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Abstract
The research purposes to study the factors of psychological empowerment and job

Resources influencing on job satisfaction and Intention to resign through Service Recovery
Performance of frontline employees in restaurant business. The samples were selected from 180
frontline employees. Questionnaires were used as a tools to collect the data. Descriptive statistics
shows frequency, percentage, mean, standard deviations, and Pearson’s product movement
correlation coefficient. Multiple regression analysis with forward selection procedure is also used
for analysis.

The results demonstrate the psychological empowerment is the most important factors
in this study, while, the other factors show high level. Psychological empowerment and job
resources have a positive effect on service recovery performances. Besides, Service Recovery
Performances have a significant effect on job satisfaction and intention to resign. Job satisfaction
has a positive impact on Intention to resign at the 0.05 level of significance

The results of this study can be used to approach company’s plans, policy, formulate
strategies, goal and corrective actions in order to leverage employee’s satisfaction and create
company’s loyalty with no intention to resign. The company will has human resource security In

the future

Keywords: Psychological Empowerment, Job Resource, Service Recovery Performance,

Job Satisfaction
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JS= Job Satisfaction (Auwelaluanw)

Il = Intention to leave (PNUAILIADBN)
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S.D. = 0.57) YadeidesionsviruegluszAuinn (x = 4.19, S.D. = 0.63) Jaduarunelalurueglusyiv
111 (x = 4.18, S.D. = 0.62) Tadguszdnsamnisundgymianeniegluseduuin (x = 4.12, S.D. = 0.56)

warladuausdlaaieeneglusziuuin (x = 3.82, S.D. = 0.86)

M1319% 3 NFRTentennalesiuveanisidadmiaseimdudssdnsanduiusnisanneenyan

(Multi Regression Analysis) Lﬁam’.}ﬁ]aauﬂmm Collinearity wag Multicollinearity

A3 PE JR SPR Js VIF
NM5UBUBIWIANUIALY (PE) 1.80
Uadgatiuayunsyinay UR) 0.667 1.80
UseAvSamnisuidywiamenii (SPR) 0.698  0.719 1.03
aunelalusm US) 0611 0741 0749 1.03
anudslaaoen () 0258 0198 0317 0182  1.00

T T
N o W aada (% o o aa

“flpdAgnadansziu 0.01 * dvsdAgnsananszau 0.05

o
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1INASII 3 WU NMTIATIEMAAUUTLANSENFUNUSINENAADUAUFUNUSTE NI U Y

= 1w v o & i

Tun539e Femduusesansandunusseningiulsdassiauaiianlitosnin 0.05 wansamanusaneslaidl

¥
a YVa o

Anduusiues wenanididuldnansansiuiuen VIF wWievageu Multicollinearity wud1 A1 VIF 6

wUsBasviAagsyning 1.00 - 1.80 atdeendn 10 dsuldifiadymdnduiussenidudsdase (wiadnd

WIS, 2543) Faideyaluliasizinmsannssuuunvas (Multiple Regression Analysis)

M13197 4 MIVAFBUANUEURUTANUDANBELUUNYR

v A AauUsnY
IS IF R
SPR JS IR
. 0.392%**
N13UOUSIUNAAIUTALY (PE)
(0.000)*
L. . 0.41 1%
Uadgatiuayunsying iy UR)
(0.000)*
- - Y Y 0.648*** 0.125%**
Uszansnmnisundeymanizyin (SPR)
(0.000)* (0.000)
0.133%**
Aanuwalalugu (JS)
(0.012)**
Adjust r? 0.599 0.591 0.280

T
CY o w o w aaa

*xgl Coefficient ** fifudfyn1aadafisediu 0.05 * ftfuddymeadiisesu 0.01

91NAN5N9 4 MFIATIERBnEnavesiulsienisanneenvaal Tagldimadatid wuin
nsuaudIIUIAldranaUsEANS AN TRAT M IRNIETTn (B = 0.392, p<0.01) wazladuatuayu
mMsudadsoUsEansn A sAdgyrianiznt (B = 0.411, p<0.01) lasdaAneinsaliovas 59.90
Fefuiswensuannignuil 1 wassonsuauufgiud 2 muddy Ussdnsammsuitiymianeniidmwasie
aumelalueu (B = 0.648, p<0.01) warUszandamnisuilamianentidmasoninusdlaatoon
(R = 0.125, p<0.01) ladAmensaliosas 59.10 way 28.00 é’aﬁ?uﬁaaau%’uamagmﬁ 3 LAYEUSU
auufigiul 4 sy enuwelalunudssasonudilaaioon (3 = 0.133, p<0.05) lasdidmeinsal

