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The Effect of Service Innovation on Loyalty of Siam Commercial Bank

Public Company Limited (SCB) Customers

Solihah Lama’, Leena Reedeng?, Sutpatorn Buaruang?, Jiraporn Kongrode*”

1234 Faculty of Economics and Business Administration, Thaksin University

Received: 31 October 2022
Revised: 25 July 2023
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Abstract

This research study the effect of service Innovation on loyalty of Siam Commercial Bank
Public Company Limited (SCB) customers. It employed a quantitative design method. This study
aimed to investigate 1) the behaviors of users towards the service innovation affecting their loyalty
on Siam Commercial Bank, and 2) the service innovation affecting the customers’ loyalty on Siam
Commercial Bank. The sampling group of this research was 385 Siam Commercial Bank customers
purposively selected. This research instrument was online questionnaires via Google Form. The statistics
used in the data analysis were frequency distribution, percentage, mean, standard deviation, and
the test hypothesis by multiple regression analysis. The results showed that most respondents were
women of 25 years old. The majority were students with an average monthly income of at most
10,000 Baht. The findings also revealed that users selected Siam Commercial Bank for its reputation
as a renowned bank with high standards. Additionally, service innovation significantly influences the
loyalty of Siam Commercial Bank users. The ranking of its services, from most to least influential, is
as follows: new service concepts, service delivery processes, the variety of new technology used in

service, and customer interaction.

Keywords: Service Innovation, Banking, Loyalty
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Chaudhuri and Holbrook (2001, cited in Thanimarn, 2016) Nd@1731 AN NANALTIV AUAR IR
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\Unkevaadusinanonansie/wusunianiznieasduneitesiung Anssunsded

Oliver (1999, cited in Thanimarn, 2016) na1i1 AvmasinAnAiduniussiusgsdndslunisde
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oafinasonisiudsungingsy Inslamzegadefuilandanudnilunszuiunisdeiiles: Usznisusn
FruusyAnEnInuuTud Usgnnsfiaes mnureuLuIus, naAnssuiiany deansdensaudlu wasgavie

Anugaiilunisaiiunstenu
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A5y fauusny
WINNTINITUINNT
o duwwIAnNsIUINSWWIln | asindndvesdliuinng
o funsTuduiusiugnen suAsmendsdsin )

o AUNTEUIUMSIMLIUNTEINBUUSNNT
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ANA 1 NTBULUIAALUNNTIY

25A1LHUN1539Y
LUULAUNNSITY
153981300l Tun15398139U3a (Quantitative Research) Ineildaudsdass Ao ufnnssy
N15UINS dududsnii fe mwassninfvegldusnissunmsineniduddndin (@)
UszvINIUazA9814

Usgpnsfildlunside fie dldusmasuansinendivddin @maw) deyaanueundindu SCB

EASY luuneuusifavessuimsinenidise Tl 2565 dgrugndndldauuinndt 14 duau
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fetnaildlumside fe flivsnmssuiasinewdiudania Gmww) S1uou 385 au seldiEms
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\n3esiinddy

isesdleililunisise Uszneude wuvasuaty (Questionnaire) Wunsesiiolumsiiusiusy

Toyaidsusunatudunieonldlun1sideasrauainnisfinyinseunuifn ngus waznauided

= %

Aeados Insudadu a dau fail

dudl 1 wuaeunuAnnsesgreunuvasua Tiun Jagtuinududlduinssuiesinewidied
dim W) levseld wagvihwludfiongannnd 18 Y lovseld

gl 2 deyaviluvesounuuasuay TiuA e 81y 013w uazTelddeiieu

gl 3 wwuaeuauRsiungAnssugliuimssuansinemnduddndn @)

@il 4 wuvasuamTiieIiuLIInTIINTUINT e sunuaAanstiunisunle funis
Ufduiusiugnan munszuiunisinilunisdaauusnis wagaunisiimalulaglnianldlunisuinig
TnguuvasuautJunuunnnsdiuyseunaai (Rating scale) TneldAninuszinnlatelna Aranulviuana
afuANEAYINYRNAMINISAMUANTUSEIURY 5 SEAU

mvndeuRNmvenaiesiie ideldthuuuasunuiiainedy dwiunisineiselurhmamaaen
AP ALTIRTe (Validity) wazanuidiesiu (Reliability) f3deldthuuudeunuiigidomvasiuam 3 viw

IomsavseunaniihunuTulsunly Fawansinddviliianuaenndes (10C) vesmnuusiazdoiiregsening

0.50 9 1.00 Fadlenaaniisanss nduihuuvasuauiilaiunsusulsaudluaaudnilunaassldiv
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Nguf19819 971U 50 AU LieNIAIAINLTIT (Reliability) FeA1AMLTBIUNINTINLALTIHAUN
duuszdnsuearh 0.70 Yuly
nsiiusauTIdaya
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¥ a
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=3
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Statistic Analysis) Usznaudae Aud (Frequency) wagAnSeuas (Percentage) wae (2) nTIATIENTeYa
afiAdieauNU (Inferential statistics) f338l¥N153ATIERNTARRRENYAN (Multiple Regression Analysis)

A2875 Enter

NaN1578

' 1 1

HAN1TI9BR1UUTEYINIAERS Wuan dereuluvdsuandulngidunends Fedduau 227 au

u

a = v a

AnluSosaz 59 eglurieny 25 U fiondwinGew/dndny Andufesay 49.9 fngldwdsramauliiu

10,000 U Anvdusesas 37.10
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HaNTLATIzVdeyang AnTIuELEUINssuIAIsIngaydTia (vnyw) wudl greuluuasuny

[

dlngdenldusnissumsivemdiadida wmww) wszdusuiamsiivodsaazinnsgiu Sovas
48.20 Ansldsuimangalnedndin (umww) Sesar 56.10 dwlvagldusnisiiu Application Seag 54.30
Tnefuidnarsinerfiusuiasingmdisddnin (unnvw) diudemislnsdnd 42.30 lnsdevilausiou

finsldaunnnd 8 Ass Segax 38.40 uavldusznnnisliuinis dhn/aeu unvian Sesar 73.50 5098930

Ao gINTTNEAUALT

aw o

HamSITeneiumLAAUALIANTIIMSUENMIATINSIT 1 WUl TnennsudnousuuaaunIy

< [

fisvAupnudaivegluszivunniign Wefasalusediu wuiriedegeiiande AMunszuiunsdwey

LAY

U3N13 ALRdswiniu 4.53 sotadun aumalulaglunislviuinig Anedewindu 4.53 sunistufduiusiu

(% [

anAn Anadewiiv 4.52 uasdeniAnaded mulwidanstiusniswwilnd Anadewiriu 4.50

A1319% 1 ANRRsLardILTELUNINATEINYRILIANTINNITUIANT

WIANTTUNITUING Mean S.D. 52AUAUAALIY
AusAanshiusnswulu 4.50 0.48 Wnitgn
Aunsiuduiusiugnen 4.52 0.47 Wniiga
AUNTEUIUNTANBUUING 4.53 0.47 Wniiga
aumnalulaglunisliuinig 4.53 0.48 Wnitgn

T3 4.52 0.44 anitgn
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A1519% 2 anuasindnfveslduinisuinnssunisuinisvessuinsinenfivddntn Emww)

aRsinAnAveslduinisudnnssunisuinisvas Mean SD.  sgAuA2Y
suAslnenidivdindia (aiminvu) ALy
MudaIswIAsinenavddnta Wnivw) aslauendninginnisiulas 452 | 047 |  u1n9ign

UINsnananlvivinuaue
| v o a v a €0 o -
udAnuniuiursIELATeIsEIAIsINeMRYETA (1Y) 1N 4.48 | 0.60 | wnNgA
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YINUUBNAB TN INNTIUNISUSNSNAVRISUIAS e IBEINAR (W)
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D2 [
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Tngwalsdania @vnvw) Jeedewiniu 4.43

A157199 3 MLUsTlaannTIAEinIsanaeedady (Model Summary)

R R Square Adjusted R Square Std. Error of the Estimate
0.794 0.630 0.626 0.279

A =

NANT9 3 NuAFuUTEANSAIAMUA (R Square) geanme 0.630 FnuneAIIU UTANTIY

[ v |

N15U3N195 4 AU Ao AukuIAnn1strusnswul snunisiufduiusiugnan diunseuiunisdwey

Y

[

U3n15 wazsumaluladlvdunlolunisusnis @a1unsaesuiemnuassninAvesuIA1smenImydIne
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M19199 4 NFIATRANLLUTUTIL (ANOVA) 909n153AT 189N TR0 TanmIanM

Model Sum of Squares df Mean Square F Sig.
1 | Regression 50.613 a4 12.653 161.887  0.000
Residual 29.701 380 0.078
Total 80.314 384

(%

91NMITNAN 4 HaNIFIATIZRANULUTUTIULANIATE A Nsadfnszdu 0.05 na1fe uinnssu

i (% |

N13U3N13 4 eu ban AnuwunAnnsiiuiniswualng aunisiufduiusiugnen sunszuiunisdauey

Y

v a

U3n15 wagmumaluladludunlglunisusnng vnesndiwasafinusniy A ANNASNANAUBISUIATINY

WG AR (WI19w) WUINTAT Sig. 111AU 0.000 LEA9I1 AILUIDATLRE19URY 1 ATlANduRUsAY

AUINY

M19199 5 HaN1TIATIEVENNTaNneLTaLdY (Linear Regression) Tuguiuuvesnsinsigianuanneey

\Wanva (Multiple Regression Analysis )

Model B Beta S.E. t Sig. wlana
Constant 0.804 0.148 5.440 0.000
PuLIAnNISITUS NSl (X)) 0.293 | 0308 | 0.058 | 5.079 | 0.000 YU
sumsiuduriusiugnd (X,) 0.117 | 0.121 | 0.059 | 1.981 | 0.048 | wewuiu
ANUNTEUIUATEINBUUINT (X,) 0.266 0.269 | 0.069 | 3.847 | 0.000 YONTU
puwmalulaglmiunlalunisusnig (X,) 0.147 | 0.156 | 0.058 | 254 | 0.011 yoaUSU

R =0.794, R? = 0.630, Adjusted R = 0.626, F = 161.887, *p < 0.05

31NA15197 5 WU NTIATIEYIAINaRnasnAn (Multiple Regression Analysis) winnssa

a ¢ aa 1Y

nsusMsfidmasianuasindnivesglisuiasingniduddiin maw) egredideddynisadinseiv

(% v v ]

0.05 lauA AunwIRan1stiusniswulvi Aunstiuduiusiugndn drunssuiunsaawauu3nig was

Y

'
a1

auwmalulagindunlduinig e Sig = 0.000 eoNsUFIMUTNdMasEAINATNANAVR I ITEUIANT

Ingwfvdants (LUAYu) WU AUBLIAANITIAUSNSHULIML (Beta = 0.308) dInananuaIsninAves

[

flosuimsinenidiydinta () 1nign 5098911 A ATUNTEUIUNTITAINBUUINIT (Beta = 0.269)

[ v

sumnaluladlnduildusnis (Beta = 0.156) wagaunsiiufduiusiugnan (Beta = 0.121) Aduuseans

Y

M3 (R2 = 0.630) uansliiudn uimnssunsuimsiidwanonuasininfvesdlisuasinendue

e (vnvw) Andudesay 63.0 drunwudednevar 37.0 LAnNFLUTAU
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W1NvIIin (Unu) Sevay 63.0 Bnfesay 37.0 azddniwavndiulsdunlilasgludiwuy wsed

[
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Y = 0.804 + 0.293X, + 0.266X5 + 0.147X, + 0.117X,

g X1 = AUBIAANISIAUSASWUI v
X2 = sunsiugduiusiugnen
X3 = IUNSEUIUNITAILBUUSANT

X4 = pruwmaluladlvdunlglunisusang

ORIEREIAG
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Uandelaimesin nisiimalulagitiungisnisdnamansalswalvianualsny azain @319 dz01n
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v a
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o w [ ¥ 1
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o
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Abstract

This research aims to investigate level and examine the influence of variable factors towards
loyalty of customers of elderly nursing homes, and develop the loyalty model of customers of
elderly nursing homes in Bangkok and vicinity. The quantitative sample group of 340 was customers
of the elderly nursing homes in Bangkok and vicinity. Data collection was conducted through
questionnaires together with an in-depth interview with 20 elderly nursing home entrepreneurs and
elderly care experts, as the qualitative collection. The findings revealed that 1) service quality,
service innovation, standard recognition, customer satisfaction and loyalty of elderly nursing homes
were all at a high level, 2) service quality, service innovation, standard recognition and customer
satisfaction influenced the loyalty of customers of elderly nursing homes, and 3) the loyalty model
of customers of elderly nursing homes as developed based on the findings was namely “IQSR
Model” This research can be applied as a data base for interested persons and the government
sector can use as a guideline for determination of policy to develop the elderly nursing home
whereas in commercial term, it can be used as a guideline to manage successful elderly nursing

homes with effective and sustainable growth.

Keywords: Service, Loyalty, Elderly Nursing Home
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Abstract

This research aims to (1) develop a food and beverage service process for a healthy Chinese-
dishes business in Nakhon Pathom Province that meets standards, and (2) create a format for
preparing healthy Chinese dishes in Nakhon Pathom Province. This research employs a research and
development approach. The qualitative research utilized a sample group consisting of 19 Chinese-
dish catering operators, 5 business organizing operators, 5 personnel from the government and
private sector, 5 academic specialists, and 6 consumers selected through purposive sampling. The
research tools include interview forms and a meeting recording form. The quantitative method
involves a sample of 30 waiters, specifically selected using a research tool a quality assessment
form. The qualitative data analysis employed content analysis, while the quantitative data analysis
utilized descriptive statistics such as mean and standard deviation. The research results revealed
that the food and beverage service process for Chinese catering businesses incorporates a service
quality model (SERVQUAL) with five dimensions: tangibles, reliability, responsiveness, assurance,
and empathy. Research findings on food safety, personal hygiene, and service standards revealed
that when assessing the quality of food and beverage service standards for healthy Chinese catering
businesses in Nakhon Pathom Province, the overall picture was found to be at the highest level
(X = 4.50, S.D. = 0.63). Chinese banquet arrangements come in two formats: special occasion
banquets and integrated banquet arrangements. The quality assessment of the format for preparing
Chinese banquets for health in Nakhon Pathom Province overall was found to be at a high level
(X = 4.42,SD. = 0.70).

