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Abstract

The purposes of this research aimed to study the efficiency of service management with customer
relationship management system of Customer Services Center, TOT public company limited in metropolitan
area and to compare study the efficiency of service management with customer relationship management
system of Customer Services Center, TOT public company limited in metropolitan area, classified by
demographic traits. The sample size accounted for 118 samples. The questionnaire was used as a research tool.
The data analysis were by frequency, percentage, mean, standard deviation, t-test and analysis of variance.

The findings of this research were: the efficiency of service management with customer relationship
management system of Customer Services Center, TOT public company limited in metropolitan area as a whole
was at moderate level. When considering aspect by aspect, it showed that all aspects, telephone installation,
telephone movement, service right transfer and general service application. The comparison results of the
efficiency of service management with customer relationship management system of Customer Services Center,
TOT public company limited in metropolitan area, classified by demographic traits indicated the staffs with
different education level had satisfaction as a whole with statistical difference at significance level of 0.01.
When considered aspect by aspect, it showed the staffs with different sex, and education level had the opinion
in aspects of telephone installation and telephone movement with statistical difference at significance level of
0.01 and the staffs with different education level had the opinion in aspects of service right transfer and general

service application with statistical difference at significance level of 0.01.
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