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ABSTRACT

The objectives of this research were 1) to study the confirmatory structural
equation model of factors influencing the job performance of customer service staff
in a freight forwarder company, and 2) to analyze factors that influence the job performance
of customer service staff in a freight forwarder company. The samples for this research
consisted of 405 people who are working in customer service, obtained through convenience
sampling. The instrument was a questionnaire. The statistics used in data analysis
were descriptive statistics and structural equation modeling (SEM).

In the normality tests, the skewness is between -1.069 to 0.081, or the distribution
is left-skewed and the kurtosis ranges from -1.037 to 1.112, in which the data were normally
distributed.

The results of structural equation modeling revealed that the motivation factor
and hysgiene factor, with factor loadings of .801 and .563 respectively, had an effect
on the job performance of customer service staff in a freight forwarder company (95.8%
explained variance). All indexes, which were Chi - square (X2) = 3.796, df = 6, p - value
= .704, X2/ df = .633, GFI = .998, AGFI = .983, CFl = 1.000, RMR = .031, standardized
RMR = .0078, and RMSEA = .000, passed the criteria. This indicated that the structural
equation model of factors influencing the job performance of a freight forwarder company
in Thailand was consistent with the empirical data. It was pointed out that job performance
is influenced by 1) the motivation factors in aspects of advancement, work itself,
and being recognized 2) hygiene factors in terms of working environment, organization,

and compensation.
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31-40 % 85 21.0
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3. TEAUNITANYI USgyaywInsaLieunn 315 77.8
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R IIRAIN sEAuUURNIS (Officer) 180 44.4
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fanusanuszan Usziam U Sowaz
5. Yszaunsallunisvinau Hownin 1 U 95 235
firiuan Foud 1- 59 70 17.3
Heud 6 - 10 T 35 8.6
Fou 11 - 157 75 18.5
Foust 16 - 20 T 75 18.5
Faus 21 YUy 55 13.6
6. Uszaunisallunisvineu Hosnin 1Y 125 30.9
vosuismiihoglutogiu Rl 1-57 105 25.9
faust 6 - 10 80 19.8
Raud 11- 157 a5 11.1
Faust 16 - 20 T 5 1.2
Faus 21 FaulY 45 11.1
3197t 2 AhadRnuguvesiulsdunald
fauds X SD Skewness Kurtosis
WD1 4.25 0.76 -0.786 0.170
WD2 4.12 0.76 -0.550 -0.123
WD3 3.93 0.87 -0.305 -0.79
WD4 3.96 0.90 -0.757 0.444
WD5 4.04 0.91 -0.767 0.301
OP1 3.83 0.90 -0.163 -0.476
OP2 3.94 0.88 -0.535 0.114
OP3 3.91 0.84 -0.220 -0.782
OP4 4.28 0.67 -0.407 -0.797
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AUy X SD Skewness Kurtosis
OP5 4.10 0.76 -0.336 -0.741
AC1 4.29 0.71 -0.485 -0.899
AC2 4.25 0.71 -0.399 -0.971
AC3 4.14 0.72 -0.207 -1.037
AC4 4.09 0.71 -0.124 -0.992
AC5 4.16 0.79 -0.444 -0.854
OR1 3.79 0.77 -0.121 -0.448
OR2 3.77 0.84 0.081 -0.927
OR3 3.82 0.78 0.012 -0.780
OR4 4.14 0.78 -0.404 -0.802
OR5 4.01 0.88 -0.783 0.555
CM1 3.69 0.90 -0.688 0.621
CM2 3.72 0.88 -0.401 0.032
CM3 3.74 1.04 -0.457 -0.430
M4 3.74 1.27 -0.894 -0.203
CM5 3.34 1.32 -0.512 -0.864
WE1 3.91 0.86 -0.294 -0.752
WE2 4.17 0.81 -0.880 1.112
WE3 4.53 0.63 -1.008 -0.060
WE4 4.37 0.68 -0.609 -0.703
WE5 4.25 0.71 -0.399 -0.971
QN 4.33 0.59 -0.244 -0.651
TIME 4.27 0.59 -0.150 -0.535