Keywords: Increasing the Standard, Nakhon Pathom Chinese-dishes, Healthy
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- Mawdsunsrisunsinides

- mMaUftRmuuinisemsuasedosiusziensinides
- miﬂﬁﬁamwﬁagmﬂmi{fmﬁym

N5§UIAUIRDMNS

- WINTFIUMTFNTAUIEIMS

- nnsgulfzuuasugy

AnAMNTWIUINTS

(Service Quality)

- ﬂ'mﬂugﬂﬁismaamiu%ms (Tangibles) msanszﬁuu’mig’m
- amandeiielndald (Reliability) NSTUIUNISUINITIINIS

- mumwauauaqmwmaqmimagﬂm (Responsweness) LLazLﬂ%aanﬁqﬂ%’Uﬁqiﬁf\]

- frumsa¥aenusivlasiegndn (Assurance) v & oo
N amaaﬂmmumaq%mw
- funsidnienlaldandn Empathy) v W
WRIAUATUSY

sUnuUNsTRRSENUTIAEES

o & a
msinaedlulenafiveiy

AMTIANUALIUUUATUNIT

AN 1 NTOULLIAAIINIGTINE

ad o a\ a v
A9ALUUNTIIIVY
WUUBKUNITIVY
mveasitlidunisidenaziaun (Research and Development) Usgnaumag 4 Tuaou Lein

U 1-2 TRLBIAUNIN Uazduil 3-4 TFITeLeRu NI WAUITITeLTUTuN

UsTUINTHALAIDE

o w A

fuil 1-2 flifeyaddy fo fusznaunislisdu fusznounisndugsineesniluwes yaains
migunIATguaziensuy 1n3vIn13 gnAguslaae1msiasiu audiuiu 40 au legldinalinnisiden
A798194 VU124 (Purposive Selection) tnausilunisdniden Laun (1) gusznounisidsuludmnin
upsUg ANunasivssiiunessilfeiuunsusulasivszaunsaiuseneufanslidesnin 3 U s
19 918 (2) fuszneunmsngugsivesimlueesifdusraunmsaifumsindssufiulfe udminunsgy
warfiusvaunisaivsenauianishitiesnd 3 ¥s1wau 5 579 (3) yaannsuihenuniasguazionyu {udll

ANUIANNTIRILALITUTIRAlAz A uTaInianuasUzy wag/vIen1un1ssuseInsgIuALUaende
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v a

$1uau 5 518 (@) Advns Wudiianud arudnaludumsuinisemnsuazielesdi was/ ey
nsdasuidsagsfalfizdufminuasugudiau 5 518 war (5) gnAnduilaaemslisdu (Juld
Usraunsailunisliuinmsgsiadniediziuuasugy Minunasiussiduinessulfyuuasugy litiosnd
1 ads S 6 118

fuil 3-a Bnsidoidenmnn flitouadidy Ao fusznounisifizdu uasninmudinenslde
U ST 49 au lngldmatinnisidending19uuULa1zae (Purposive Selection) tnaugitun1sAnLaen

& =

LouA (1) guszneumsliguluimiauasugy Hlunueiussidunnnsgulisiuuasusunasivszaunisel

<

Usgneufanishitdesndt 3 U 91u7u 19 118 wae (2) ndnaudsnemslizdu udiiuszaunisallunisdn
BealfzTuunsugu lddindt 13 $rmau 30 518 T3019390FeUsw 1edesiioddy Ao wuudssidu
ANNMASEUIUNITUTATE NS IAZLATRSANTRIMTN AT uazuuuUsEllununmsULUUNs TS en
sudadsdfziu Taongusogasiuiadu 70 1

\n3esiinddy

il 12 1ntesiiede Ao (1) Fumuaiwuuialasaadng (Semi-structured interviews form) wuutiudin
mMsUszaunguges Tuussiiunsfnuanindam anudosnaifeafunsuinisensuaziadesis uas
sUnuunsiamIeusuiaEes (Oreanizing vesiUsznaunisifzduiieliaenndosiunusdiosnisves

v £

ANAV/EUSIAA WAANYINTZUIUNITUTNITRIMNTHALIATERN La UL UUTALWmTEINUIALEes (Organizing)

Y Y

TRz FuiimnzannazmseiuanudesmsvesiusnesunsifsIuioqunmiminuasuguuazaflonslday
ieBudunnumunzaunoun s U1y (2) wwutufinnsuszyungugos (3) wuutuiinmsaunuing
TunmsevsudsfiRmauaznimeassnisliutanssunmsdaiedizdu

fufl 3-4 Bn9iTedaTun wiesdledde Ao uwuuUssidiununInnIzUINNITUINMTO I SUAY
\ndostuvesnine A uasuuulssdiunuamsUuuunsiawisnnudaidediisiu Tnefmuanisuis

Yrapzhuueanidu 5 dezuuy wlanurnglanai (Srisa-at, 2017)

Aadoiniy 4.51-5.00 vangaudl  seRusnian

Aadewiniu 3.51-4.50 WEAMNIT TEAUNIN

Aadewiniu 2.51-3.50 MWEAMNT sEAUUIUNANN

Aadewintu 1.51-2.50 WNYANNI  SEAULeY

AdBwiAy 1.00-1.50 vinomuin  sedutiesiian
nsiiusauTndoya

Ya v o

Adeifiunsifiununudeyadisnuies

nsAATIEvitaya

1. Melnsgideyaisnmnin mavaassn1sdnnuisdfriuaie fosuuuunsdanionnudn
Aedfriudieaunmdminuasusuitldunsgu Tisuuuunsinnuiiasues Wanuuutufinnsusey
msUszidiulszans mmudnnsinssiidaiiom (Content Analysis)

2. Msnseideyaidiuna affiiBanssaun (Descriptive Statistics) 1éun Atade (Mean)
drudoauunnsgiu (Standard deviation: $.0) suumsiiaseilagldlusunsudniagy PSS (Statistics

Package for Social Sciences)
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JUADUNI5IVY

TupauMIAiuNTIdY agulafinni 2

N13ENTLAVNINTFIUATTIANITFINAIALREAL AL UNRgUN WA IauATUSY

1% ' a LY a o 1Y)
A1599% JUNDUN 1‘ N33R wazdunTziianans “uide HAANS
o o v o ¢ ° Y s o
° a Y WNAYDINTAUAT Y U
(Research) 38159 FaAsIEREnIN ffgavae wazn1saNNEal LNBWIAINBY :
Joumuazaudoens gafuan ity anudanIsiienu oanuuUTumew/ A3
v Y - ] N ATZUAUNITUINITDIMITUAL
sox £ e s NM5UINTTBMNSUALLATRRN UazgUuuL o
ganvvnidedliziu Y N 1AT09AN wazgUuuy
NN9AALNIBNUIALAYY (Organizing) o X oy v
msdndesliaonndasiu
v
YaeUsenaunis ArReanns
A
g o . S . SoNS
VUADUN 2 MsUssgunaueaanuylsznaunIsLas Haans
ASDBNLUUAILA 1nd3vns wethdagyaunaanuuuiaun AukuY (BUUIN)
a o A ASTUIUNTUINITAIAITUAS
ASTUIUNISUSAS TS ASEUIUNITUINITOMNTUALLATOIAN Uae o
o . & 1AT09AN wazgUuuy
AN aeRuLae SULUUIALAIBUIURIALAYY (Organizing) N . X
wazAsasnNLazgULUY 3 S g mMeSaetennusade
1 o o o @ v .,
INATYUNUIALTYS TisRuimnzaunazaseiuaudanis W=Auitldunsgru wiou
(Organizing) Thz3u vasffusznaumsifiziueguandamia gionsldnu (aduirg)
uasUgauasgiion1sldanu ieduduaiy dmiumsnaaosnsld
. . Tudunaudaly
winnzaunaun s luly
1 1
& g SeURTH . NAGWS
N JUNDUN 3 MUl URNsUaZNISNITVIAABY
N msnaaasldinseuIuns Jaidelfzdu ieussiliupnumianzasuas AUITURIEUIUMILIMS
NITWRUN o JszRvE - MMTUAZIATDINY LA
5 I FEANTAINVBINTZUIUNITUINITOINNS
(Development) USN1T9IMTUALLATEIAY e ; uusumsSnsdoun
wazgULUUIAMIENIUIN HAZLATDIANLATFTULUUIAAITUITUIALAY ERCARCE N P—

1489 (Organizing) 1fz3u

(Organizing) TfizduLNagunnianin

unsugu wiaugiionisldeu

Yo o o
wwu@uamﬂwmu

v

v

‘la?umauﬁ 4
NSINBUNINTZUIUNTS
U3n1semnsuaziAdashu
uagzluuuInnIeN
udAABs (Organizing)

TR=3u

mstdlEueaNan1sIdLUAzInaUTY
UjtRnsiitewmeunsgiionnsgu
NSEUIUNTUINTE M SUBZIASDIANLAL
sUuvumsiamIennuiaGes
(Organizing) Iﬁ:ﬁmﬁaqmmwé’wiﬂ
uasugu wigusznaunslfizduuas

' o & v
RUI-ITUNNYIUVDY

s <
NAaANS
o . .
gilan1sldarunisenszau
WINTFUN5IANTTINTA
£ co s d
taealfiziuiiaguaan

JmInuasUgy

ANA 2 YURBUNITAMRUNNTIY
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NAN1539Y

L wamﬁLﬂiwsﬁmisJﬂizé"umwmgwuﬂismumiu%mimmmazLﬂ%"aq?{uﬁm%’uqiﬁa%’m?ﬁyaﬂﬁzﬁu
iieguamimiauasugy TneldinAnnsensydunszuiumsuimsemsuaziadosslumsufoanudls
1AgIu Uszneudie 3 sunou W (1) mawleumsnoumsdndes \Wudwuusnvesmsliuins demasden
UinaiuidanuisdiazenGeuios msdamdfiudd gunsaiuulizewnsmenulfinasgu uamawien
AnmFouvaantinaudiemsusine yadnam qudnvazduyanaiin suddinusiazinundon
Tun1sufumau (2) ﬂﬂiﬂﬁﬂadﬁumiﬁﬂ’ﬁmmiLLazLﬂ%&ﬁlmzwj’mﬂ’ﬁﬁmgﬂﬂ MIBUINIS @S IUAY
\Tesiunutunouiiangaugndes nssdrdunisfulssnueimslieiu gnéldtuauagainauny

v

Usgviulannnsuinms uae (3) MaUfiRnundsiuaanmsinites iuddugarmevesnmsliuinslieiu
Fensnanveunmgnd nsdafugunaninng 4 uagnisvhauagetniiuiidaidediazenniioudos
TABn13eNseduaNAIgIUNTEUIUNITUI NI M IRasLeTashud i ugs Rt Al Rz Suiogunndann
uAsUga AN WA UMSINASTIUMIanAUIaes “anuiidmineens” semsaieuiandila
Tfuniinaudsn nslimnuddgfunisdansanuil e1vs nvuy gunsalng 9 w%awzam'sﬁqﬁué“ﬂwm
i ilelviomsiidsrlazernvasadsdeduilaa mugiunisainannunssninguninuinsgulfsIu
upsUguuAUsznouns TnaidunumislumsensefunasgunsuinmsesuasiniesiulfisIuunsUgs
MUV B AMAINAITUINIT SERVQUAL (Service Quality Model) ¥4 Parasuraman et al. (1998)
NAYBINITNAADINTEUIUNITUTNITO M TUAZIAT0IALTFEIU Monguiamninnisuinig

&

SERVQUAL 1 5 anu lown (1) annanfugusssureantsusms toud anuazenn anuanenuveinsinlfiziu
gunsaiiimsdamdldinasgu mufmsudsneveminnuidswitiedeuuumnpsudoniu ) sunidete
Y9IMIUINT Wiinnudswidvinuradenne finespumsdigndes damaihauovesnsliuing
(3) MameuauasATIFatNT NnMuASIUINTeE195IME nariteTedu uandilauinimaonmstaidos

Yo

(@) mMsasennutulanngSuusnis nineudsnusmMiunsgu danuseuasy siufsguewndvdiuyana

| Yo

Tunsuifaniia 5) msienlalddsuusms wilnnudsnlalauasdnlarmnudsimsvesgnenfiunnuiaides

Y

&

n1sUIMsfeaEBuLdN nadfeusuuazreunu vhlvignénAnaudseiuladenisdaidsd iz du
fofunuanauide adunsvenengul] SERVQUAL ansnsaiamiuazenszfuannsgiunsinnisgsna
TFsduiequamiamiauasdgy Medfnuamuinisiisds 3 du ldun (1) amnudaendefueims
(Food Safety) nsdanisenmsiaiianutasade Jostusunsefivuiouanemsvaewson Ussnou
LazNsIEsHeIMS (2) gudnwazduyana (Personal hygiene) flsunsvsentinauidsmiigvdnuayia
auagunmdnnelianysaludause libulsauaziinnsu foRnulviogluannziivasndeliunsnszane
olsalugiuilaa uay (3) 1InsgIunsuinis (Service Standard) nsfinunLImsgIuN1TUINNSTY
wiineuasinads ensvhauiisaiou dmalignéifnnnuuseiulannnisléuinsliziu lsaunsa
thinaddluaanmnimmsuinsgsiedaisdfeuieaunmimiaunsgy SERVOUAL (Service Quality

