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ABSTRACT

This purpose of this research aimed to study A Study of Factors Affecting the
Efficiency of Interactive Voice Response 7557 IT Call Center at CAT Telecom. Sample are 211
Users who were stratified random sampling. Questiionnaire is used for collecting data. The
statistical analysis methods used are percentage, mean, standard deviation. Independent Sample t-
Test and One-Way analysis of Variance. SPSS/PC program is used for the statistical analysis.

The study results revealed that most of respondents are female, aged between 41-50
year old, holding bachelor degree, 5 and more years of work experience, position level 6-7,
frequently used 1-4 times per month. The results of hypotheses testing are as follow 1) User with
different dender, age , education, experiecnce , position level and frequently used have different
Affecting the Efficiency of Interactive Voice Response 7557 IT Call Center at CAT Telecom at
the statistically significant level of 0.05. 2) the Total average factor Affecting the Efficiency of
Interactive Voice Response 7557 IT Call Center at CAT Telecom is High Level, because of the

Factors Affecting the Efficiency of Interactive Voice Response menu the most level.
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Uszansan uilsilsau Squares Square

5. MUMIVUTHIT | 32HINNGN
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osuiidsmane UYAIANY | Sum of df Mean F Sig.
Uszansmn usilsau Squares Square
M 6§ PEATRR
naw 13.66264 3.00 | 4.554 | 17.23624 3.14527
Melungy | 67.90536 | 257.00 | 0.264
3 81.56801 | 260.00

*p < 0.05
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2. gums 1dau 521914
nqu 0.640668 3.00 | 0214 0.632233 |  0.594823
melungu | 86.80952 | 257.00 | 0.338
590 87.45019 | 260.00

3. AUM3 FEHIN

Ysznduiug nqu 7.407081 3.00 | 2469 | 5.574429 | 0.001016*
molungy | 113.8305 | 257.00 | 0.443
590 121.2375 | 260.00

4. Ay FENIN
nqu 1.814283 3.00 | 0.605 | 1.442281 | 0.230921
molungu | 107.7623 | 257.00 | 0.419
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37U 81.56801 | 260.00

*p < 0.05
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