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The Development of a Personality Test for Selecting Call Center Agent

of Gosoft (Thailand) Company
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Abstract

The purposes of this thesis were to developing a test for selecting personnel to work in
organizations providing services to customers via phone. The instrument quality was evaluated in
terms of content validity, discriminatory power, construct validity, and reliability of the test in each
aspect of the personality as well as the reliability of the whole test. Then, standardized criteria
were constructed based on T-score and percentile. Those used in this fine tuning of the test were
100 customer service employees at Gosoft (Thailand) Co., Ltd. Findings showed that the
personality scores of the personnel under study as classified by gender and age exhibited no

parallel differences in personality. Therefore, in developed standardized criteria, the researcher
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omitted the demographical characteristics of gender and age. In addition, therefore, factor

analysis. Factor analysis showed that the absolute values of 89 items satisfied requirements

Keywords : psychology test, call center agent personality
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