Model) §lan 1wl 3
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Determinants of
Service Quality
1. Tangibles
2. Reliability

3. Responsiveness

4. Assurance

5. Empathy — Service Quality

6. Food Safety

1
1
1
1
! 7. Personal hygiene
| 8. Service Standard
1
1

AT 3 ANAINNITUINITTINIIABLAEIWNRaUn T IinuAsUTY

Ya v v

(M3: 3TedinuUam1a1n Parasuraman et al., 1998)

ayunamsUssdluAuNINIIATEIUNITUI NS SHAEIAT BN S UTSRATARe v Auiagun W

JadauasUgudmsundnaudsn awsaunuiegluseduuniian (X = 4.50, S.D. = 0.63) Wefiasan

6 = [

Dusedu wudn wilnaudsiiinswisumsieumsdadedfziu eglussdviniign (X = 4.58, S.D. = 0.60)

v [
£ a a

seealaun dn1sufuindsduanauindeddsiu egluseduuinian (X = 4.53, S.D. = 0.62) uazd

nsufURnuuIMsemsiasiaseRulizau agluseduuin (X = 4.40, S.D. = 0.67) Auady

2. HamTessvmsiaugUkuuMsdawtsnnuIndedfeiuunsUgunlamnsgm demsussandly
WUIAANO Y AMAINNITUTATS SERVQUAL (Service Quality Model) ¥84 Parasuraman et al. (1998)
wfunanIdeauinguszasdten 1 lnelisuwuunmsdnwsounuiabeddsiunlauinsgiu 2 suuuy

Loun guuuun 1 msdmdesdulonafivey iWunisdmaeddziuvrwindnifuinsgiunszuiunisuinis

A =

PINTUAZATOWY FeaunsaenseAunsTAEeizuuuInian warFULUUT 2 MITRMUEBIUUATUINAS

&

Junisdndeddzivvunlngfidusznaunistizduliuinisnisdadesiuunsuies dnsdmnseu

N13U3NN9619 9 NNBUANDIANINGNAABINIT 817U N1sTananlil N1sTaLadl uas @ 1@ee n13UTN13
doamm $uAUNITEIUNTEUIUNTUINITo NI LAY AT RN Beanansnensedunsiadedlizuuuasy
299314 dofunuanaitefiamsasnsedunisiaifedisuiioquindaninuasUsuuuuasuisasi
sy ansndldduamsiaungsiadadedfzulisrauaudida Usznoudetadedidy
6 Usgn1s Ll (1) anudasndaunasanrinislnsuin1sveseImis (Food Safety and Nutrition) faensly

[ a

npAundaunnuazUaendy Usenoua1msiiunggu aseswassayia dnuaimialaguinis vinl

9

duslaalasuanudasndeainnisuilanemisiaziu (2) aveurdediuiivesdliuinis (Personal

v

Hysgiene) fdufaenmsiinisguaguainsanenuedliuduse sgluanmzivasndeliunsnszaeielsa
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Ldguslan sautansdanisianaunsaliniasiloniedldeng q fazeindasnde (3) nseuiunsliuinisd

(%

1A11m351u (Standard Service Process) A3835N154asTUADUUBINITINEEIBIMSTANINTFIU NN

v

AU URnueg1gneies (4) wuiAnnsialdeadeainaasse (Creative Catering Concept) g5 LaUD

& o A =

N139n91aeLAEIUNNBUANDIAUADINITVRINNITANUTIBYAAS IN15TREesIuadEnILNTUAnTe

1%
[ v =

nszuaton PNfnsUiumsliuimsiiaisauazanauis anudasadeliiugndn (5) flusnsdmaes
WUUATUNAT (One Stop Provider) éﬂi%ﬂ@Uﬂ’liU%ﬁJﬁ’Jﬁ’wmiLﬂwﬂﬁU%mi{fﬂLgﬁNLL‘U‘Uﬂi‘U’Nﬁ]i AIUNITUINTS
asuauiliisafigsiadnidodfiedu uag (6) mildunanvesudodsauoouladlunndfengutmung
(Social Media Platform) fensleiduaiiieifudonarsnisaunuiseninausznounisliizIunazgnin

lngnss Beanunsatnaiidunanisenseaunsinifedizduioguamdmiauasugy danni 4

AdWUASONYIIA:ACUAINY
Tngumszovoms

/

Social Media Platform

mstaiwanuesudeduauoaulau £ ArounlyddUAdZOVGIRUSMS
TunisiivnquIithrug 55
| P
h 'u) \ Stondard Service Process
QIRUSMSTQIRDVILUASUIYS ns:uoumstUsSMSATALasgU

N\

IIUDAONSTQIRLIBIAS WASSF

i 4 laman1senseaunsIniaedlizJuiioguamdsminuasugy

(flann: {330, 2565)

asumsusziliuaaningUuuunsdamsenaudnibedfziuiiegunmmniauasugy Amsiu
wudeglusgdivunn (X = 4.42, S.D. = 0.70) Wiefiarsandusiedenui tussuluiudnnueglussduun
(X = 4.48, S.D. = 0.67) s03a3ulaun Tunaulunisldusnisiisdu egluseduun (X = 4.43,S.D. = 0.67)

warduneuMsUINIUaIILaUAY agluseiuunn (X = 4.36, S.D. = 0.75) MUy

aAuTENa

1. 91ARAMIANYY NUIMTRAIINSEUINNSUTM T IS IazLATe AT lFMSg L Usznoude
ANNNATUIMS 5 Fu T (1) arandugusssuesnsuinns (Tangible) (2) mnslindle ansnidedie
294n15U3N13 (Reliability) (3) N15oUALBIAILFBIN1S (Responsiveness) (4) N15assaruiulaun
{¥UU3n13 (Assurance) wae (5) mateTlaldi3uuinng (Empathy) FsdenndosfiuuuiAnuasnguiannm
A1919AU3A15 SERVQUAL 403 Parasuraman et al. (1998) uaza@onAaodnui1uIduves Zhang and Wei

(2018) wag ARLANDA and SUROSO (2018) Wui1 A nn1susnsilkaisienuiianelavesgnen dawasie
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N3TRTIMIBNINAULIIUINT AUANAYEINAT Wazdenndasiu Thongyam (2017) NINE1YINAMAIN

= o w

nsusmadueiesdieddglunisuimsdanis eligsivauisadiunienisusnmsndaunniffiaauas

o 3 q

[

a¥emnufianelafidsunngiuuing defunuanaAdedadunisvenovgui] SERVQUAL iy 3 fu
loun (1) Anudaensdeniuenms (Food Safety) (2) gudnuagaiuyana (Personal hygiene) uag (3) 1esgu
NM3U3N13 (Service Standard) denAdasiunan1TITEuU1IdIUBY Ramseook-Munhurrun (2012) fiwuin
msfudpuamnsuinisveshuemnsluluneifea (Mauritius) iflesduszneuvesnmummuazeudedio
lAu99819115 (Food Quality-Reliability) uazapnnassiuinuide Dangkhaw et al. (2018) lngnui181913
Uasndgagduiuslagnsatumsdanismunisguiiviaemsivignardnene Lavaenndodiuaideves
Pratum (2019) uag Suthamkosol (2015) finuinyaainsuazwiinauuinslizdu dnnsusdanieazen
funsgrulunsuinig asfunsaisauduasmsdsuouysraunsallisuglduimslizauld fedonuide
doglugasaniunisnilain-19 Tedesiunsnisaudasa fodruyaaavosdliuinig aoandosiy
Kunchornsiimongkol (2020) #ind13iaunmnnsliuinisitisadestunisiuasnislaina-19 agais
AanuianalalvignAglduinis A1en1sUTuUTIAMAINAITUINIG NMTHNBUTUNINTTIUATITUINNT Uag
masnAvvesemsuazaveunsisfidvemiinauazilignilindalunslduinisidunn

3. IHaNISAN nudgULuumsdaFenaudaiedfrIuilduinsgiu 2 sUuuu Tdud nmsda
Geslulanmaiiay wagnsdanudsuuunsuass lnefuseneumslfsdulimsdamioumsuinisiiay
Fudu 9 mugnAdess SrfunsEuILMsUIMIE NIz psRsTldNRsgIL WlereuaLBILFDINS

v
= a [ a

Ye3gnAAIINTUINIATUAUTIAEIAIgsAadaiandlAzIu aonadesfuanuidsues Chemchamrus (2013)
wuhiusznaumsssiadnidediiziu dnsaseamuundlignéaula femiuanusauinnuibes
wuuAsUasl dedunuanauite awnsaensedunsiadediziuieguaindimiauasusuuuuasy
2957 ldunsgIu Ysgnousedadeddn 6 Usenns Tiun (1) anadaesnfenazamamalasuinisves
8115 (Food Safety and Nutrition) (2) aveundudiuiivesliu3inis (Personal Hygiene) (3) N3¥UIUNNT
Tou3n5tléunmsgiu (Standard Service Process) (4) uuaAnnsdnidsadasnaassd (Creative Catering
Concept) (5) {l#uinsdniasauuUATUIT (One Stop Provider) waw (6) msldunanmosudedsausaula
Tun1sidrdanguitivine (Social Media Platform) @enadesfiuauidsves Thongpudsa (2018) Aind1in
nsusInsinissiasiinsuinissng 4 seulandarudesnisvesgnd TdamsnvauaLUIMS
Togluseiuiildunnsgruetsainane Wunadluszezoniladuayuiazdaasalitsneunisgsiadn
doUszauanudniols uaraenndesiuauiveves Chapradit and Jadesadalug (2015) n&1971
FusznaunslfrTuaiannuldiuTounsnsutstu feaunmuazu3nisia AevaussANfeInITYes

v o

gnf nFaiilsvesgsiauaziiulalassezend

Y
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LRIGHGITE
1. Fawauauuzlunisiwaideluly
HusznaumslizdumsiianudAyiuanulasndenuerms guanvaedinunnauaInineu
uazaasgIuMsuIng Weidunisensedunuammsuimslfsduunsuglvguilaainnnishila foela
wazdinAulaliuinig Suhlugnisadreneldfiutu waendsiuindoursugiavesiminunsususoly
2. Farausuurlun1iduadedaly
mﬁﬂmLLu'gw’mﬂmé’l’sﬁﬁwaﬁiaﬂ’rwﬂ'ssé'fummgfmmﬁmmiqiﬁﬁ]é’]’mLgmié”z%ul,ﬁaqﬁumwé’wﬂfm

uasUgy dialdunsmaunudanisgsiadadedlfzduliszaunudndoedadsdula
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Abstract

The objective of this research is to develop and examine a causal relationship model. Also,
it examines the direct effect, Indirect effect, and total effect between information quality,
information credibility, information usefulness, purchase intention, and forwarding information on
green products via electronic word- of-mouth communication in Thailand. The researcher used
quantitative research and collected data by distributing questionnaires via green products online
channels such as Facebook, YouTube, and Instagram platforms, which obtained data from 400
samples. Structural equation analysis from the structural equation model was consistent with the
empirical research. The results of the hypothesis test found that information quality, information
credibility, and information usefulness affect purchase intention and forwarding information about
green products, which is significant at the 0.05 level. Moreover, information quality and information
credibility have a direct effect on information usefulness and have an indirect effect on purchase
intention and information forwarding. It was also found that information quality and information
credibility have different effects on information usefulness, which depends on situations and study
topics. In terms of green product information from electronic word- of-mouth communication in
Thailand, it was found that information credibility affects information usefulness more than

information quality.

Keywords: Electronic Word-of-Mouth, Information Quality, Information Credibility, Information

Usefulness, Forwarding Information, Purchase Intentions
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wihffu 0.980 wazdien AVE Wiy 0.941 aawdslade (PI) fie CR. ity 0.945 wazdien AVE wirfu 0.775
NnnanssREsumaNIdeiureedesilafildlunisiiueyadsldundomanulunuuasuaumuin
A1 Composite Reliability aefluzaa 0.862 s 0.980 Fafioindusziviivensuldnuinasinisasaniig
denndssnelureaniesile uonanildinisanagoudmiudismsaduaiiou (Convergent Validity)
TnensiwanaiauwsUsuiianaldiade (Average Variance Exacted) wie AVE Tnedn AVE vadusas
faudsudsiuoglugag 0.609 83 0.941 Gendafidngandn 0.50 aunasidewanslifiunisiafauysi
WUz dd (Fornell and Larcker, 1981)

N153ATIENIAUTENBULTIB UG (Confirmatory Factor Analysis: CFA) §33glavinnsnsiaey
AudanndasrasiLuualNslassaisitadaduiudoyadsednstsldnansmagoudinunauniy
ﬁﬂﬁi@lﬂﬁl CMIN/df = 4.034, GFI = 0.848, NFI = 0.920, RFl = 0.908, IFI = 0.938, TLI = 0.929, CFl = 0.938
uaw RMSEA = 0.087 aum13afl 1 Sswuiriuvuaunslassadeiiadaduduiinnuaenadasiudoya
WBeusgdnwmunast (Loo and Thorpe, 2000; Cheng, 2011; Bentler, 1999; Marsh et al., 2004) vinlwla

MuvaunMslassasenuiuuseanysaluaianng 2
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M990 1 KamesiziesAuseneudisiuduresiiuuuaunsiasaindalauaenadesiuteys

\WeUsEIng
AUY NANSNAEDU nausifisausule 91999
CMIN/df 4.034 Hounin 5 Loo and Thorpe, 2000

