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Abstract

Thai contact center is a department of Thai Airways which provides services
in booking and selling for air tickets as well as changing flights and special offers for
domestic flishts and international flights, operated by Thai Airways and Star Alliance
Airline Group via emails and live chat. There are currently six key operational
information systems including 1 Aspect UIP System, 2) Aspect Workforce Management
System, 3) Front End and Knowledge Management System, 4) Voice and Screen
Recording System, 5) QIK Reservation System, and 6) Maxar Email Management System.

Since this independent study had been conducted before the covid-19
outbreak, both direct and indirect covid-19-related factors were not taken into
consideration. The study investicated the general conditions of the department by
employing instruments to analyze internal and external factors together with the
existing information systems. Five strategies were identified as 1) improving the
efficiency of customer service, 2) developing and improving work management,
3) developing an omni-channel contact center for customer care, 4) maintaining and

expanding the existing customer base, and 5) improving human resources.
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According to the analysis of information system and architecture of the
department, five information systems and an information project were identified in
order to achieve the missions and visions. The information systems included
1) Reservation Front-End, 2) CRM & Case Management, 3) Omni-Channel Contact
Center, 4) KM (Knowledge Management), 5) E-Learning System as well as a project to
hire a data analytic consultant, all of which required a project budget of 58,006,440
Thai baht.

Regarding the priority of information systems to be presented, four criteria
were taken into consideration which were 1) budget, 2) the importance of the missions,
3) the urgency of the missions, and 4) the management policy. After these factors were
analyzed, it was found that the five information systems and the project could be
prioritized as 1) Omni-Channel Contact Center System, 2) Data Analytic Consultant
Project, 3) CRM & Case Management System, 4) Reservation Front-End System, 5) KM
(Knowledge Management) System, and 6) E-Learning System, respectively.

The information systems had different payback periods which were 1) CRM
& Case Management System; 2 years and 3 months, 2) E-Learning System; 3 years,
1 month, 18 days, 3) Omni-Channel Contact Center System; 3 years, 11 months, and
26 days, 4) Reservation Front-End System; 4 years and 3 months, and 5) KM (Knowledge

Management) System, 8 years, 2 months and 25 days.

Keyword: Strategic Information System Planning, Contact Center, Thai contact center,

Omni channel, QIK reservation, Reservation front-end
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