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Muksuda Jantakul 2012: The Satisfactions of Call Center’s Staffs for Training Service
Consultancy Course in Advanced Contact Center Co., Ltd. Master of Education
(Business Education), Major Field: Business Education, Department of Vocational

Education. Thesis Advisor: Mrs. Methinee Wongwanich Rumpagaporn, Ed.D. 105

pages.

The purpose of this research was to study for satisfactions of Call Center’s staffs for
Training Service Consultancy Course in Advance Contact Center Co., Ltd. The study was
operated in three aspects, including training process, content of training program, and training
benefit. The research population consisted of 107 staffs of Call Center for Training Service
Consultancy Course in Advance Contact Center Co., Ltd. The instrument for research was
questionnaire. The data were analyzed by using frequency, percentage, mean, and standard
deviation. The survey population was include of two group of class of Call Center’s staffs in
Advance Contact Center Co,Ltd. (only who operated in Bangkok) who attended the Training
Service Consultancy in year 2009, which are class no. 74, population number is 52 staffs and
class no. 75, population number is 55 staffs. The total number of population is 107. The Overall
satisfactions of Call Center’s staffs for Training Service Consultancy Course in 3 aspects were
in high level. The results of this research showed that the level of satisfaction of Call Center for
Training Service Consultancy Course in Advance Contact Center Co., Ltd. were in high level

for all 3 aspects.
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Davis (2003) was study for Predictors of employer satisfaction with workplace based
contract training programs at Community and Technical Colleges in Wes Virginia. Prior to the
research, only three other statewide studies had been conducted to determine employer
satisfaction with such programs offered by community and technical colleges. Existing data from
the most recent study and current literature suggested that seven variables help determine
employer satisfaction: 1) employer participation in program design: 2) customization of program
content and mode of delivery: 3) flexibility of course and program scheduling: 4) contract pricing:
5) use of adjunct instructors with business and industry experience: 6) access to institutional
resources: and 7) employee-student persistence. The research showed that all variables were good
predictors of employer satisfaction, but statistical significance existed only between satisfaction
and flexibility of course and program scheduling. Qualitative data suggested for future study the
correlation between the use of adjunct faculty with business and industry experience and

employer satisfaction.

Totsika, Sandy, Hastings, and Nash (2008) was study about Interactive Training for
Active Support: Perspectives from Staff, The study was describe the experience of participating in
interactive training (IT) for active support (AS). Staff (N = 58) working with adults with an
intellectual disability (ID) received IT on providing effective assistance for participation in daily
activities. Method: Semi-structured interviews were conducted with staff (N = 37) on their

experience of IT, the way it affected their work, and their views on the implementation of AS.
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The results showed that High levels of satisfaction with IT were reported. Most staff identified at
least one skill learnt during IT that they were still using 8 months later. No clear and consistent
picture of AS implementation emerged across the service; staff identified a number of barriers,

with lack of managerial support as the most significant.

Reynolds, Guerin, McEvoy, and Dodd (2008) was study about Evaluation of a
Bereavement Training Program for Staff in an Intellectual Disabilities Service, the study was
focus on The impact of a staff-training program on knowledge and confidence in supporting
people with intellectual disabilities (ID) at the time of bereavement was examined. At the result of
this research, staffs suggest that the training significantly increased staff members' confidence in
their ability to respond to the challenges of support service users during bereavement. The study's
findings also have a number of practical implications, including the need to provide appropriate

support for staff.

Bird (2010) was study for the impact of the developmental training model on staff
development in Air Force Child Development Programs. The goal of the developmental training
model is to enhance high quality programs through improvements in the training delivery
methodology. In particular, it found that the majority of caregivers felt positively about the
impact on staff development but felt ongoing organizational support efforts had been insufficient
to sustain perceived benefits. Likewise, input from various stakeholders pointed to a lack of skills
and abilities among some Training and Curriculum Specialists combined with a need for
increased professional development for this group had reduced potential impact of the new model.
Additionally, time management and scheduling were cited as major concerns along with a lack of

accessibility to a source for updated information on the Developmental Training Model.

Johnson (2011) was study for the relationships among Organizational Service
Orientation, Customer Service Training and Employee Engagement. That study investigated
HRD-related organizational strategic practices that could potentially be linked to employee
engagement as a means to improve customer satisfaction, service quality, and organizational
effectiveness. Overall, the results of the study indicated statistically significant relationships

among
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Borner, Moormann and Wang (2012) was study for Staff Training for Business Process
Improvement: The Benefit of Role-Plays in the Case of KreditSim. The purpose of the research
was to explore staff’s experience with role-play using the example of training bank employees in
Six Sigma as a major methodology for business process improvement. Ongoing research
investigates in how far such modifications influence the effectiveness and the participant’s
perception of the role-play. Practical implications: The present study reveals that role-plays can
be effectively used for staff training. The results show that staffs are strongly receptive to role-
play in the context of business process improvement, Furthermore; several objectives such as
methodological or social learning can be pursued and combined by this type of training
instrument.
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