GFI 0.848 INNIIUTBLIAU 0.8 Cheng, 2011

NFI 0.920 1NNAINSBLYINAY 0.9 Bentler, 1999

RFI 0.908 NI OLINAY 0.9 Bentler, 1999

IFI 0.938 1NNAINSBLYINAY 0.9 Bentler, 1999

TL 0.929 NI OLINAY 0.9 Bentler, 1999

CFI 0.938 1INNIMIBNIAU 0.9 Bentler, 1999
RMSEA 0.087 Hoandn 0.09 Marsh et al., 2004

[m}[nz][ﬂa]

\\\ //

// \\ ::%{,2 A

PI3 PI4

AN 2 uanfIkUUANMSIATeEiaBnSnaTasRMuN NLATANNU BN YRR
ynmsdeansuuuiindednnmedidnnsedind sensdsredeyandaduiiiiodindey

wazanuslagendnsiueiiiodanindeunuiul auysali

(%

Aaianalun1ng 2 s 1Q fie AunIMYastaya IC Ae ANNUWeliavatlaya IU Ao Uselewl

Yostaya Fl Ao n1sdwiatoya uaz Pl As AunAslade

HANTIATIAULFTIY WUT1 “AuNAgIUNEITen 1 aunmvesleyadmasieysslovivesdoya”

9

HANIINAFDUNUIN sauSuauuAgIunsedutdedAgynieada 0.05 lnedardminUadeivindu 0.09
“auufguauiden 2 anudiveiievesteyadinadeUsylevivesteya” nan1MAaaUNUIN BBUTY

auufgIuNsEAutsdAyneats 0.05 Tnelaumunladenindu 0.90 “anufgiunuisen 3 Usslevives

[

Teyadanonisdeiadeya” an1IMAdeUNUIN sausuaNAgIuNTEAUtEd1Ayn1saia 0.05 lngdlen

Wwtintadewiniu 0.50 “aunfgiuauidden 4 Ussleviveslayadmasenusilade” nanismegeunui

'
=

gouuanufgunszaviuddgnieada 0.05 lnelldumvdndadewindu 0.59 “auuigiuanuiden 5
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AN MYBIteYadINafan 1 sdwatayalagsuUsyleviveatoya” nan1snaaeUNUIN vauSUaNNRZIUN
seautydAtynsatia 0.05 Inefiadwdndadewiifiu 0.043 “auuguanidden 6 aAnuueiovesteya

[

dsnasensdsietoya Ineruuszloviveadeya” nammaaounui sensuamAgiisysudodidama
ad 0.05 lnefiatmdniladowiu 0.452 “auufgiuanuided 7 gunmvesdoyadmararudilade
Tngsiuuszloviivestoya” nan1smageunuin seusuaunigiufisziulodifynieada 0.05 Tnedan
dtindadewindu 0.051 “auniigiuauifed 8 muindeievesdeyadwasionnudilado TagHau
Uselemivasdaya” nanamnaeunut seufuauufgiuiisefutoddymnaada 0.05 nefldmindad
Wi 0.530

somfiTeldinmslinsgidunadvinassrisul st lnefduusauninvestoya (1Q),
arindeiiovestoya (C), Usslomivestoya (U), msdwiadoua (F), avusilado (P) nan1sinsizi

Jausls Aamisen 1

A157199 1 LARINANITIATIZAEUN19BNENE (Path Analysis)

Path Analysis Direct Effect Indirect Effect Total Effect R-Square
Q->1U 0.086 - 0.086
0.82
IC->1U 0.900 - 0.900
U -> Fl 0.503 - 0.503
IQ -> U -> FI - 0.043 0.043 0.25
IC ->1U -> FI - 0.452 0.452
U -> Pl 0.589 - 0.589
Q ->1U -> Pl - 0.051 0.051 0.35
IC->1U-> Pl - 0.530 0.530
anUsena

NANTSIVEIINNISANEIIATIZNDIAUTENDULTITUTU WU AILUUAUNITIASIAS1NEIFUES19TY

i
MnMIUmIsIanssNtuiinnuaenadesiudoyadsiseindegluinmueid uagainuanimaaey
auufgruiifeannsoaguldfineasdearolud

1 fudsnmummuestoyatunuiddvinadoustlovinesdoya iesanaunimuesteyadsuasie
nsliutindalavesiuslne minfuslaaldsudoyaiiieadestuauduaruinisiinuesidaulasgiu

£

fuilnavvinsUssiiudoyawaduifinuniteswonield Tasdssifiuain daianss Sauanysal
vosyndoya fimosuisuazteyasnads Wudeyaiiunmandeiianan fanudutlhgtuiuaiomomente
nsldann uarlinsdansesdusznavseation msdisds suuvvresmadeuiidladne mnwuirdeyed
auawanwe guilanaziodinfudoyaiiiiussloviuaziluldlulsenounisdnduls deaenndaafiv

NUATEves Yeap Joshua and Ramayah (2014) lsivinns@inundsunaslesudidnnselind (eWOM) Nfuslna
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oA A Yo v A o’ v a ¢ ° v a a @ awv
AueiauInwe Kiuteyasvieinluteyaniivssleviuavinluldluuseneunmsindula Snvianuide
atuil filadnwdsusunvesdoyandndusiiieduindenainnisdearsuuuiindeurnnisdidnnsetindly
Uszimalng nudl AruiieievestayadinaneUsslovivestayaluseduiiginiinuninvesdoya

F9a9nARD9 ULV Chung Han and Koo (2015) 1MU31 AMAINYBITaLaLazALLLERN0Y9

=Y
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q

(%
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£
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[
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Abstract

This research aims to (1) investigate the political role of local politicians in flood
management, (2) investigate the relationship between local politicians' values and flood
management, and (3) investigate the cooperation and conflicts that occur during management. The
qualitative research approach was employed using the techniques of documentary analysis and
in-depth interviews. Data were collected from a survey form for the confirmation of data
triangulation. The political roles of local politicians in flood management were directly related to
an awareness of responsibility as representatives of the people from the election. The results find
that local politicians’ roles consisted of assisting in urgent situations and coordinating with local
administrative organizations in the areas and at a provincial level to request budget, equipment,
staffing, and vehicles to prevent flooding in the areas and drain water. The political values
correlated with the roles were economic value, faith value, and knowledge value, respectively. The
conflicts consisted of conflicts in the areas, conflicts between areas of local administrative
organizations in the provinces, and conflicts in the areas of connecting provinces. Local politicians
were leaders in the talks and negotiations to foster understanding and coordinate with the local

administrative organizations, the governing section of districts, provinces, and related agencies.

Keywords: Flood, Local Politician, Cooperation, Conflict
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Abstract

This study aimed to (1) investigate the Thai nation-state in different contexts, including
history, economic, and socio-cultural aspects in terms of the struggle of Karen in Phetchaburi, 2524
BC. — 2561 BC. Next (2), to explore the struggle of Karen against the laws, community rights, and
identical culture. This study is qualitative research, and the data are collected using important
documents, observation, in-depth interviews with key persons, and a group of 30 informants.
The findings are as follows: (1) Regarding the contexts of the Thai nation-state in history, economic
and socio-culture aspects through the strugele of the Karen, the Thai nation-state employed
monopolistic centralization with Karen through four capitals, including physical capital, economic
capital, informative capital, and symbolic capital. However, Karen people were capable of adapting
to such circumstances, and the Thai nation-state gave them the opportunities to call for. Moreover,
researchers found, (2) their struggle for indemnity was successful regarding the struggle of Karen
against laws, community rights, and identical culture to create identity in the context of the Thai
nation-state. Such a successful strugsle was under pressure from the key mainstays, including
Grandpa Kor-le, spiritual leader master Pod, and Billy, contributing to mobilizing the resources for
their struggle. Once such resources were sufficient and the political opportunity structure was
matured, Karen sued national park officials with full support from many different organizations.
Moreover, the loss of Billy led them to struggle against community rights. Struggling against culture
was also successful, and the Karen community has become a cultural tourist attraction and a

significant landmark in Kang Krachan, Phetchaburi.

Keywords: Struggsle, Karenni, Thai State
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Abstract

This research aims to study (1) factors affecting the emergence of farmer groups, (2) the
political networks of farmer groups, and (3) the politics of farmer groups in the eastern suburbs of
Bangkok using analytical research. The qualitative research consisted of in-depth interviews with 17
farmer group leaders and group members and document data analysis. The results of the research
include factors affecting the emergence of farmer groups in the eastern suburbs of Bangkok,
including (1) economic factors in terms of decreased income, lack of liquidity for households, and
higher input costs but lower output prices, thus being an adjustment for survival, (2) support from
government agencies in areas under operation according to government policy, and (3) economic
development of farmer groups to gain strength, especially the establishment of community
enterprise groups. Both formal and informal gatherings characterize the political networks of farmer
groups. Formal networks result from operations under the rules and regulations of the district
authority responsible for the area. The group’s activities will be following the rules and the staff’s
project support. The politics of agricultural groups in the eastern suburbs of Bangkok result from
transforming agricultural areas into housing development communities and the community
economy into an industrial economy. The integration of farmer groups is not the result of the
farmers’ initiative. Still, it arises mainly because of economic benefits such as survival together with
the encouragement and support of the Agricultural Office Area 1, Department of Agricultural
Extension and Cooperatives, Ministry of Agriculture and Cooperatives, and the Bangkok District
Office, which has responsibilities under the driving force of government policies and projects such
as large plot farmer project of community enterprise group. The conditions for agricultural groups
to operate according to the requirements of the government and government agencies indicate
the use of politics as a tool for negotiating to obtain projects and budgets from government

agencies, which is the primary goal of grouping together.

Key words: Political Environments, Political Network, Farmer
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Abstract

The purposes of this research were to (1) study the importance of integrated marketing
communications of beauty clinics in Thailand (2) study the effects of integrated marketing
communications on beauty clinics in Thailand influencing the deciding factors for choosing beauty
clinic services of consumers. A sample of 390 people nationwide was selected by multi-stage
sampling. The tool used in the study was a questionnaire. Data were analyzed by descriptive statistics
including percentage, mean, and standard deviation, and inferential statistics by multiple regression
analysis. The research found that integrated marketing communications had the highest overall level
of importance with an average of 4.28 when considering each aspect that had the highest level of
importance as follows: the advertising, the mean is equal to 4.41. Word of mouth communication
has the mean of 4.36. Advertising has the highest mean as 4.34. Sales Promotion has an average of
4.26. Event Marketing has the mean of 4.25, which has the most important level in all aspects. As
for the decision factors, has the mean of 4.44, has the highest level of importance. The results of
the analysis of integrated marketing communications that affect the decision to use the service. It was
found that integrated marketing communication advertising (B = 0.206), public relations (B = 0.240),
and word-of-mouth communication (B = 0.362), had a statistically significant effect .05 on decision
to use the beauty clinic of Generation Y-Z. The event marketing (B = -0.013), and a sales promotion

(B = 0.95), did not affect the decision to use the beauty clinic of Generation Y-Z.

Keywords: Integrated Marketing Communication, Decision Making, Beauty Clinic
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Abstract

The objectives of this research were (1) to study the development of Social Credit in China,
(2) to study Social Credit in China nowadays, and (3) to present the model that will be applied in
Thailand based on actual possibility. The research method is documentary research, which is
conducted by gathering information and using various documents to review the content of social
innovation and, finally, propose a model of social credit that will be applied in Thailand. The criteria
for choosing documents are (1) Authenticity, (2) Credibility, (3) Representativeness, and (4) Meaning.
The researcher proceeds with the document review by managing the documents with the narrative
procedure and assessment quality comprising 20 Thai and 10 foreign language literature. The summary
of the literature percentage is as follows: (1) Literature for Social Credit Development is 6 items
(20%), (2) Literature for Learning Impact of Social Credit has 5 items (16.67%), (3) Literature for Cause
and Effect for Solving Social Credit Problems has 5 items (16.67%), (4) Literature for Training
Development has 4 items (13.33%), and (5) The literature for Paradigm Thinking to apply for Social
Credit in Thailand is 10 items (33.33 %). The researcher presents the model of the Social Credit
System which will be used in the context of Learning Dynamic in Thailand are (1) Core Responsible
Organization, (2) Registration System, (3) Organized Training, (4) Standard Setting under good
governance guidelines, (5) Giving Rewards in terms of Social Credit Score, (6) Annual Evaluation, and

(7) Sustainable Development for social tranquility.

