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Independent Study Title Expectation and Job Satisfaction of the Call Center Staff of
Telecommunication Company in Pathum Thani Province
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Major Subject Business Engineering Management
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Academic Year 2017

ABSTRACT

This independent study aimed to study the job expectation and job satisfaction of the call
center staff of Telecommunication Company in Pathum Thani Province, and analyze the
relationship between the expectation and the satisfaction of the staff of Telecommunication
Company in Pathum Thani. The sample used in the study was comprised of 170 call center
employees who worked for the company in Pathum Thani Province. Descriptive statistics used to
analyze the data included percentage, mean, and standard deviation, and inferential statistics
included Independent Sample t-test, One-way ANOVA, and LSD (Least Significant Differences).

The findings showed that a majority of respondents were female aged between 25 and 35,
holding a bachelor's degree. Their monthly incomes ranged from 15,001 to 20,000 baht, and the
duration of work was less than 5 years. On average, the overall expectation was at a high level, with
the factor of relationship with colleagues being at the highest level. The overall satisfaction was
found at a high level, with the work environment factor obtained the most average.

The hypothesis testing revealed that respondents with different age, job title, and monthly
income were satisfied with the job differently, with statistical significance at the 0.05 level, and the
overall job expectation was significantly correlated with the overall job satisfaction, with statistical

significance at the 0.01 level.

Keywords: expectations, satisfaction, call center, telecommunication
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Case Processing Summary

N %

Cases  Valid 30 100.0§
Excluded? 0 0
Total 30 100_0|

Reliability Statistics

Cronbach's
Alpha Based on
Cronbach's Standardized

Alpha Items N of Items

948 950 50|
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RELIABILITY ANALYSIS — SCALE (ALPHA) M of Cases = 30.0

Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- | Squared Multiple | Cronbach's Alpha

Item Deleted Item Deleted | Total Correlation Correlation if Item Deleted
k1.1 189.17 459.868 332 .948
k1.2 189.03 454.102 469 .948
k1.3 189.60 455.697 480 947
k1.4 188.93 460.892 362 .948
k1.5 189.80 454.648 562 .947
k2.1 188.50 468.810 .200 .949
k2.2 188.53 469.223 169 .949
k2.3 188.80 461.062 392 .948
k2.4 189.17 450.075 471 .948
k2.5 189.83 448.557 456 .948
k3.1 188.53 458.878 448 .948
k3.2 188.67 458.989 430 .948
k3.3 188.43 462.668 315 .948
k3.4 188.60 460.800 .380 .948
k3.5 188.57 460.254 482 .947
k4.1 188.50 459.017 436 .948
k4.2 188.70 453.459 479 .948
k4.3 188.37 459.413 404 .948
k4.4 188.90 457472 446 .948
k4.5 188.83 455.316 435 .948
k5.1 188.70 453.803 .539 .947
k5.2 188.77 451.702 .631 .947
k5.3 188.83 457.109 .584 .947
k5.4 188.87 452.326 .640 .947
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k5.5 188.77 462.530 422 .948
pl.1 188.37 457.068 579 .947
pl.2 188.47 454.533 .646 947
pl.3 188.47 454.878 .634 .947
pl.4 188.40 457.490 528 .947
pl.5 188.57 450.806 .606 947
p2.1 188.50 459914 512 947
p2.2 188.90 455.610 561 947
p2.3 188.80 453.545 .634 .947
p2.4 188.77 454.392 552 .947
p2.5 188.90 456.852 490 947
p3.1 189.50 454.190 AT7 948
p3.2 189.10 455.266 .596 .947
p3.3 189.27 456.616 583 947
p3.4 189.40 454.593 473 948
p3.5 189.37 456.723 416 .948
p4.1 188.97 449.757 567 .947
p4.2 189.03 446.240 .669 946
p4.3 188.93 447.375 725 946
p4.4 188.87 444.051 770 .946
p4.5 189.07 449.651 517 947
pS.1 188.87 457.085 527 947
p5.2 188.93 458.271 .540 .947
p5.3 188.97 457.826 .543 .947
p5.4 189.23 446.116 748 .946
p3.5 188.90 453.059 .690 .946
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