduwd sz lamidasn 3.81 0.90 31N
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. s . 5 6 37 22 5
virudlanaleiaaudurisnnyinauaui vang 3.21 0.93 Uunang
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4 , o . e . , 1 14 48 12
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, Lo ] 1 37 36 1
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