Keywords: Social Innovation, Social Credit, Learning
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Love and belonging
Varmity, irendship, CommMIIty
Safety needs
personal security, heaith, employment

ANT 2 LEAIEIAUTUAINABINS (Maslow’s Hierarchy of Needs)

(‘17‘||m: Chapman, 2007)

NQEN1eUIANTIU (Innovation)
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5. WefnwuuiAn Ukuy evnvesnsaduuamaazmsUszgndliludssmelng 10 33.33

374 30 100
I ERETG

neifonSatiideldvin e Tiuardansigi auinguszasdlumsidefsfuuinnssudea:
MsfnuszUUIAsARMNIEsAL (Social Credit System: SCS) Tuuszinaduilonaianisiousluussinelne
Tasmsnunuteyauszneumemgnsailusinuar tagtuvesszuuiasinmedanslulszmeadu ilothen
fanuianssudeuiiiunlflunsufiRnunussuuasismedsay TuuTunvesdaulng n1siesesiann
ﬁmwiummﬁmﬂﬁuﬁu q 3alu 1 nasuflansydrfgynioUssiiuluingussasdvesnisdideuinnit 1 4o

iRdedahanseddnriseussiuluingUsvarveinsidewu q vessasnany udanguld 5 Ussibu

INYIGYUIRNNSSUIIA-NISIANIS UHIONEIGISIsnnaouguun
126



91saMsusANSsUIIazNISIANS UA 8 aUUR 2 (NSNQ1AU-SUIAL 2566)

1. tionsAnwiuuaAn sULLY omvesmsadauuamauazmsUssgnaldlulsemelne nmawan
sULUUTBsTEULIASARMSdsny (Social Credit Systemn: SCS) Tuussmalneidunszuiunsiidudeunasdos
finsunshenuseunsy Lesaniinansznusiedinuuazyanalulszina nsAnwiuuddn sULUU uaz
mawasmanadanudlaludenifeatsuumsmusmiieninvainuanemiisnulunisutsiiuuag
dsiutoyaifiensansuaraunumninssuremaiios MsiaussuuAsAndsauty Fasendelassadig
vaumalulaglunissusiuduiindeyadiuii Yayanginssuvesnaiiiesuarasdans nstuiinteya
waAnssunsdannvesmaduiuiiniadunalalunislidvsusslond duvdngruifuduinssuuiiihunld
Tudszmaduiimnuimiidusgisnn wigninndinsalanumewesemanzfunn luSoweanis
munslinaidiosuaninisnseyhidondunufuasnisnssyindussiundmausslonivarataussems
wAnailod mzaﬁﬁwawaLﬁuﬂﬁ%mﬁia@mmmaﬂmﬁaaLLaﬁwuﬁiimaamﬁumﬂﬁmwﬁﬂﬁammé’wé’fqyum
avSuaziasnnveanaiieadudidey (Kasl, 2019; Kostka, 2019)

2. WlofnwiannnsvesszuuiasAnmsdsay Sguiadufinnsdiuunuazuisssianvosnguend
wzdeagnusziliunmeliszuuiasindsanuvsennidu 2 nqundn nguusn Ao msuszdvlunsaidu
Uszrrruimlunieniaussrvu (Individuals) wagnsussidulunsdiiduesdnsningsia (Enterprises)
Feuszrmuusaznguiuaeiidadelunsfinsanazuuunionsindseuludnuusfiunndatu Ae n1si
Ussrvuazrosdigssuunsivazuunlugunuureunsindiny uazgnsiuniudeyauwasngingsy diuyana
MnmafsuazmAenvuUsEmaly 3 fuvdn loud fudsan funsldane uazduosulal nguil 2
msUszidulunsdiiduesdnsningsia (Enterprises) Ao MsfinagsAaazsdondingszuumslrazuuily
sUnUUvanATAndaAY Teludauvetesinsiinang fouluunuvesnidu uaresdnsfiaansidouluuuves
YIIAIYIF s?iaflﬁaﬁwé’iyﬁﬁ]ﬂﬂumiﬁﬁmm’mLLuuLmaméﬁﬂmaamﬂﬁauqiﬁﬁ]ﬁu%gqLﬁulﬂﬁwqaﬂiiu
19 9 WU n1saziiiangvune warn1sudiniuuleuiesy lneagenededeyaninaniainsieaudsednd
113915808 warANUTENgAYEINTNIULAZEUTNIT N15UTEIEUINNGANTIULAYNIINTEYIRANE
Awandon Tawdgunmaudiuaruinig Yades 2 nduil Tuadensiannszuuasinmedsauduogng
wn nshanudiladeafuitauinsesssuuilunsinyiiaunsssuuiesinmedsauazdislu
nsfnuluswinislunisuszendldle

3. Wlefnwianivg nansznu uazisnsudledgmuesszuuiasinmedany msthszuuiasAnma
&sAu (Social Credit System: SCS) 1UfuRtuazdmansEnuRenasfurosdsauuazyana k1LY
yieruauTueguiE N iunwarszuuiildou wu maadeemudefouaseuiuinseudumsasng
Anufuiinvoulazuansdsnufianelangseifovnazdany fldeuensusunginssuvesnuiiiofnu
aranindeieluszsuuil msaduanudmaulungingsy msdnfuioyauastssiunginssuannsodely
AudaulungAnssuvesuarawazedfnsla e1atisanmulivineuasnsidungszdeu Mafiansan
AngndiBslarANNgAsIINaEdesinalniidaau msussiuanugniesesteyaifudsddyiiotesiy
aulaidusssn anandudiudivesnsinuvmiuduuazamnudnaiinfumiuduasestoya esand
nsagvieuteyadiuyanalarUszIAn1sngAnssudiuynna Hademand aztelfmsinvanuindede

o

vesszvutasAamsdsnsdudsdrfglunstissuuiiss@nsnmuazaiunsaadrennulingdaludsaula

INYIGYUIRNNSSUIIA-NISIANIS UHIONEIGISIsnnaouguun
127



91saMsusANSsUIIazNISIANS UA 8 aUUR 2 (NSNQ1AU-SUIAL 2566)

og1ailUsEAnsnnLaznTInuegegn Feadestunansznusieanudsauaznsiioradueiesdielunisne
Thandamlunends Fsoratelunsianisuasdosiuamiluszuuly

4. \lomstaunisnsdneusunisiioud lunsiaundnoamuazmsuszendldluussmelne oy
Fululs vndimsfinsanuasufuiaaavdnnsuazngraneiiiedeaduegnsi uazgnianlfifleaivayy
nsiauImedsautasiasegialulssina eg1alsinueisiiniansaasunazaruauitofnwiauiy
duduaraulasadevesdeyavesisyrivu waziinsalaiannulusssunazanugisssulunisld

101ANTLUULATAANIIEIAY

¥ ]

asulidn szuuasinnedaaniiiuuuuutsiinansenuieanududiudiuas doyadiuyanates

(% o

Usgawu nisdaustaznisaiunisszuuiasianisdiaudndudesdnisfiansaiedissounauiiie
AumsasdnsuazanududiivesUszvisu wenanidsfesdianulusdanazaulusslalunszuiunis

A TIUUVBITEUUASAANIFIANMEUAY Watasdunisazilindnsiazanududiudlivesusesnvy

I3

Jasiunisldteyadiuyanalumeiilimunzay dddemamaluladuazesdnsiidosmiansan welvissuy

a

wsAnnedeauiusEavsnm feUstlevdmsseinse s amsmunadeyaignisaaznistesiunisiilva

)
foyafiorafiatuluszuy
nsfaunssuuasinmsdsanluussmalnefiuunliuiarannsotuiwunsdelfuddes fifnu
wannsvangrunsauiuduiinazanuvasnfevesdoyassnaasininiteysylovtivessyanvulu
Usgine Bunmadsuslamsdsauluiiuiidn 4 adeanusuiielunmstmussniteniadguasyusu
ImaﬁumﬂmimﬁsuLLUaaﬁugm Lo (1) ﬂ’rsLU?{sJuLLUaﬂuﬂ%’aGauLLassqmu (2) mawasuwdasluszuy
Wiswgnawarn1sUsEnavanInluguyu (3) nMadsunlasaovduinlassnisiaunseninssema uay
(4) Yszfiunansenuanmswisuwlasnmendsannsiilassnsdiluiau TneusyfiuanUsediusing 9
finansznusensasuulamnedinuesndls wu adymnisusznevendniuiuneudnuiesulyie

Tugnsuiiuunldugudmseanas Miannulivasndelunmsléidumamisaunaumnniu viseianiswasuwlas

wnnzesegia uidnndaruduldluiiamaiiu vienfvu vieonvvzdamansevuluniafiugas

nsAnwszuuAshnnesdnululssmaluiiontsussendlaludsendlne nelinesdninuilng

WEITUTEUUATAANIIEIAY N1SANEISEUUASAnNIadaanlulsemeduazdrglmindvnnisiotnladauunan

¥
=< a

PANNIT NISOBNLUY kAENITANIUIUYBITEUUATARNIIAIANDEN9ANTIT9UY bans1uiaten Iavdy way

uniFeuanmsthszuuiasassdsausnldlulsemaiu Jsenadivardansaihludssgndldifosiau
ssuuiasinmadeanludszmadu 4 1§ anufvandastigliinisnisausaimuissuuiesinmaden
Tutsznalnglidueged

Snvadidmaliifinauaneaineassd uinnssufifimsiannesdeessteliAniniodiofias
anansnthsnlazuuuadefionsdsauvesUssnauludsnulngaonadosiuuiunvesuszmalng

a o

NnszuuNsiiuguasTuuAsinndnundussavsain nmsandymenvgynssy msdaasuanusuinvey

odinu NsensEAUAMAINTInveUsyIvu nesdauslntuazuTanssudenlnl q fanunsanluld

wadsnulneglaogreduse@nsan

INYIGYUIRNNSSUIIA-NISIANIS UHIONEIGISIsnnaouguun
128



91saMsusANSsUIIazNISIANS UA 8 aUUR 2 (NSNQ1AU-SUIAL 2566)

NNNsANYITTUNTIUINEITRY {ITelafnyissanssulaensidedaenas wuagldvinnsimsen
duasent anusudeuiignaes Javeriaus Model Tunaun15vu Social Credit System: SCS tienain

nsiseuslulsemelng dadl

Stage 1

KUd8VIUKEARSURABDU

Stage 2

avn:fguuuuaiasty

Stage 3

YamMsausy

Stage 7

mswawagodation
wiatRiAaANUEvEU

Qh‘

ﬂ Social Credit

System
Stage 4
vaspunazagnauriiunisussiou
WiamsTRA:UUUEEESSSU

Stage 6

msUszounn 10

Stage 5

mistksv3atusduuuyavmsiinzuuu

M9 4 Model Tunaun1svina1u Social Credit System: SCS an1sUszandliluuszmealne
(M37: 6338)

v

FumeuriinuszgndlutsznalyeFunin (1) mhsnundniisuiisgey n1sdakslimisanums
masy uifuiaveuuazlitinnudunans Wumhesnudassfiannsalunsdndulalunsudmsau wu
nszMTIMsRmLdInsLaT A Liunse s (W) NSeNIsTmusTN NsEnImIalng u3e NTENI
Adfailorsugiauazdinn (2) amsdouuvalingla madaszuunsamedoulagliamedouvainsla
GennuantRnd Ay udenduUszevu dyudlne orgdus 20 Tdu (Ussaiifiane) (3) Msdaniseusy
mslsirmduasianinueiensiduiislidulumsnasgrumnmeesssuuesimmadeas Tnensadg
ussgslashensliisnsda (@) msgrusazngnasilunsyssiiuiionslrinsuuuogisgfsssy dosdinasid
Avualiogrstaiau Danndisssssusjaduienniissssalunsliaziug Sanudandgu fiansaneiy
uANFN9TEIINsyARALAT T8I UTULIUMBEuSInannvane (5) mslvnetalusuuuuvesmsivnzuun 1oy
msluidends frugsia W mavidamAaiiensiannluguu fudsey W msidsenan (6) msUseidu
ngunasiLazgUkuUnseusIyn 1 U ilelfaenndesfuuunuesdanuseusiu Usznause nsies 537
war deny Leduaiuszuuinsanniadennliiianudsdu waz (7) naauiegisseiilos Sustainable
Development Goals (SDG) Ingnsiaunszduyuwuriosiudeidoslugnmsimuissuuressemaliussg

nadnsonuuunglaeg1eiused@nsna

VOLEUDLLUY

1. Fawauauuzlunisimaideluly
1.1 MmyUssyndldsyuuinsianedenuludsswelneasyadudaasunisiaundauinlingg

iliiAnviruaRfIuay N139alATINISENaUIULENITRRLIINBENUgIU FRB1a7 AUUSENGRTIA 319N

whedn q melulssmalazasy 9 smunszuulininsunanniuy

INYIGYUIRNNSSUIIA-NISIANIS UHIONEIGISIsnnaouguun
129



91saMsusANSsUIIazNISIANS UA 8 aUUR 2 (NSNQ1AU-SUIAL 2566)

1.2 usegslalunmisuansngAnssudeuanaisesiinanouunuiiozlidsnansenusodnstu
fuguvesiy mstdnuundudazuunlumsheud vienanuumuuudusuling asouata guvu
waredAns datdunisasienalnlunsedsiuiuresruludeny

1.3 myUszgndldszuuinsiamsdennlulssmelve Sududeddinnuddgiudssinungrneg
anududiuypnauazaulasndevedfeyaiuegiunn ngruneanududinynnawasanulaenieves
foya sxeliUsznauianusiulaluszuunsinmadesuardmalisyuuiasinmsdsauanansalszond
lildegnafivszansnmuaziinUselovisadenulng

1.4 paunam s ssuuiasinmsdsaulunaasddatalaeisuanyuyuidn o 7
arumfeuuazifodanasing 1 Aldanninilugnaaedld snusuusdfaenndesiuguruiifiouslugdu
TAAnUsEaNSA M

2. forausuurlunsiduaedaly

2.1 dwiumsiseadelumsinsinuiteiestunsaudsay LATYFND LAY IMUTTTY
athedviu Wisliaenndasiu Model 2495Mm3¥auues Social Credit System aghssaiiio

2.2 msfnwgUiuuemsiindinuemsusunginssy Wanunsasuilefunisdsundamg
wsegia wazdipuegrsminsanelinszualaniidml

2.3 AnwguuuumsSeuiteanudidguesnsimuiuinnssudnuiieliiiansiuuingstu

LONA1581984

Bloom, B.S. (Ed.). Engelhart, M.D., Furst, E.J., Hill, W.H., Krathwohl, D.R. (1956). Taxonomy of
Educational Objectives, Handbook I: The Cognitive Domain. New York: David McKay.

Herkema, S. (2003). A Complex Adaptive Perspective on Learning with in Innovation Projects.
The Learning Organization, 10(6), 340-346.

Kasl, F. (2019). Surveillance in Digitalized Society: The Chinese Social Credit System from a European
Perspective. [Online]. Retrieved from: www.ilaw.cas.cz/tlq

Kostka, G. (2019). China’s social credit systems and public opinion: Explaining high levels of
approval. [Onlinel. Retrieved from: http.//dx.doi.org/10.2139/ssrm.3215138

Maslow, A. H. (1954). Motivation and Personality. New York: Harper and Row.

Scott, J. (1990). A matter of record: Documentary sources in social research. Cambridge: Polity
press.

