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The Factors Related to Service Behavior of Operation Employees of Three Star
Hotels in Bangkok
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Abstract

This research purposes were to study service behaviors of operation employees and
relationship between service providing factors and service behaviors, also to find factors that
influence in the service behaviors of operation employees of three-star hotels in Bangkok. Data
collection methods was a survey sample and 202 operation employees working in three-star
hotels were selected as a sample population, in where a proportional stratified random
sampling was brought, from 6 hotels consented to data collection. The statistical analysis will
be generated by percentage, mean, standard deviation, Pearson’s Product Moment Correlation
Coefficient, and stepwise multiple regression.

The results of this research indicated that: The operation employees of three-star
hotels had an overall service behaviors on a level that the behaviors were consistently
conducted. The service providing factors which are service knowledge and service mind had a
positive relationship with the service behaviors on the average; having the statistical
significance at a level of .01. The organizational support was significantly found a low-rate
positive relationship, at the level of .01. In conclusion, the factors affecting the service
behaviors of the operation employees the most are the service mind, the service knowledge,
and the organizational support, respectively, and the service behaviors can be predicted to
19.2 percent as in the below equations:

A prediction equation, raw score form

Y =.624 + .082X; + .732X, + 077X,

A prediction equation, standard score form

Z, - 1677, +.251Z, + .195Z,

unmin
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1. PuNanauLny (Juiieu / a3annis) 3.47 0.83 110 i
2. gruemnudnmiluntihfinnsau 3.81 0.77 170 1
3. frumnudiusugisdutyruasiiteusiuay 378 072 wn 3
4. UUlgUIELAENTUSIITNU 3.80 0.77 11N 2
NNIENLESUAINBIANTLALTIN 3.71 0.62 110
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Inusnisvesntnaulusumige X S.D. JEAU gt
1. fuineznwwaznisieas 3.84 0.64 10 3
2. fUYAGNNIN 419 063 Tl 1
3. gnunsaiesduiusnniugldusnig 4.10 0.60 e 2
Inusnmsventnulagsiu 4.08 0.49 170
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UfUanig
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Tsaususegau 3 a3 Twwsngammunmues egrelitedAynieadfnszdiu 01 drunisdadainainesans

'
o W a
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UuRnns lsaususedu 3 a1 luwangammauas egeiidedAgynisatianseedu 01

A13°99 3 AnduUszavsanduiusszninelladeanunisliuinsiungAnssunIsliuInIves

niinusEAuU URNTT Lssususeau 3 a1d Tuengammamiuns

ANUFURUSTEIINaUAdY 1 2 3 il
1 1
2 .084 1
3 286%* 481%* 1
q 315%* 296** 330%* 1

nUELnR * p-value < 0.05 ** p-value < 0.01
1 vangfis anuslunishiuimslaesiu (X)) 2 mneis Msdaaiuainasdnslagsau (X))

3 ¥N8de nede InuTNsteesIw (Xs) 4wt weinssunstuusnsieesau (Y,)
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WUNIULABAINTIN
Uy
FuUs R®  R'Change b Beta F Sig A
dAgy
INUINNT (X3) 0.110 0.110 0.082 0.167 24.782* .000* 3

aruslunsiusnis (x) 0163 0053 0732 0.251 19.368* .000* 1

MTARETUIINDIANT (X)) 0.192 0.029 0.077 0.195 15.673* .000* 2

AT (a) = 624 R=.438

e * p-value < 0.05
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