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ABSTRACT

In the present business environment, competition tends to be very
strong and all organizations are prompted to be ready for any change in the market
trend, as well as to align themselves with the ever changing consumer behavior.
Developing the Human Resources of a company to be ready to provide quality
support and services to customers is one of the strategies to build customer trust.
Good service quality also leads to a higher level of customer satisfaction and
customer loyalty. Providing the customer service team with training on Customer
Relationship Management (CRM) is one way to develop their services and make them
more efficient; however, the effectiveness of CRM training is of key importance to the
quality of service provided. Thus, this independent study is focused on studying the
effect of user training in customer relationship management system on customer
service quality. The development of a conceptual model for this study has been
adapted from Training Transfer model and IS Success model.

This quantitative research collects data from 165 employees who have

attended CRM training course. A regression analysis is then carried out to find out the
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effect of CRM training content, CRM self-efficacy and opportunity to use CRM that
effect to training effectiveness, CRM use and the quality of customer service.

The result shows that CRM training content and CRM self-efficacy have
an effect on training effectiveness. Moreover, CRM self-efficacy and training
effectiveness have an effect on CRM use, which in turn affects the Quality of
Customer Service.

In the future, a research can be conducted to focus on other factors
which affect CRM user training and also on a different study group.

Theoretically, the benefit of this study is to gather the factors which have
an effect on training effectiveness and the factors which affect the quality of
customer service. Additionally, it provides benefits to business organizations since
they can adapt and adopt the findings of this study to design and develop their
training courses in order to make them more effective. Finally, that can enable
employees to use CRM system to be more effective and provide a better quality of

customer service.

Keywords: CRM User Training, Customer Relationship Management, Quality of

Customer Service



	05thai-abstract
	06english-abstract