Schumpeter, J. A., (1934). The Theory of Economic Development: An Inquiry into Profits, Capital,
Crediit, Interest, and the Business Cycle. New York: Transaction Publishers.

Schumpeter, J. A. (1942). Capitalism, Socialism and Democracy. New York: Harper & Row.

Thomas, H. (1987). The Social Construction of Technological Systems: New Directions in the
sociology and History of Technology. Cambridge: M.I.T. Press.

Tosanguan, K. (2019). The History of China’s Government. Panyapiwat Journal, 11(1), 315-329.

INYIGYUIRNNSSUIIA-NISIANIS UHIONEIGISIsnnaouguun
130



91saMsusANSsUIIazNISIANS UA 8 aUUR 2 (NSNQ1AU-SUIAL 2566)

Woesler, M., Warnke, M., Kettner, M., and Lanfer, J. (2021). The Chinese Social Credit System. Origin,
political design, exoskeletal morality, and comparisons to Western systems. European

Journal of Interdisciplinary Studies, 2, 7-35.

INYIGYUIRNNSSUIIA-NISIANIS UHIONEIGISIsnnaouguun
131



91sansudANSsUNazN1IsIANIs UA 8 aUUR 2 (NSNOAL-SUINAL 2566)

NIWRININAYNSNITHAEINNTIANTSEBUTATIUIINNRUING GRS

o o/

waluladuazuinnssauveeng denad1tnauAMENIINNITNITANYITUNUGIU

Y

0335% AN818NIY”
FrinusurseuanuiduidaduIngraransanued

dafindrtinauanenssun1snIsAne I TunugIu

Received: 1 November 2022
Revised: 10 November 2023
Accepted: 15 December 2023

UNANED

NI

o [ 4

npUsvasdiieimuINagnsnIsdLasuN1sINNISSeulAsIEITeneauIng mans

v v o w =2

waluladuazuinnssuvesng ddnddnnuauznssunsnsanwduiugiu Wundeuaziinu Tdunou

Y

€

M998 2 gy Aell sz 1 nsfinwianmtaqiu arudesnisdnlu wazdedeiidesenisdanisdeus
Usznaume 3 Juneu Laud (1) Anwranmdagtu uazdadeiidesenisdnnisiseus Inensdunsiei
wnans (2) Anwanimdagiuuazanuseanssndu lnenisaeuaiung $1uu 400 AU AUTRIIU 95%

a

naudegsguRuULUL augiinia (3) Anwidadenidedenisianisieus lnen1sdunival gnsenandl

9

U 15 AU LHBNUUUIRNZAN T28eil 2 N15aT19NagNsN1TALATUNITIANISISUS ATI9d0UINALNS

[V Y]
a U a

NsdaatuNMIIAN1TEeu; lnensdunuBEiietvey §nsenandl SIUVEY 15 AU lAgNMIEeNkUULINE

9
Y

Han15398 wudn (1) an el anudesnisdndu warladeidedenisdanisious wudi 1) anm
Hagtfurosnisianagiunisinnisdeus Tasamswegluseduun wae 2) JadefiBadensimuing
AUNTIANITFEUS UTNOUMENITATIUALYSNRIUMANEAT N1508NLUUNITIANITHEUS N15IANINTTY
nsiFeul msaduazviediaunde uinnssy weluladuazunasSoud msfauazdseiiiunanisisoud
Msfnw1 Tinsed uazdauasied eudtym viewaminsiioud msdaussenefidaaiunaziaun
§i30u uazniseusNLarimuIAuANvAEIRYeiSou uaz (2) nagndnisduaiunisinnisiSoud
Usenaume 7 du Ao devimil susia wWilseasAvesesdns uar 4 nagng 7 1Asinng 17 AaNIsu uae

9 67¥3n Fafianududszlond anudululd amnugndes wavaumuzaueglussauinian

AdA: Nagns N13IaNsiteus lasuideninuingimansimalulad

" fUsEAUIUMAN; Bla: pphuriwat123@gmail.com

INYIGYUIRNNSSUIIA-NISIANIS UHIONEIZISIBnnaouguun
132



91sansudANSsUNazN1IsIANIs UA 8 aUUR 2 (NSNOAL-SUINAL 2566)

Developing Standards to Promote Research Based Learning in Science Technology

and Innovation for Teachers Under the Office of the Basic Education Commission

Phuriwat Khamaikawin”

Excellence in Science Education, Bureau Office of the Basic Education Commission

Received: 1 November 2022
Revised: 10 November 2023
Accepted: 15 December 2023

Abstract

This research aimed to develop the strategy to promote learning management in scientific,
technological and innovative projects of teachers under the Office of the Basic Education
Commission. It was research and development, comprising of 2 phases. The 1°' phase was the
study of the current condition, needs and factors supporting learning management, including 3
steps: (1) study the current condition and factors supporting learning management by analyzing the
documents, (2) study the current condition and needs by inquiring 400 teachers by using stratified
random sampling in each region, which has reliability at 95%, and (3) study the factors supporting
learning management by interviewing 15 experts by using purposive sampling. The 2" phase was
the creation of strategy supporting learning management, verify the draft of strategy supporting
learning management by holding a seminar with 15 experts by using purposive sampling. The
findings were: (1) the result of the study of the current condition, needs, and factors supporting
learning management: 1) the overall of the current conditional of teacher development in learning
management was at the high level, and 2) the factors supporting learing management of teachers
consist of the creation and/or development of curriculum, learning management design, learning
activity arrangement, the creation and/or development of teaching aids, innovation, technology
and learning resources, assessment and evaluation, the study, analysis, and synthesis to solve or
develop learning, atmosphere arrangement supporting and developing learners, and teaching and
developing attributes of learners, and (2) the result of the creation of strategy supporting learning
management consists of 7 parts which are the vision, mission, and objective of the organization, 4
strategies, 7 projects, 17 activities, and 9 indicators whose the usefulness, probability, correctness,

and appropriateness was at the highest level.

Keywords: Strategies, Learning Management, Science and Technology Research Projects
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Abstract

The objectives of this study were to examine the relationship between person-organization
fit and employee turnover intention and the role of job satisfaction in the relationship between
person-organization fit and hotel employee turnover intention. The sample included 385 hotel
employees in Bangkok, Thailand. The results from the analysis found PO fit to be positively and
statistically related to job satisfaction but negatively related to turnover intention. However, job
satisfaction does not significantly affect turnover intention. Therefore, the hypothesis on the
mediation effect is not supported. The result from the Sobel test performed on SPSS also
reconfirmed that there is no mediation effect of job satisfaction on the relationship between PO fit

and turnover intention.
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Introduction

Since the Covid-19 pandemic, employee turnover has been a phenomenon worldwide.
The "Great Resignation" in July 2021 occurred when four million Americans quit their jobs. The highest
turnover rate was among employees between 30 and 45 years old (US Bureau of Labor Statistics,
2021). While in Japan, 71% of Japanese quit their first jobs within three years (Association of Job
Information of Japan, June 2021). The same problem has occurred in Thailand, where the turnover
rate has increased by 37.36% since December 2021 (Social Security Insurer Information, Ministry of
Labor, 2022). Among other industries, the hotel industry's turnover rate has been significantly higher
than that of other industries (US Bureau of Labor Statistics, March 2022).

According to the Thailand National Statistical Office (2021), individuals working in the hotel
and food industry comprise 7.1% of the labor force. Most of these employees work over 35 hours
and receive an average salary of 10,759.6 Baht per month. Benefits are primarily in terms of things
and less of monetary rewards. The unemployment rate is 11.03% of the total unemployment. This
unemployment can be explained by the model of job moves, particularly labor turnover (Leighton
and Mincer, 1982)

Studies found that job satisfaction is one of the factors that influence employee turnover
(Lee et al,, 2012; Ali, 2008). Job satisfaction is defined as the affective reactions of employees to a
job based on comparing desired outcomes with actual outcomes (Cranny et al., 1992). The level of
job satisfaction depends on the level of met work expectations, including an expectation of higher
pay, promotion, or autonomy, and the preferences for these factors vary across individuals (Pearson,
1991; Porter and Steers, 1973). When an unmet expectation is large, individuals will experience less
job satisfaction and exhibit more withdrawal behaviors (Pearson, 1991).

In addition, job satisfaction is also affected by person-environment fit (PE-fit). According to
PE theories, higher satisfaction levels and individual well-being are present when the person and
environment are congruent (Carless, 2005; David and Lofquist, 1984; Holland, 1997). In the job
satisfaction domain, the two common forms of fits have been studied: person-job fit (PJ fit) or the
compatibility between individual and job requirements (Carless, 2005), and person-organization fit
(PO fit) or the compatibility between individual cultural preferences and organizational culture (Chen
et al,, 2016; Cable and Judge, 1997).

Since the hotel industry in Thailand has the highest turnover rate, this study intended to

examine whether person-organization fit affects job satisfaction and employee turnover intention.
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Research Objective

1. To examine the relationship between person-organization fit and employee turnover
intention.

2. To examine the role of job satisfaction in the relationship between person-organization

fit and employee turnover intention.

Hypothesis

H1: Higher perceived person-organization fit will lead to higher job satisfaction.

H2: There is a negative relationship between person-organization fit in which higher fit
results in lower turnover intention.

H3a: There is a negative relationship between job satisfaction and turnover intention in which
higher job satisfaction results in lower turnover intention.

H3b: Job satisfaction mediates the relationship between subjective person-organization fit

and turnover.

Literature Review

Person-Organization Fit

Researchers have been studying different types of fits, including person-vocation fit, person-
job fit, person-group fit, and person-supervisor fit. However, most research focused on person-
organization fit (Kristoff-Brown et al., 2005). Person-organization fit (P-O fit) refers to the compatibility
between individuals and the overall organization; however, more than half of the P-O fit research
uses the construct as the congruence between individual and organizational values. Person-
organization fit is the compatibility between individual values and the organizational value system
(Elfenbein and O'Reilly, 2007; Caldwell and O'Reilly, 1990; O'Reilly et al., 1991; Wilkins and Quchi,
1983).

According to Kristof (1996), P-O fit consists of objective and subjective components.
Objective P-O fit is based on assessing individuals and organizational values. In contrast, subjective
P-O fit is based on individual perception and judgement of how well their values match
organizational values (Judge and Cable, 1997).

Job Satisfaction

Job satisfaction is typically an employee’s affective reactions toward a job when comparing
desired with actual outcomes (Cranny et al., 1992). Generally, job satisfaction is a construct consisting
of both intrinsic and extrinsic job aspects (Howard and Frick. 1996). Porter and Steers (1973) suggested

that employee job satisfaction depends on the level of met work expectations. Employees have
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different expectations in their work: for example, work environment (Thanthikul and Sittivarongchai,
2017. When considerable unmet expectations are significant, they will have less job satisfaction and
will exhibit withdrawal behavior (Pearson, 1991).

Person-environment fit theories posit that the congruence between the individual and
environment yields positive responses, including job satisfaction. The research found individuals to
be more satisfied with their jobs when they experienced person-organization fit (Chen et al., 2016;
Mete et al,, 2016). Colquitt, Lepine, and Wesson (2021) suggested that employees will be more
satisfied when their jobs provide what they value. According to the Value-percept theory, job
satisfaction depends on a person's perception of what a job provides as something the person
values. Dissatisfaction occurs when there is a big gap between what employees want and what
employees have.

Turnover Intention

Studies in turnover intention define the construct similarly, as a planned behavior of leaving
employed organizations (Fishbein and Ajzen’s, 1975), with consciousness and willingness (Tett and
Meyer, 1993). Employees use turnover as a coping strategy as they want to leave the current situation
(Petriglieri, 2011). In his unpublished paper, Roodt (2004) developed the Turnover Intention Scale
(TIS) consisting of 15 items with a newer version of 6 items that were later validated by Bothma and
Roodt (2013) with the attempt to differentiate between affective and cognitive domains. Empirical
studies found a relationship between turnover intention and the actual behaviour of turnover (Cohen
et al., 2015; Byrne, 2005; Hendrix et al., 1998; O'Reilly et al., 1991).

Research studies found the relationship between turover and person-organization fit
(Alniacik et al,, 2013; Meyer et al,, 2010; O'Reilly et al.,, 1991). O'Reilly et al. (1991) investigated the
relationship between person-organization fit, job satisfaction, and turnover. Questionnaires were
distributed to respondents: first-year MBA students, new and senior accountants for a longitudinal
study, certified public accountants, and middle-level managers. The results showed that person-
organization fit predicts job satisfaction (a year after) and actual turnover (after two years). In the
service industry, Tepeci and Bartlett (2002) found that person-organization fit explained job
satisfaction and behavioral intentions, including Intent to quit. The study by Jung and Yoon (2013)
showed similar results in a negative relationship between turnover intention and organizational
service orientation.

Job satisfaction is one of the predictors of turnover intention (Mahdi et al., 2012; Moore,
2002; Tan, 1998). Asim (2019) developed an instrument to measure job satisfaction and turnover
intention to investigate the relationship between the two constructs. Four hundred questionnaires
were distributed to nurses in Karachi, Pakistan. The finding showed that different satisfaction facets,

such as organizational policies and strategy, negatively affected turnover intention. Mahdi et al.
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(2012) studied the relationship between intrinsic satisfaction (Work value) and extrinsic job
satisfaction (Working conditions). They suggested that intrinsic Job Satisfaction has a more substantial

influence on Turnover Intention.

Job Satisfaction B = -0.01 (0.05)

A =0.49 (0.05)

N\

Person-Organization Fit Turnover Intention

A 4

C =0.24 (0.05)

Figure 1 Conceptual Framework

Research Methodology

Research Design

This study was designed as quantitative research to study the effects of Person-Organization
Fit and Job Satisfaction on Turnover Intention.

