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The purposes of this research were to analyze the 24 metropolitan sale and
customer services performances, to analyze the causal factors influenced on the MSCS
performance and to develop a causal model of empirical impacts of factors on
telecommunications of Thailand performance. Four hundred and thirty samples’ opinions
form the 24 metropolitan sale and customer services were collected by the data forms and
the questionnaires. The data were simultaneously analyzed by regression analysis, path
analysis, and structural equation model analysis by the SPSS and LISREL programs.

The findings of the research indicated that in the 4 aspects of MSCS performances,
the financial, the customer, the business process, and the learning and growth aspects, the
very good level had only occurred in the learning and growth aspect for all MSCSs. All
observed variables had statistically significant explained the attributes for all latent variables
at .05 level. All factors, competitive environment, transformational leadership, and
knowledge management had positively influenced the MSCS performances not only in the
direct effect, but also in the indirect effect and in the total effects.
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