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ABSTRACT

Providing service is considered crucial to attract customer’s return to take
service. Skill in providing service is therefore important for working staff to increase relevant
knowledge which will ensure their impressive service. The purposes of this research are :
to build an e-Training package on providing service in an automobile service center ; to
find out effectiveness of the e-Training in providing service in an automobile service center
according to the standard criteria 90/90 and ; to evaluate the e-Training package on
providing service in an automobile service center. The population for this study is 195
working staff rendering service at the repair check-in department of the automobile service
center. The methods used for this survey include : studying detailed information of the
building of training package ; designing the e-Training package and seeking effectiveness
of the training package ; running and evaluating the training package with the trial group ;

and drawing conclusions on the use of training package.

This study made the following findings : on the index of item objective
congruence (IOC) which measures the goals , subject matter and activities in this study ,
the e-Training package for providing service in automobile service centers was measured
between 0.60 — 1.00 ; the e-Training package for providing services in automobile service

centers has an effectiveness of 92.26-91.33, which is higher than 90/90 as stipulated in the



standard ; learning achievement of trainees after training is higher than before training ;
satisfaction with the e-Training package for providing service in automobile service centers

was at a very good level (X = 3.52) while the standard deviation (S.D.) was 0.50
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