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Sahaphan Phultawee. (2004).Effectiveness in the training of *CALL CENTER”
employees of Advance Info Service Public Company Limited: Curriculum
"AGENT 1.” Master thesis, M. Econ. (Economics of Education). Bangkok:
Graduate School, Srinakharinwirot University. Advisor Committee : Assist.Prof.

Dr. Kittima Sungkasem, Assist. Prof. Uthai Chuthamkajorn.

This study was about the effectiveness in the training of “CALL CENTER” staffs
of Advance Info Service Public Company"Limited: Curriculum "AGENT 1.” The purposes
of this study were to study the level of opinion, the ability in working of “CALL CENTER”
employees who were trained in the curriculum “Agent 1” of Advance Info Service Public
Company Limited, and summarized the obstacles effected on the process of training.

Population and the sample group included two hundred and thirty eight “CALL
CENTER” staffs who were trained in the curriculum “Agent 1" during September to
December, 2003. The sampling group which was used in this research was one
hundred and nineteen “CALL CENTER” staffs who were trained in the curriculum
“Agent 1” during September to December, 2003. The instruments for collecting data
were questionnaires and the data were analyzed by using SPSS/PC (Statistical
Package for the Social Science) program in version 12.0 to calculate the statistics,
Percentage, Arithmetic Mean, Standard Deviation, and t-test.

. The results of the study showed that : .

1. One hundred and nineteen “Call Center’ staffs who were trair;ed in the

curriculum “Agent1” during September to December, 2003 were almost females. Most of

them had the education level in bachelor's degree; some had lower than bachelor's

degree, and less than a half had working experiences and non-working experiences
respectively.

2. “Call Center” staffs who were trained in the curriculum “Agent1” during
September to December, 2003 had an opinion about the effectiveness of training in the
high level. It was also found that every side had the opinion about the effectiveness of
training at high level. When being considered from the Arithmetic Mean, the curriculum
had the Arithmetic Mean most. Next, using knowledge in working profitably, placing,

media, and materials were moderate. The least average was the expert side.



3. To compare the opinion of “Call Center” employees who were trained in the
curriculum “Agent1” during September to December, 2003 effected on the effectiveness
of training. ,

3.1 "Call Center” staffs who were trained and different sex had the opinion
to the effectiveness of training "Call Center" staffs of Advance Info Service Public
Company Limited in the curriculum “AGENT 1" during September to December, 2003
that was not statistically significant different at .05 level.

3.2 “Call Center” staffs who were trained and different education had the
opinion to the effectiveness of training “Call Center” employees of Advance Info Service
Public Company Limited in the curriculum “AGENT 1” during September to December,
2003 that was not statistically significant different at .05 level.

3.3 “Call Center” staffs who were trained and had different experiences
had the opinion to the effectiveness of training “Call Center” employees of Advance Info
Service Public Company Limited in the curriculum “AGENT 1" during September to
December, 2003 that was statistically significant different at .05 level.

In conclusion, the training of “Call Center” staffs of Advance Info Service
Public Company Limited in the curriculum “AGENT 1” during September to December,
2003 was very effective and beneficial to the operation as shown by the staff ’s opinions

who participated in the "Call Center” training program.
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@159 7 HansiSpuifisuanufaiauiinanulssEntanITRnauTuWINL  Call

Center YavUTEM waaud aulni woiia 4ia (umow) lunangas Agent 1 F1umun

AN
ygtl TN
Uszian (N=231) (N=288) t p-value
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