QL 4.11 0.61 -0.061 -0.356

COSTS 4.37 0.78 -1.069 0.482
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M990 3 NS HATILIMANEUUTLANSANFUNUSWUULNESEU (Pearson’s Correlation Coeffient)

AUy WD OP AC OR CM WE QN TIME QL COSTS

WD 1.000

OP .595%* 1.000

AC 622%* .496** 1.000

OR 567 562*%* 542** | 1.000

CM 363%% 537** 310** |.640** 1.000

WE A94%%  448** 587** | .686** .442** 1.000

ON 352%% 333*%% 466**  336** .126* .459**| 1.000

TIME  .348**  270* .421** 353** 087 .421**|.631** 1.000

QL A489%F  347** 454%* 285** 084  .263**|.518** 571** 1.000
COSTS  .209** .295%*  270%* .223** [192** .349**| 297** .455** 383** 1.000
Tolerance .477 508 .495 344 529 464

Bartlett’s Test of Sphericity = 1959.367 df = 45 p - value = .000%*

Kaiser - Meyer - Olkin Measure of Sampling Adequacy; KMO = .838

'
o o

e : * Ileddgyneatianse

a

o

o

Av .05 (p - value<.05)

** ilpdAgyeananszau .01 (p - value<.01)

HANNINAFDUKUUTIADIEUNTITATIAINS
(Structural Equation Modeling) 9323y
ffdnsnaneUszAnsamnsujiRcues
W iidnegnnduiusTuusniunuvuds
dumseninelseine

1. NAMTIATIZAUUTIADI09AUZNOY
Beduduvestadefifidndnadeuseansamn
nsUtRnuveadmindidegnandusiug
TuuSeniunuauddua15s1IaUsEIne
WU LUUIIRRINNANAgIUNDUNITUTUUT
wuudaestu faliifiauaenadosiuteya

FaUseinsanunaueia1dedfanisned 4
AuzFIdeishmsuudeudugnasiuuan s
sEmAuRAaILAael (error) wisliradn
ys0sRUsznoutuRidy Wesuiunisusu
LWUUE18991a2 WUIT A1 Chi - square (X°)
= 3.796, df = 6, p - value = .704, A1 X*/ df
= 633, A1 GFI = .998, A1 AGFl = .983,
A1 CFl = 1.000, M RMR = .031, A Standardized
RMR = .0078, #i1 RMSEA = .000 U1
WuuInapsllmuaenAdesiuTayaltaTE ANy

pUNLTEdAYNISEDH Fam5199 4
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AGFI 1nA91.90  Schumacher & Lomax (2010) 983 RO
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RMR #ouni1 .05  Schumacher & Lomax (2010) 0.031
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P dwtinesdusznau .
b S.E.
Uadegela (MOT) 0.801
AUNSLASUNITEENSU (AC) 0.130 - - 0.017
pulaniauwazAuAInG (OP) 0.573 0.748  5.928**  0.329
AUANYULIIU (WD) 0.550 0.671  5.968%*  0.303
JaduArqu (HYGI) 0.563
Auan mnaexlun1sUfuRau (WE)  0.902 - - 0.814
AUAINDULIY (CM) 0.288 0.182 2.847** 0.083
PUUSENUIEIANS (OR) 0.758 0.107 9.867*** 0.575
UseanSarnnisugjuRsny (JOBPERF) 0.958
AusTYEaN (TIME) 0.834 - - 0.695
AUAMNINIY (QL) 0.694 0.063  13.708***  0.482
AuAlYgaY (COSTS) 0.547 0.088  9.890%*  0.299
ALUTUIU (QN) 0.749 0.064  13.986***  0.561

N o o

nuewme : ** ddudAyneadansedu 01 (p - value<.01)

o @ ada

HodAyN19anange

*%% ﬁ

1 .001 (p - value<.001)
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