Population and Samples

In this study, the population includes employed hotel employees in Thailand. A hotel
employee is an individual performing work related to hotel maintenance and servicing guests.
According to the Thai National Statistics Office (December 2021), the number of employed persons
aged 15 to more than 60 years in the hotel and food service industry is approximately 2,671,500.

Since the population mentioned above includes employees from all types of
accommodations and food services, the sample size for this study is calculated using Cochran (1963)
for a large or unknown population at 95% Confidence Interval. The sample size is 385 hotel
employees. Using opportunity sampling, the data were collected at three or more stars in Bangkok,
Thailand.

Research Instrument

The questionnaire was created with the following measurements.

1. Subjective person-organization fit—adapted from Judge and Cable (1997). The example
of items includes “To what degree do your values, goals, and personality ‘match’ or fit this

organization and the current employees in this organization?" and "Do you think the values and
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'personality’ of this organization reflect your values and personality?" (& = 0.80). The response will
be 7-point Likert Scale from 1 = not at all to 7 = completely.

2. Job satisfaction— includes ten items adapted from Generic Job Satisfaction (Macdonald
and Macintyre, 1997). Examples of the items include "l get along with supervisor”, "l feel good about
my job", and "l feel good about working at this company." The response is based on a 5-point Likert
scale ranging from 1 (strongly disagree) to 5 (strongly agree).

3. Turnover intention—includes six items adapted from the Turnover Intention Scale (TIS)
by Bothma and Roodt (2013). Examples include "How often have you considered leaving your job?
and "How often are you frustrated when not given the opportunity at work to achieve your personal
work-related goals?” The response is based on a 5-point Likert scale, which ranges from 1 (Never) to
5 (Always); 1 (Very satisfying) to 5 (Totally dissatisfying); and 1 (Highly unlikely) to 5 (Highly likely).

Internal consistency reliabilities (Cronbach’s alpha) for raw scales were calculated. The scale
reliabilities for the dependent variable of turnover intention and different independent variables
were generally high (0.73 to 0.92), with the lowest for subjective PO fit and the highest for job
satisfaction. It indicated that employees answered the items consistently for the scales. It is justified
to combine the items into composite measures for these variables. Then, alphas were calculated
with each item in a scale deleted. The researcher had decided not to delete any items from the
scales because deleting items did not change the value much from the prior results, as it only
minimally increased to test whether each item is attributed to the same groups, the intra-class
correlation coefficients (ICC (1)) were calculated to assess the consistency of measurements. ICC (1)
ranged from 0.71 to 0.90, with the lowest for subjective PO fit and the highest for job satisfaction,
indicating high similarity between items from the same groups.

Data Collection

The researcher created a Google form with questions prepared in the questionnaire. The link
from the Google form was emailed to human resource personnel at three-star, four-star and five-
star hotels in Bangkok. The link was distributed to currently employed participants with a two-week
completion period in May 2022.

Data Analysis

Descriptive statistics, including means and standard deviation, were analyzed. Multiple
regression analysis and mediation analysis (Baron& Kenny's (1986) steps and Sobel Test) were used
to determine the contributions of the control and independent variables in explaining dependent

variables.
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Findings

1. Descriptive statistics found that the sample consisted of 78.6% females and 21.4% males.
The mean for age, tenure, and income are 37 years, eight years, and 39,285 baht. The data also
showed that most samples are rank-and-file employees (42.9%), with 92.9% receiving a bachelor's
degree while only 7.1% received a master's degree. A bachelor's degree is essential for rank-and-file
positions in the hotel industry. Most received incomes between 30,001 — 40,000 and 50,001 — 60,000
(28.6% each). The sample included 42 employees from front office (10.7%), 14 employees from
food and beverage (3.6%), 42 employees from kitchen (10.7%), 28 employees from accounting
(7.1%), 28 employees from human resource (7.1%), 14 employees from purchase (3.6%), 28
employees from other departments (7.1%) and the majority of 154 employees from sales and
marketing (39.3%).

Mean scores were calculated for each scale. The mean score of 3.44 suggested that average
employees are likely to quit their jobs. The mean scores of 3.90 on job satisfaction and 3.63 on
subjective PO fit suggested that employees are moderately satisfied with their jobs and perceive
their culture as fitting with organizational culture.

2. Correlation coefficients are indicators of the direction and strength of the relationship
between variables (Cohen et al,, 2015). For example, generation is moderately and positively
correlated with preferences for innovation, attention to detail, PO fit, job satisfaction and turnover
intention (r = 0.16, 0.18, 0.28, 0.15, 0.29 with p < 0.00). That is, the younger generation prefer
innovation and attention to detail culture and is associated with a high value on PO fit, job
satisfaction, and turnover intention. Position showed a positive significant relationship with PO fit,
suggesting that the higher the position of employees, the more likely they will experience PO fit
(r=0.22, p < 0.001). However, the higher the position, the less likely they will be satisfied with
their job (r = -0.17, p < 0.001).

Consistent with the prior study, PO fit is positively and statistically related to job satisfaction
and turnover intention (r = 0.43, and -0.22, p < 0.001), indicating that the more employees perceived
as having their culture congruence with organizations, the higher job satisfaction they will experience
and it is less likely they will decide to quit their jobs. On the contrary, the relationship between job
satisfaction and turnover intention is shown to be inconsistent with prior research. The result found
no relationship between the two variables.

3. The mediation analysis used a four-step approach (Baron and Kenny, 1986). The result
from regression analysis supported hypothesis 2. It showed a negative significant relationship
between PO fit and turmnover intention (B = -0.24, p-value < 0.001), suggesting that the more
employees perceived their culture preferences fitted with the culture of organizations, the less likely

they will quit their jobs. The result from regression analysis supported hypothesis 2, which showed
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a positive significant relationship between PO fit and job satisfaction (B = 0.49, p-value < 0.001
respectively). It indicated that the more employees perceived as having their cultural preferences fit
with the organisation's culture, the more likely they would be satisfied with their jobs.

However, the result from regression analysis did not support hypothesis 3a, in which job
satisfaction was not significantly affected by turnover intention. According to MacKinnon, Fairchild,
and Fritz (2007), if one of the relationships in steps 1, 2, and 3 was not significant, it was usually
concluded that there is no mediation effect; thus, hypothesis 3b on mediation effect was not
supported. The result from the Sobel test performed on SPSS also reconfirmed that there was no
mediation effect of job satisfaction on the relationship between PO fit and turnover intention

(Z =-0.20, p-value > 0.10).

Discussion

The results from the study found PO fit to be positively related to job satisfaction but
negatively related to turnover intention. When analyzing the relationship between job satisfaction
and turnover intention, the result in this study contradicted previous research on turnover intention.
It showed that job satisfaction did not affect turnover intention. According to Barron and Kenny
(1986), there is a mediation effect if there are significant relationships between PO fit and turnover
intention, Job satisfaction and turnover intention, and between PO fit and job satisfaction. Therefore,
the relationship did not show a mediation effect in this study.

Theoretically, job satisfaction is negatively related to turnover intention. In other words, the
higher the employees perceived as having person-organization fit, the higher their job satisfaction
and the lower their turnover intention would be. Also, employees with higher job satisfaction would
be less likely to quit the organization. In this study, the turnover intention is likely influenced by
other internal and external factors such as possible job opportunities, organizational commitment,
career growth, and the labor market (Dewi and Nurhayati, 2021; Albalawi et al., 2019; Tett and Meyer,
1993).
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Abstract

The investigation of corporate social responsibility and organizational citizenship behavior
has garnered significant attention from both practitioners and academics, leading to the
development of organizational behavior research. The objective of this research is to investigate the
impact of CSR perception on contextual performance in the textile sector in Thailand, with a
particular focus on the mediating role of organizational citizenship behaviors. This study employed
a probability sampling technique, which is stratified random sampling. The present study was carried
out in the country of Thailand, with a sample size of 335 employees who were employed and
participated as respondents. The results of this study indicate that the perception of CSR has a
beneficial impact on contextual performance. This relationship is mediated by organizational
citizenship behaviors. Hence, the research indicates the significance of improving contextual
performance through the incorporation of organizational citizenship behaviors, as perceived through

the lens of CSR.
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Introduction

Corporate social responsibility (CSR) traces its origins back to stakeholder theory, as discussed
by Carroll (1991) and Freeman (1984). Based on the fundamental principle of stakeholder theory,
the enduring worth of a corporation is contingent upon not only its interactions with investors,
customers, and other stakeholders but also the expertise, skills, and dedication exhibited by its
employees (Wheeler and Sillanpad, 1997). Employees are seen as important stakeholders to whom
the firm has a strong obligation. This implies that employees possess substantial authority and
legitimacy that can be used to exert influence over the firm (Greenwood, 2007). Previous research
provides valuable insights for CEOs, CSR project managers, and entrepreneurs regarding employee
engagement and management strategies to enhance contextual performance in micro, small, and
medium enterprises (MSMEs), improve overall corporate social responsibility (CSR), and foster
employee engagement. Such knowledge is essential for management to gain a deeper understanding
of employee attitudes and behaviors regarding CSR by explaining how CSR improves employee
performance (Pongvachirint, 2022).

The objective of this study is to make a scholarly contribution by examining the relationship
between the perception of CSR, organizational citizenship behaviors, and contextual performance
within the textile industry. The aim is to gain a comprehensive understanding of how to improve
contextual performance. This knowledge can be valuable for CEOs, CSR managers, and
entrepreneurs who possess decision-making authority in CSR initiatives. By effectively organizing CSR
projects and efficiently utilizing limited resources, these individuals can effectively enhance the job
performance of employees within the organization.

This study focuses on the textile industry in Thailand due to the substantial contribution of
this sector to the country's gross domestic product (GDP) and export earnings. In the year 2022,
Thailand witnessed a rise in the export of apparel and textile materials, with a total value of roughly
6.9 billion U.S. dollars. This figure represents an increase compared to the previous year. Thailand's
primary exports in the apparel and textile industry encompass artificial fibers, yarns, and finished
garments (Statista, 2023). Moreover, the textile industry is the major manufacturing sector in Thailand.
The labor force in Thailand is renowned internationally for its exceptional craftsmanship. In 2022,
the aggregate workforce employed in textile and apparel manufacturing facilities in Thailand reached
a figure of over 406,000 individuals. The majority of these employees were engaged in the production
facilities of ready-to-wear clothing, with a total of approximately 206,000 individuals (Statista, 2023).
As a result of this research, the textile industry. Entrepreneurs will possess a heightened
comprehension of their employees and how to effectively manage them in order to promote CSR

and improve their job performance.
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Literature Review

CSR in Thailand

Many organizations strive to cultivate a sense of organizational attachment among their
employees as a means to mitigate turnover rates. In pursuit of this objective, it is worth noting that
a favorable corporate social responsibility (CSR) perception has the potential to attract favorable
attention from both existing and potential employees (Turban and Greening, 1996). According to
Sims and Keon (1997), the presence of an ethical work atmosphere inside an organization has been
found to be associated with several positive outcomes. These include increased levels of trust
among employees towards the company, enhanced employee commitment, reduced rates of
absenteeism and turnover, improved productivity, a more favorable attitude towards work, and the
promotion of ethical conduct among employees.

There are no substantial records indicating when or how CSR was implemented in Thailand.
Prayukvong and Olsen (2009) argue that Thai enterprises have shown notable CSR endeavors
following the 1999 World Trade Organization Ministerial Meeting. These efforts were mainly
manifested through the utilization of discussion forums, seminars, and training sessions. The sessions
centered around the concept of corporate social responsibility (CSR), emphasizing the crucial
measures that corporations should undertake to demonstrate their dedication and assume complete
accountability, encompassing not just economic considerations but also environmental and social
dimensions (Prayukvong and Olsen, 2009).

In recent times, there has been a notable increase in the adoption of CSR initiatives, not
only by multinational firms but also by domestically held Thai enterprises. As a result, the concept
of corporate social responsibility (CSR) has garnered acknowledgment among Thai business owners
and extended beyond the scope of philanthropic and discretionary initiatives. Following that,
corporate social responsibility (CSR) was integrated into company strategies and customized to align
with the unique conditions of Thailand.

According to Prayukvong and Olsen (2009), Thai firms have recognized the advantages of
engaging in corporate social responsibility (CSR) initiatives. These initiatives have been found to
contribute to the development of favorable perceptions, goodwill, and community trust towards
the companies, ultimately enhancing their reputations and images. In Thailand, numerous working
groups, governmental entities, and public organizations have been established with the aim of
advancing the development and dissemination of corporate social responsibility (CSR) policies and
practices. The Thai government has also promoted the adoption of corporate social responsibility
(CSR) policies inside Thai firms (Rajanakorn, 2012). Corporate social responsibility (CSR) has received

considerable scholarly interest in the business sector of Thailand for a considerable period of time.
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An increasing number of corporate social responsibility (CSR) events, CSR awards, governmental
initiatives, and 1SO 26000 compliance have all been established (Wedel, 2007).

The introduction of the SET-CSR awards for listed companies can be traced back to the year
2006 when the Stock Exchange of Thailand (SET) implemented this project. The primary objective
of establishing the CSR Institute was to promote the extensive implementation of corporate social
responsibility (CSR) principles throughout the country. The purpose of this study was to investigate
the corporate social responsibility (CSR) initiatives undertaken by Thai companies that were honored
with CSR awards by the Stock Exchange of Thailand (SET) in 2006. This research aims to contribute
to the existing body of CSR knowledge in Thailand, recognizing the importance of such information
in the current context.