Seway 28.00 Aeiu FegouTuaNLRgIUN 5
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ORI
1. nMsITeIdediuin nsuevduasuisladmasedssansamnisuidymianisnin

o
b4 ! U =2

Fansueugrwamudslatuiinadednlaventdnau ndnausuiaumvesuinueddaiu Mnsevings

P v &

AudAyluu ﬁﬁﬂ'jqmumammaqﬁ?uﬁmmﬁwﬁzgmmﬁﬂi Wentnauinnuresnueiiaud1fgyn
wajsiuvhanuetnadiud néhigdnaulalunisuitymiliuigndn shliinaulfdafuisnuen asmiin
Toauddyfunu Weusamau fnhaw uasiiu Tuhiuasdsadeauguuazanuddlaray uas
wiinnuazegivesinsedisnsdndnaludnuulagliateen Ssaenndosiunanisinuivesiaan 155ailean
(2561) AldinsAnwmsueusunasuislafidmasionsuiinudauinnssuiuanugndusessdns
auInlavesinUndusvnenyululunangunnumiuas nan1s3denudn nsueudunanuinlaeglusediu
1NTign UIIBINIANITBUEIUND ANMgNLRUBIANSMudsla uasnansUfuRnuduinnssuegly
TEAULIN HANINARDUANURFIUNUT UTIHINIANTTHBUEUIIALN1TUBUS W UINlAdiNAd DAY
yiuvasdntsiuislauazdmane mMsufiRnudainngs dianugnituressdnsdudsladush
LUINANIUNAILYDIUTIOINIANNG UaUSIUIuaEATHaUS U9 uInlafidnasionansU TR
uinnssmamiingu nansideadad aunsafisriilufuiuamidumsuiuss uile Weuevionagns
yosasinaiftefiazsiliinansufoinuiifisdu SmfiesdnsannsofiativayuiiafefiviliAnussenie
MsueUsIuNe uaznsueusuasudsle Tnedsldduiusiunaviy dsinslvouwi uavauy (2561) il
vhnsAnwniladeiidemaiemugulunsvhinuesagaueisiunglulsafouvesiglungammamuas uifii
szluiladnwingusiedislugsfianims dnnias waziulsausy winanisAnwdanuaonndesiulag
nan153TenuIn MsFuinmsatuayuainesdnis usseImAssAnsLaznsieneaniadeanludivinay 4

AnuduiusnsuIniuauarlunisvieuvesagiauelstunglulsusouressglunummumiuasegadl

' I3
aada U a

todfaynaaiiszdu 0.01 uazdsaonadosiuaidevesasini yyuseans (2561) Ald@nuiFesdvina
\Belasesairevesnnulindasenineyana anufianelalunu wazanusiuiesswinsynradislsonanns
UfuRnuresyanang: nsdlfne U3 uds 91in nan1siiasiendeyalagldnisiasgviuuuinaes
Aun13lATIa319 (Structural Equation Modeling: SEM) W11 LUUAN899a1n15LATId3198ANa0nAaeiy
Toyaideuszing Tnefinrsananmdviiinmnudenndosiiusznouse Flaauaiiduivg wiiu 2.823 e
avilinsgaumnunaunaulUSeuLiiey (CFI) windu 0.971 wazenvil Tucker-Lewis (TLI) Winfiu 0.955 A7
MnitaesesAtainunaaiadeufidsaesasnsUsyanua (RMSEA) Wiy 0.078 wagAsinilaoses
Anadefddesuasdiumde (SRMR) Wiy 0.041 dwiunismadeuauufgiunanTiasIes w1 A
fanelaluanu anulindaseninuena wazanusudeseninayanaldnsnadauindenan1sujufenu
voayAang luvaziedtuan Henelaluau uavarulindasnityanaddldng walsuindeniny
suflessmineyana ey ndasswinayesaiidninadundeeufiavelalumuduie

2. Yadvatvayummhaudsaroysyansamnisuidymanizath lnefitediui Jadede
somsvhaunsenswenslunisinuazdisadvayulininawihouldegifivsz@nsnm nuuinisndu

