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Evident-based Analysis of Competency of Receptionists in Logistics Industry
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Abstract

This research aims to study the capacity and the causal factors of the logistics industry
receptionist competency. The study was the qualitative research with the document of 26
researches among receptionist competency that conducted FROM 2000 to 2015 and in-depth
interview of 22 people related logistics industry receptionists consisting of 3 logistic
entrepreneurs, 4 logistic specialists, 6 receptionist development specialists, 5 customers, and 4
high performance receptionists. The instruments used for gathering data included: 1) Data
extraction form and 2) In-depth interview questionnaires about the competency development of
receptionists in logistics industry which were assessed appropriateness and completeness of
instrument by the experts. Narrative summarization was used to analyze data. Besides, this study

used triangulation of sources to analyze data reliability.
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The results revealed receptionist competency definition that was the characteristic or
behavioral aspect of receptionists that influenced customer satisfaction and service impression.
The receptionist competency configuration included knowledge (i.e. product, law, culture, duty
and equipment), skill (i.e. service, safety, first aid, communication and problem solving), service
mind and physical attractiveness. Furthermore, there were four psychological causal factors of
competency; 1) emotional intelligence, 2) self-efficacy, 3) job attitude and 4) role clarity that

influenced on receptionist competency.

Keywords : Competency, Receptionist, Logistics Industry
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Auannsalumsinuiugdu msuiudlidafuauduld sedanluudd Suam 93dla uazidnnsld
mwiivsnzay sexuilsanuAniiivvesidu Ussnginudulslovddeddu viaumiuiduldesis
WIHNZad ANAINITAIINITIINND N1TUTEANUTENINNYAAR YSONUILIY ANNAINITAIINITASIS
AwEndidlunisuinig
MNMIANTI8NUATY wuFuusiiinmsinwuazsansiteloutsnunguiidnw 2 ngude
NIANYINATNENIITAINGT KATNYANTTUVBINTNIUADUTU UASHAGNENITATNET LasNgRnITuYes
fsuuinis dail
1. NAAWSNIANINGT WA ANTINVDINTNITUADUTY

1.1) weAnssun1sU{URNU (Performance) Hn1sAN¥191U9U 8 1399 (Liu, and Chen, 2006.;
Wieseke, 2007; Sawyerr, Srinivas, and Wang, 2009; Kilchyk, 2009; Yavas, Karatepe, and Babakus,
2010; Prentice, and King, 2011; 831 w6, 2554; tines agana, 2553) wseandunginsaunis
UuRnuduIn Aenan1sufuiRnu wasmsdatugna wagnginssunisufUiAnudeau As M5y
uazanuidlalunsanaen Taednansidosil

NRANTTUN1SUHURMUBIUIN Ao 1) Han15UJURU WUt IndnuaznIunINLaaInnIg
o15ual MssewiAnaIuAuay uss9slalldugns auaminnisiianu waznisdrenennisdanuly
09An13 TauduiumevindenansufiReu sngiienusnfvesidnem amnundeulunisieu ms
ouduiin ypdnvenidnau waznsaeveamsdenuluesdnis ddnsnanisuindenan1sujifau
widmiuntnauuinsidesufjiRnuuuuifudulsedr wu wiinau Call Center yadnamuuuafy
Usgaunisal axfidvinanieavdonanisujodau iesnnwinauanuifiyadnaimuuude iy
Usvaunaal Seumeulumsisudadu wasouiifeddanufnainsassd dfumndnumzaunans
TmnuAnasieassd viedauins wagliflenmaBouiddmi dounsliAanginssunsujifnumsay
wu 1Wevingluaiu msviney Wudy vugidudsdnvazyaanam Aoussgslaniely anuveunis
wiely warANTIAUEIAUYBINTNNUABUTUANNTa LN ST RN udauTUTEnIEiNaN 1T
UftRausEAUge wagenlel wag 2) dmuesduszneudesuesguiiuadnain 5 su (Big Five) Lo ns
Lﬁumw@'u (Agreeability) Ausiupsmisensunl (Stability) n1sfidusaa wiedhAanssy (Activity) wae
ANud1iniageu (Conscientiousness) $3ufeN155UlendnualueteeAnIs LaznI1syutugnAIzes
HInN3 anunsavinensyaiugnAtvesniinauld

noAnssuNsUfoRnuwday Taud n1seianu anuddalunisateen wudt wifneudid
ynannmanudiindiaveu wazyadnamanudendssruaneluaues fvsnanisaudenisvineu