CSR Perception and Organizational Citizenship Behaviors

The notion of CSR perception concerns the assessment of an organization's participation in
corporate social initiatives, which might be driven by altruism or alternative considerations (Miller
et al., 2018). Stakeholders can assess the degree to which a company is perceived as having engaged
in social activities in accordance with CSR. Previous studies have proposed that a company can foster
a favorable perception of its CSR among its stakeholders by designating CSR perception as either
exceptional or inadequate with regard to its CSR endeavors (Lange and Lee, 2011). CSR perception
pertains to the extent to which a company invests in corporate social activities; it may be influenced
by altruism or alternative motivations (Miller et al., 2018). Previous research suggests that whether a
company is perceived favorably or unfavorably in terms of its CSR activities influences stakeholders'
perceptions of its CSR performance (Lange and Lee, 2011).

Organizational citizenship behaviors ( OCBs) are another construct that pertains to
discretionary individual behavior that is not explicitly acknowledged by the formal incentive system
but collectively contributes to the efficient operation of the organization (Organ, 1988). The
examination of OCBs is of considerable importance owing to the influence they have on work
performance. Organizational citizenship behavior toward individuals (OCBI) and organizational
citizenship behavior toward the organization (OCBO) are the two dimensions of organizational
citizenship behavior that have the greatest impact on job performance.

Williams and Anderson (1991) presented a categorization of the notion of organizational
citizenship behaviors (OCBs) into two separate categories: individual OCBs (OCBI) and organizational
OCBs (OCBO) to expressly explain their activities distinctly. The term "organizational citizenship
behavior toward individuals" (OCBI) refers to actions taken by individuals within an organization that
benefit their peers and coworkers in order to advance the organization's overall well-being (Williams
& Anderson, 1991). In addition, OCBI refers to the voluntary actions exhibited by employees who are

eager to dedicate their time and support to their colleagues when they encounter work-related
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difficulties. This covers personnel who show flexibility in changing their work schedules to meet the
requests for time off from their fellow employees.

Furthermore, OCBI comprises personnel who allocate their time towards assisting others in
resolving both work-related and non-work-related matters. Moreover, it covers personnel who
provide support by supporting their colleagues with their job obligations. Furthermore, OCBI
comprises employees who willingly share their personal items with others to facilitate their job
activities. Lastly, it comprises employees who provide their support to colleagues who have been
absent from work. However, another component is organizational citizenship behavior toward
organizations (OCBO), which constitutes an additional facet of OCBs (Williams and Anderson, 1991).
OCBO comprises actions that contribute directly to the advancement and well- being of
organizations. Moreover, OCBO comprises a variety of discretionary behaviors executed by staff
members, which while not mandatory, serve to bolster the standing of the organization.

The aforementioned behaviors consist of employees actively proposing concepts to improve
the operation of the organization, implementing preventative measures to protect the organization
from potential problems, defending the organization in the face of internal criticism, displaying
loyalty and pride when representing the organization in public, and remaining informed about the
most recent developments occurring within the organization (Podsakoff et al., 2000; Williams and
Anderson, 1991).

Organizational Citizenship Behaviors and Contextual Performance

Contextual performance refers to contributions made by an individual that extend beyond
the technical requirements of the job and have an impact on the organizational, social, and
psychological environment (Borman et al., 2001; Dorsey et al., 2010; Hoffman and Dilchert, 2012).
These contributions are cited as helping the organization achieve its aims. Additionally, contextual
performance is an essential element of overall job performance. Scholars and practitioners concur
that job performance transcends what is deemed essential for task execution. It is anticipated that
personnel will exceed the obligations outlined in their job description (Nini, 2019). Contextual
performance contributes to the enhancement of the work environment through the promotion of
more robust social networks.

Employees' contextual performance has an impact on the culture and environment of a
company. Contextual performance has the capacity to influence an organization because individuals
take on extra duties, endure excitement, collaborate, and encourage others (Motowidlo and Schmit,
1997). Previous research indicates that employee performance is positively correlated with
organizational citizenship behavior toward individuals (OCBI). This is due to the fact that employees
who engage in OCBI have the potential to enhance their job performance and work effectiveness

(Hermanto and Srimulyani, 2022). This is exemplified through employee actions that improve job
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performance, such as expediting task completion to boost the productivity of colleagues and helping
colleagues facing job-related challenges.

The social exchange theory states that employees establish psychological contracts with
their counterparts (Blau, 1964). Employees are more inclined to dedicate time and effort to
performing in-role and supplementary role behaviors due to the "invisible" contract. This is because,
in accordance with the reciprocal norm (Gouldner, 1960), they anticipate assistance from their
colleagues in return for their additional efforts. Moreover, OCBI encourages employees to share and
exchange tacit knowledge, according to previous research (Evans and Davis, 2005; Lin, 2008), leading
to improved task quality and increased productivity. According to Hermanto and Srimulyani's social
exchange theory (2022), employees who take part in OCBI show a willingness to help out struggling
coworkers, follow the organization's growth and progress, engage in a variety of work activities, strive
to go above and beyond the call of duty, voluntarily support the organization's functions, and accept
responsibility for their respective tasks and obligations. These actions have the potential to enhance
the job performance of an employee.

Previous study claims and support by Kurtessis et al. (2015) concerning meta-analysis, which
demonstrates that contextual performance derives from employee actions that comprise both OCB
dimensions. According to the SET, when employees feel supported by their firms, they will build a
greater exchange link with them (Blau, 1964). The influence of contextual performance is observed
through the interpersonal and volitional behaviors that contribute to the social and motivating
environment in which organizational work is carried out, as stated by Brownlee and Motowidlo (2011)
and Van Scotter and Motowidlo (1996). An additional facet of organizational citizenship behaviors
(OCBs) is organizational citizenship behavior toward the organization (OCBO). This dimension holds
significance for job performance as OCBO promotes organizational interests, caution, diligence, civic
virtue, and sportsmanship. The activity known as organizational citizenship toward individuals (OCBI)
is designed to help an individual or a specific group, whereas OCBO behavior is aimed at benefiting
the organization as a whole (David and Witt, 2009).

The findings of Hermanto and Srimulyani (2022) demonstrate that OCBO describes numerous
individual acts that go beyond employees’ formal obligations in firms and are driven by an individual
purpose. According to research conducted by Hermanto and Srimulyani (2022), their findings indicate
that engaging in organizational citizenship behavior toward organizations (OCBO) can enhance
employees' job performance. This is consistent with a prior study by Wei (2014) that found a
significant and positive relationship between OCBO and job performance. Jaffery and Farooq (2015)
suggest that there is a positive relationship between organizational citizenship behavior (OCBO) and
job performance. This is because employees who exhibit OCBO and maintain a positive attitude at

work contribute to the development of employees within organizations. OCBO mitigates the negative
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effects of job burnout, including identity crises and physical or emotional exhaustion, and enhances
job performance (Gilbert et al., 2010).

The explanation of SIT theory suggests that employees' job performance would be enhanced
if they exhibited OCBO. Contextual performance, which consists of the action’s personnel take to
support the social and psychological structure of an organization, is an additional facet of job
performance. Its significance in relation to an employee's productivity at work has grown in recent
years. Kurtessis et al. (2015) provide support for a prior study's assertions regarding meta-analysis,
which demonstrate that contextual performance is the consequence of employee behaviors that
incorporate the OCBO dimension.

According to Borman and Motowidlo (1993), individual efforts are those "that are not directly
associated with their primary task functions but are substantial in nature due to their influence on
the organizational, social, and psychological factors that serve as the pivotal impetus for task
activities and processes". This aligns with the concept of contextual performance. Contextual
performance comprises a range of behaviors such as demonstrating unwavering commitment and
exerting additional effort when necessary to successfully accomplish personal task activities, offering
assistance and collaboration with colleagues, adhering to established organizational policies and
protocols, endorsing, supporting, and defending organizational goals, and volunteering to perform

non-work-related task activities (Aguinis, 2018).

Research Methodology

Research Design

For the research design, this study employed quantitative approaches to collect and analyze
data (Creswell, 2009).

Sample

A stratified sampling strategy was employed in this investigation. Also, the research
methodology is based on the utilization of secondary published data.

Research Instrument

The questionnaires are developed and studied the association between CSR perception,
which is the independent variable, organizational citizenship behaviors are the mediating variable,
and contextual performance (CP) which is the dependent variable.

Data Collection

Data were collected from employees of the textile industry in 30 provinces selected from

six zones in Thailand. Questionnaires were delivered to 335 respondents.
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Figure 1 Statistical diagram of mediation model 4 (Preacher and Hayes, 2008)

Data Analysis

For this research, data analysis required testing the mediating effect (i.e., indirect effects) of
CSR perception on contextual performance through a mediator, which is organizational citizenship
behaviors (including OCBI and OCBO). This research used the PROCESS macro in SPSS for simple
mediation. For this current study, the researcher adopted this model, with X representing CSR
perception, Y representing contextual performance, and M representing organizational citizenship
behaviors. This study used the macro’ model 4, which defines this logical, causal sequence with a
mediator. The indirect effect is significant (at alpha = 0.05) if its 95% confidence interval does not

€ncompass zero.

Findings

Preacher and Hayes’s (2008) Model 4 was used and tested the simple mediation predictors
about the indirect effect of CSR perception on contextual performance. The results shown support
for serial mediation (8 = 0.44; SE = 0.04, 95% Cl: 0.35, 0.54), CSR perception has a significant indirect
effect on contextual performance via organizational citizenship behaviors as a mediator. The alpha
coefficient for three items is 0.751. This research investigated the effect of CSR perception on
contextual performance. In the context of offering managerial insights into employee behaviors and
attitudes regarding CSR, it is crucial to emphasize the significance of this study. By examining these
factors, entrepreneurs could have a better understanding of how to improve employee contextual
performance within the textile industry.

This study demonstrates a statistically significant and favorable relationship between the
perception of CSR, contextual performance, and organizational citizenship behaviors. This research
is crucial because it clarifies how a corporation can raise employee contextual performance by
enhancing employees' perceptions of corporate social responsibility (CSR) through a variety of

initiatives.
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Discussion

This study outcome demonstrated and supported the social exchange theory by explained
that employees who take part in OCBs that are voluntary and discretionary behaviors that exceed
their formal job obligations, such as employees willing to help co-workers who are having a hard
time, keep up with the growth and progress of the organization, do a variety of tasks, go above and
beyond what is expected of them, voluntarily support the organization’s functions, and take
responsibilities for their own tasks and duties. The employee’s behaviors as OCBs help to improve
the contextual performance of the company by employees doing things that aren't directly related
to their job duties but still help the company to do extra roles. Contextual performance is a way to
measure how well individual gets along with their coworkers, which is more than just doing their job
and helps the organization run smoothly and effectively.

Furthermore, this current study supported the SIT theory by explaining that employees
would have better contextual performance when they have behaviors with OCBs. The employees’
job performance in the contextual dimension is the outcome, which is what employees do to
support the social and psychological structure of a company. This current study confirmed the
relationship between OCBs and contextual performance by explaining that contextual success is the
result of employee behaviors that include the OCBs dimension. Thus, the notion of CSR perception
is another aspect that important because CSR perception involves how employees judge a
company's social project, which could be motivated because employees perceive CSR activities and
engage in CSR activities of the companies as part of one stakeholder. CSR perception affected
enhancing outcomes in organizational citizenship behaviors of employees because employees

perceived values and felt that they get fulfilled and meaningful from CSR engagements.

Suggestion

1. This current study suggests that the company should foster CSR strategies through internal
communication by: (1) organizing informational meetings on your CSR strategy (physical, virtual, or
hybrid); (2) distributing specialized publications that elaborate on your CSR initiatives and solicit
employee feedback; (3) conducting employee surveys regarding the implemented actions; and (4)
collecting and organizing any information relevant to your CSR projects in a knowledge base that is
open to all employees to foster CSR perception within the organization.

2. Companies should motivate employees to enhance their organizational citizenship
behaviors by (1) developing or reviewing their CSR identity, mission, and activities. Gather employee
opinions on CSR's meaning and objectives. Thus, employees will feel valued and more engaged in
the company's CSR direction; (2) intensify CSR communication with employees and keep them

informed; (3) adopt OCBs and integrate them into the organizational culture to promote teamwork;
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(4) high-OCB employees must be valued so they don't become demotivated and continue to think
and act positively and improve others. Incentives and grateful management should encourage such
behavior.

3. This study focuses exclusively on the textile industry sector, omitting other company
groups from its scope of analysis. Therefore, the process of gathering data from respondents may
exhibit variations in relation to the attitudes and actions of employees in comparison to other types
of firms. The data-gathering instrument utilized in this study is a questionnaire. The researcher
intends to conduct an interview in the future using a qualitative method. This interview will assist
the researcher in obtaining a better knowledge of the attitudes and behaviors of employees who
will serve as respondents regarding how to improve job performance (contextual performance) from
a CSR perspective.

4. The interview would be helpful in gaining a deeper understanding of each respondent's
attitudes as well as their behaviors. In addition, the researcher plans to collect data not only in the
textile industry sector but also in other industry sectors such as the garment industry, etc. Finally,
there are other factors that should be studied, such as employee attitudes towards participation in
the organization's CSR activities, strategies for communicating CSR within and outside the

organization, and strategies for creating employees' CSR cultures in organizations, etc.
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Abstract

This article is a literature review that seeks to explore the meaning and theories of
innovation, the comparative differences between organizational innovation, organizational
innovation processes, and types of organizational innovation. It aims to develop a theoretical
framework for research studies, which is of significant importance for the future development of
organizational innovation in Small and medium enterprises. From the literature review, it can be
concluded that organizational innovation is a discipline that focuses on applying new ideas and
theories to develop organizational innovation. The components of organizational innovation in Small
and medium enterprises next decade consist of product or service innovation and process

innovation, digital technology innovation, innovation management, and organizational innovation.
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g1 dunsusudganssuiunsudniiioandumnu nsuinUsEansam msandunoudilisndunionisld
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winnssudu 4 Uszuam deil (1) winnssudundndast (Product Innovation) Msivasuudadlaliiiatu
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