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ABSTRACT
Customer service technology may represensource of competitiv
advantage for businesses in general and for retaileparticular. However, there
debate in the literature over the usefulness ofestimg in customer servig
technology. This paper aims at analyzing the aecwet retailers’ perception on t
use of customer service technology by the Techiyokareptance Model (TAM) tq

technology.
Questionnaires mailed to gather data from theileesain Thailand
Through mail survey. Base on data collected frorh Batailers participated in th
research. This study used one-way analysis of megig ANOVA). Confirmatory
factor analysis and structure path analysis usif8REL were performed to analy.
the data collect used to test hypotheses.

The results show indicated that the madelustomer service technolo
was accepted with a reasonable good of fit. Theomapt findings include th
following items. first, TAM proves to be valid mddexplain the retailers’ acceptan
of the customer service technology. Meanwhile, @igec ease of system use m
impact than perceive usefulness on retailers’ decep. Perceive usefulness
positively influenced by such factors as organaal traits, individual traits
information quality, and task performed. As well 8grceive ease of system usq
positively influenced by such factors as organaal traits, individual traits
information quality, system/service quality, andktgperformed. The core TAM a
absolutely positive. The results support the neeastrict the investment in custon
service technology to what is strictly necessay iacrease performance for the re
industry in Thailand.
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propose a theoretical model to explain retailergémtion to use customer service
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