NufgtasiuaNuisanIsvesgnm HelignAninanuazainauieiuildusnmfniugsiauinise s
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asiithdeidesomaiauliuintinmy wu anmiadounisvhauiivmnzay anaiuasvesnalulad
msldsunsatuayuuazqualunsvirnuainsminay Wendnauldsumsatuayuudozdenalinig
witgmliungndnasansangs ibigndninanunels Useiiula sunduanlduinisiinainuasindnisie
Audmieusnis lnedliduiimngnéuinanufionelalunisuinig aunimnisuinig gnénasdiania
Tndlauazndualivinidn Sesimuaudmnnisuinmsfiiaangliuinig lnsewznineudiumii
frvmnilignéndsevivlamnnuinlng Bedenafdessdnisuinviniy duminesiudnssuaunisiindy

wiinau Jadeativayunidniiu animwindeuss o arudwalintnauliifnueenulaftues 3

'
= 1 1

aonndesiuauideues Xanthopoulou et, at. (2007) findnritiadeidosiomsvhauanusoatuayunis
vhauvestinaulidisanantmng Wueuddngniudeny saesauiiinanuidnnisiduiwedy
psfnsvosmiinau dufusiuanuisovesdiuia yudluarinsissa wiunes (2561) AldAnwiizes luna
wanadnswanunmuimsvedlswstludmiagin nsed uasisndeniumsindnfvesinviondle nadde

WU BVENANNTINTNARDANNINNITUINTVIL T LANA ANNINNITUSNISLBVENAVaRSATIUIN

€

uAuAINsTuIANulINgds anufianela Anuasshdnuazanulingds wagarudisneladdnina
Mansudeauanfunnuasindng egredituddumiceana snedslanudninanedeussminadauds Taun
AUNMUINNSTBNSnan1woudauaniumulingds anuiitela anuesindgnd wasanuiianela og1adl
edAgneada

£

3. Usgansnmnisuntgmianiznidmaneanunelalusukazanudslaateen Nedang
witgmliungnandurinuefiddydmsuninauuinisluyngsia nenizgsivemsilinsudetugs
nsiiulaTuenenn Msliusnsniivseansain asamuaLdenIsvesgnAtunsiAT v liikAgnan
IpegneminsrdndusgBanidesendouszaunisal nsilneusy msadvayuainimiau Juduladenvin
Tvndnauuinsiinanueienas dwareanunelalunisiaunazanuaslanisateenveaningu lay

v Y] . A ] | & ' d Y]
donASEIUIIUYRY Hui (2007) AINUINN1TROUALDWRENNTINGT Tnalaenseoninuiianalawazn1snduyn
Tguinisvesgnat ninauuinistusiuemsiinuwen1suntyminisusnisgnamnunndeiuduiunany

i

Uady 1u 918n1svinu nsilneusuwagiruailunsuiifnu Yseaunsallunisuddaymlvdugnen
derasiaUszAnsamnisunUgvinisuinisliuagna wilnauaulaauisaudtaymlad gnAninaanuis
wola Aflanugulunsinueivdmaroanunelalunisuazliatsenainau uadmidnauaulaliause
widayylignanelald e1afinanzanuasen dwalvlinalanuuazatsenainauld

4. anumelalunudwmasioaudslaatesn nanfe mindnuugaudulidausime
winnzgauiuaug  anuawise nebiAnauldfionelaluau Aagdnavilituusldunisatesnys
aenndosfumsinyivesaiaumes (Spector, 1996) uanslifiufnnilifianelaluau funluganusila
flayaeen dwwavinliAengAnssunisiumnan W msadasnudu msludunvaiiu Wuduuazgarie
ihlgnisaneenlnewinanuitlifemelalunuresaufennanuidlafiozansanainu Snitadssaefusu

nuin1sAnyIves alesuaznesames (Steer & Porter, 1973) wui1 ANuAdlIaI09NAINULANTULLTD
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winauinauidnlinelawaglidesnsiigeyivesdnssely anmmdumianandadesuainudfisnels
Tuu ANIANNIRe AN INKINABNBIANT MTORANMINARBUWIUTANTIYIIALAANGANTTUNITHOIMN
lenmanazluainesansuazilieldnuiiandnmuizaunin fawelawinndt JaildgngAnssunisateen
a & Ay Ao ada s o ' = @ D2 a o = '
Nuunsilunuiidesiviruaing sednsaislinudismae advayulininanuuinisesertdnfenue
29391u771 asvanmwindenlimngauiunisinnuuiansuwuivuizay wedunisinw

winauliasedivesinssely iunisuszudaaldaiglunisassmndnaulng Igra Saeed et,at (2014)

Usglewiiannmsidy
1 Junwmanisuimsdnns guimsesdnmsasiiusunamudalaliuantinnuuinis avdae

Tvndnaunseninfenualuanuy vsudruianisdaaulalunisuinisgna deaevilinidnauuinisiin
Anunalalunisina dealindnauasndndtvesdnslifinnuaslanizatsen esdn1sinAnuduag
Aunsnensuyedaoluldluauies
A a o & o Y, Yy 1A v
2. wiailuusglevdlunisuinsladuidedenisiauliunndnan laun Taamuindeunis
nuinzay fdewsanuazain Insiineusy Suilsanudaiuannidnau nsaduayuanimih
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Aefivaeadusnunisuinisiiiussansnm
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