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Abstract

Advanced Contact Center Co. Ltd. (ACC) is a business leader in wireless telecommunications in
Thailand with a market share of over 52 percent in terms of revenue. ACC has offered quality services on
900 and 2100 MHz frequency bands to over 40 million clients, or 43 percent of the number of users in
Thailand. ACC operates the business of providing information services and overseeing mobile phone
users in AIS networks and AIS 3G networks. During the Co-Operative Education Internship Program, the
trainee had worked in the department of the Media Contact Center. The responsibilities included
answering questions, reporting information and problems solving for foreign clients via social media. In
addition, these services require quick responses. If the staff or trainee answers questions slowly, the client
will be dissatisfied with the seryice and the complaints from the clients may be a result. It would lead to
an adverse effect with the company image. As mentioned above, it clearly shows that answering questions
for clients is extremely important, as well as speed, word usage and information accuracy.

Therefore, the trainee decided to do a project on “Guidelines for Providing Information to Foreign
Clients.” The objective was to study work processes about answering client questions and to study
guidelines for answering client questions efficiently. The scope of the project was to study effective client
answering techniques and guidelines for answering client questions. The trainee hopes that this project
will help employees in the department, help intern students to answer client’s questions quickly, and will

also help them in problems solving with the highest satisfaction level.

Keywords : Social Media Contact Center/Answering questions/Information/Solving Problems/

Efficacy/Satisfaction
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Abstract

Advanced Contact Center Co., Ltd. (ACC) is a
business leader in wireless telecommunications in
Thailand with a market share of over 52 percent in terms
of revenue. ACC has offered quality services on 900 and
2100 MHz frequency bands to over 40 million clients or
43 percent of the number of users in Thailand. ACC
operates the business of providing information services
and overseeing mobile phone users in AIS networks and
AIS 3G networks. During Co-Operative Education
Internship Program, the trainee had worked in the
department of as a Media Contact Center. The
responsibilities included answering questions, reporting
information and problems solving for foreign clients via
the social media. In addition, answering questions,
reporting information and problems solving for foreign
clients require fast service. If the staff or trainee answer
questions slowly, the client will be dissatisfied with the
service and the complaints from the clients may be
resulted. It would lead to the adverse effect with the

company image. As mentioned above, it clearly shows



that answering questions to clients is extremely
important as well as speed, word usage and information
accuracy.

Therefore, the trainee has decided to do a
project on “Guidelines for Providing Information to
Foreign Clients”. The objective is to study work
processes about answering client questions and to study
guidelines for answering client questions efficiently.
Scope of project is to study effective client answering
techniques and guidelines for answering client
questions. The trainee hopes that this project will help
employees in the department and intern students to
answer client’s questions quickly and it will also help

them for problems solving with the highest satisfaction

level.
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