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Abstract

This research aims to compare the effectiveness of Al LLM with customer service between
providing services with employees and providing services with Al. By studying from a sample of 100 after-
sales service users with Al Chatbot, it is an Experimental Research. The tools used to collect data in the
experiment of this research can be divided into 2 types: experiments, Q&A conversations with experiments
with experiments. And a questionnaire on after-sales service satisfaction after completing the experiment.
Assuming it is an online product type. The research results of the research found that most of the
respondents were female, aged 20-29 years, undergraduate studies, students/students with an income of
30,000-39,999 baht per month. Most of them used after-sales service less than 5 times through the Line
channel between 13:00-17:00. By products with electrical and electronic problems, the satisfaction
analysis found that the service had the highest average, followed by data information, reliability, quality,
overall satisfaction, and service duration, respectively. The comparison results showed that Al services
were statistically significantly higher than employee services at 0.10 in terms of service, quality,
information, and reliability. While employee services were on a higher average in terms of service duration
and overall satisfaction. This research results show the potential of Al LLM in customer service, especially
in terms of information quality and efficiency. However, employee services still have advantages in terms

of overall satisfaction and service duration.

Keyword: Al, Al Chatbot, Al LLM, After Sale Service, Satisfaction
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