109



o a o o '
M NTa1TINeINsIansase vl
W

Feu U9 10 2007 2 Waunsngay — Ay 2560

dnuypannwanusiunamisenun muafidsuaniAsatunisuilatam wagenufwelalunuiidvina
maavseausdlalunsateen uiyainnmmaidaiuuszaunisal fBvsnansuanseaudalalunis
a108n

1.2) wadnsnedningrveandnnuiousu dsa1nn1snuniusisnside $1uiu 5 Ses
(Rashkovky, 2005; Jha, S. and Nair, 2008; Kilchyk, 2009; Lounsbury, et al.,, 2012; Streukens, and
Andreassen, 2013) wansAnwvesminnusdiouiuseanufianelalunu wuin dnvuznuilinnug
vinwy AuasaLavviruaAfiaenndesiudnnimainsavesyana fnnuduiusmeauiniuanuis
nelalusy uenanduyadnnmuuuaudiinfavou yaannimanuiunmisersual yasnnInns
Uatedtes yadnaimnisyudugndtwazyadnainauduudmisdalavemdnaudeuiy 4
anuduiusmsuanfuanufimelaluondn sufyednnmanizendn Wusuusiufslunisesue
anuitanelaseeimuenmilenrnyadnam 5 ¢u (Big Five) diuusegslanielunuvesminaudousu
iy f8vEnarananudendesiuntlunuuay aruduiuifimieniiseninsyaea vzfiyuueses
Fiuusnmsfianueaviseamdnuazveaninnuiousuludiu 1) ypdnnmuuudamenuies 2) n1siiu
mugdu 3) anudriinfinveu way 4) anusiunmsensuaiiagdeauandaangFuuinig welildsuns
U3nsiiA

1.3) nginssunsiamveminnudousu laud wgiinssunisuiudiseniniuang, weRnssy
n1sUsudlunIsEauausnig, MsmuINUUINIg, Msimuauamlunuusnig, arusslaluntsiamn
autes wazAuiImluendw a9nn1smunIus18a1uide & 5 389 (Gwinner et al, 2005; Yavas,
Karatepe Wag Babakus, 2010; Kim et al., 2011; Utinn lavigiasay, 2543; MEUA 9agned, 2555) wui
osdnsiludesnslumsimunnudnua waruumnamsianuAwIns Wefinsunidusesuy
TngiFewuaduainuinlumides loua dunywd duanud dmuyainnm wagiuuszaunisal A3y
Fugy Femandnanudeuiuiuiaiuannsavesny Tusegilanielu uazussgslaniguen Jadeng
?jsﬁ‘mmLwdwﬁéamﬁdwaﬁaﬂuwué]gﬁﬂumn%'auﬁl,l,azﬁmm UsgnouAufiudsn1satuanuvetedfng
Iun nrsilneusy nsiaduaiands wagnisatduayuanine awnsoduunndnauieuiuiiinng
WAuUsEAUEe wags naonaungAnssunsuiufazliiudvinainananuivesgndndauan ns
AIUANNITUARIBBNTBIAULEATR ALY WATiAquLAToTige N1sajaiuudns uazusaglaluns
USunganssu

2. HadWEM 93N LarNgANTTIVRIEULINST FemsAnwineanideaindiuau 26 Fee 1 7

e innadnsnedaine uazwaAnssuvessiuuinis anmsuseifiusinuanuiianels nnslinaa
AuAnienuddy arwddlalunisuende aruddlalduinise Uiduiusseninagliuinisuas
H3UUSNS waganumaniwesnisiufduiusiueuan ansoasuldindademsyadnainvemtdnauy
1A nrsfluyweduiug nsadieanuunndng mnudednd uazanuseutoudennu daudusiug
mavandennufianela nislimuar wazarwidlalunisuande vesnguiTuuints uenand anulad
Boule wazdaanunsnveminaudousu fidvSnanen1siuinanmuInis wazdsuuinisiianufndiu
Wisdni i audeusuifiviruainuuinng msuanseenmaetsuaiiBauin nslianudiemaeves
wifnanu Fnvgmedean masjatiugndn waziyweduiuslunuuing wwdulladefiduaiuse anwd
wela mafufduiusinlunuuinms wazarusilaliuinisdmesiuuins vaesiinisdnanimundeui
aﬁ?uﬁwasiamsﬂﬁé’uﬁuﬂumuu%mi woildidenalugamnuiianelavesiSuuinig (Spielmann, & Babin,
2011; Lin, & Lin, 2011; Lin, & Hsieh, 2011; Eboli, & Mazzulla 2012; Lin, 2014; Keh et al., 2013;
Fowler, & Bridges, 2012)
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