MUaN15AUAINDATY ANuFatalunstdwmaluladusnuaniian1susms

JansanuduiusiugnAvesuszneunshiavwig

YUIANABAEVUINY DY
A va a1 oa
YoORLULU NTIN QUINT
BoUIe WHIFENTUNITUTR (T2UUATAULNALNDAITINNTT)
AUV AUL/UNINYIRY SEUUANSAULNANDAITIANTS

WiseAEnsharn1TUYT

UNINYIRYFTIUANEANS

(% L3

9159NUSNWINTAUANDETE  FERS19158 AS.Asanual 15aufa91WIe

UnsAne 2564

lugalagtunmaluladidrandunumludiadsedriuvvesdaunindu yilmia

degrurearuazaInautenIndu dwalinginssuuslaad susdadlueg19557

[y

JuslaAdaInisnisnevaussiisaniwindu nagsiafsdndudesusudiliaensuiv

nsidsunuas eludagdulatdmalulagusnvenidnaintisswiganuasainlinuaingsia

'
v & A

lunsinsiedeans uaglvusnisluilesiuunguilna nuideliiingusvasdiiiednuidady

%4

magvesivanuadalunsldmaluladusnueniien1susmsdnnisanuduiusiugnen
Yo Usznoun1sldamiavuianatuazvuingeulagladinseunuifn nalulad oeAng
¥ 66) ¥ o a o a o a%’ [~ a o a a
Lazan nLInaeni1UsEynd i uuIde »uidelidunsidedausinalugdiuuves
mﬁf{']JEJL%Qﬁ’]i’)ﬁ]ﬁ]’mﬂa:mﬁjaﬂ’NﬁL‘fluté:ﬂi%ﬂaﬂﬂﬁﬂﬂ%ﬁﬁ%ﬁﬁ]%ﬂ?ﬂﬂmﬂLLﬁ%‘UU’]ﬂﬁjauﬁiyﬂ
L%ﬂiﬂﬁ%ﬂj%@ﬂ%Lﬁu%’agamﬂLmuaaummﬁmuﬁﬂﬁu 164 518
a o v & | v A | & ¥ a

NANNSIFYLAAI LI UINUAT N dINan AU LUNIT A LUlad wynuay
Lﬁaﬂ'1w%mi%’mmimmé’uﬁuﬁ‘ﬁ’uqﬂﬁmaqﬁﬂizﬂaumﬂu”?amﬁwmmnammmmmﬂam
Usenaumie audiiuld msadvayuanguinis mssuialdang usanaduaingues
nsatuayuandliusnisuanuen wazusainanuangna diudadedssleviiaussuiey
wazauldududn Tudnasodalalunisldmalulad L ynuoniil 9n15USNI5TANS

AnuduiusiugnAvesUszneumshiiavisvunanaisiaz v age

Y

2

ANENALY: LYNUDY, FAMAIVUIANAIUAZVUIALDN, AIUEUTUSIUGNAT

Y

Ref. code: 25646302037194GJR



Independent Study Title INTENTION TO USE CHATBOT TECHNOLOGY
FOR CUSTOMER RELATIONSHIP MANAGEMENT
BY SMALL AND MEDIUM-SIZED ENTERPRISES

Author Kornvadee Ounjit

Degree Master of Science
(Management Information Systems)

Major Field/Faculty/University Management Information Systems
Commerce and Accountancy

Thammasat University

Independent Study Advisor Professor Siriluck Rotchanakitumnuai, Ph.D.
Academic Year 2021
ABSTRACT

Increasingly expanding social media plays a significant role in everyday lives
as a new phenomenon disrupting traditional customer-organization relationships.
Customers expect rapid, simple, and effective responses. Businesses must adapt
to serve and retain customers to remain operational. Therefore, chatbot technologies
have become an option for facilitating basic client interaction and communication.
Quantitative research was done to study factors affecting the intention to use chatbot
technology for customer relationship management by small and medium-sized
enterprises (SMEs). This research proposes an integrated model that incorporates
aspects of the technology-environment-organization (TOE) framework. 164
Thai SME entrepreneurs informed about chatbot provided survey data.

Results were that factors affecting intention to use chatbot technology
for SME customer relationship management included compatibility, top management
support, perceived cost, competitive pressure, chatbot service provider support, and

customer pressure, while relative advantage and privacy were not influential.
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