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Abstract

This qualitative case study aims to: (1) investigate factors influencing organizational
commitment and (2) establish strategic guidelines for enhancing employee commitment within
an Information Technology (IT) service provider. The researcher conducted in-depth interviews
with 23 operational employees and 2 executive managers, utilizing thematic analysis to
interpret the data. Findings reveal that employees demonstrate a distinctly positive commitment
to the organization, prioritizing job characteristics and interpersonal relationships. Meanwhile,
organizational and technological factors serve as essential foundations for job satisfaction.
Strategic recommendations derived from the study include: (1) establishing clear and transparent
career advancement pathways; (2) designing performance-based compensation systems; (3)
strengthening workplace relationships through a robust feedback culture; and (4) promoting
lifelong learning to facilitate adaptation to emerging technologies like Artificial Intelligence (Al).
The study concludes that fostering psychological safety and ensuring a healthy work-life balance

are critical success factors for retaining technical talent in the digital era.

Keywords: Organizational Commitment, IT Service Organization, Organizational Factors
Influencing Organizational Commitment, Qualitative Research, Employee Retention
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1. Vision

Organizational Context

2. Mission

3. Organizational Goals

1. Job-related Factors

2. Organizational Factors

4. Technological Factors

Factors Influencing Employees’ Organizational Commitment

3. Interpersonal Relationship Factors

Guidelines for Enhancing Employees’ Organizational Commitment

Figure 1 Conceptual Framework of the Study
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Table 1 Distribution of Operational-Level Employees

No. Operational-Level Employee Groups Number (Persons)
1 Office Service Staff 7
2 Operations Staff 10
3 Sales Staff 3
aq Customer Service Staff 3
Total 23
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Table 2 Summary of Themes and Frequency of Factors Influencing Organizational Commitment

Number of Participants

Factor Categories Key Themes
Mentioning (Persons)

Job-related Factors Responsibility and decision-making 22

authority
Organizational Factors Support for work-life balance 18
Interpersonal Relationship  Relationships with colleagues 20
Factors
Technological Factors Fit between technology and job 15
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Path Wag Training Roadmap luesansuzasy
nrsiusIndmundunasula ey Faus
TormunlunIsideusedy SunieiiaInIseni
Wi szeziamn vangasineusy uiaiieulysn 9
AAeatee Gunaridvieliwinauewiveuins
gossedluasinslataeudy weisuiudidin
idon Aenadule ussyNedeariuueueseeils
ieluuthmne sSuastieairusigilauazmaim
HMUAUeIANslAATY...” (Executive B [Managing
Director], Personal commmunication, September,
2025)

2. GUAMNTUNUSTLNINYAAA

laun nsasrsadmfnagnisildiu

FEUAINTIUATANENGANTIH (Ice Breaking)
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MsaeIAsTTNRIANILUL “Ties” wazteemng
msdeansiilianiauazUaonsie

« . dmmmumsauzag nouiis1esdes
Sauviminsasemnagysing 9 imihaugnlald
939 AnddeiaAnande msviliauluiiuian
Inagnruneuny ims1ed1893ann5e 9 v 9 lu
néudnlanesu selsisrlnmeuinmiisualyusi
Aoreazdalsirfauruviningg aenedi1n199
Ice Breaking Tunazi{uaaisuduiin Aanssuidn 9
iaelinaulitiounate du wauzredutne uasil
Sde lkatetuntu 1eleseusunay
AvenuLariy Sutieanendlaisesiagny kay
wazmﬁuaﬁwim‘”umm‘fu UssEIN AR T Y
$nldlay woituisulsladuuas nsdeasiserim
3oL NYIDIAN T TUNAY YnAUe
suitsdaenrudaly Woulseduoududeie
M ludreiuldituasannesiufesnatetu
Agnyyeiils AlaTsunvierum il us
iumwging Adfeiveus sghuviaiens..”
(Executive A [Human Resources Director],
Personal communication, September, 2025)

3. fUBIANT

nsatfuayudaseuy lawn nswmwn
Nnwzlazn1sastandsnunuuelaa (Agile
Workforce) Uag AUaNRaseninadinnisvinenuy
wazTIngdIusd (Work-Life Balance)

“OUTINADINITTIN Agile Workforce
Zugfﬂﬁh7'54Uﬁywzzﬂaozﬁ@5u4§7uwmgm"’uum:ﬁ/
wuFo31n5dnlonalsiminauldiSouise
Faewuunanesy E-learning unalnainzy
27 372 Workforce finaesiadndudoasoug
a5 Usudalala uazianivinuelnilanaon
1987 avAnsTunuaiUUWININaRaTaoaulal
ﬁﬂi@l/ﬁ@i/%%%yﬁmfmﬂﬁﬁ sinvensdears s
Usnsiia) [audsinweduadvaniennyy
ouIARAN 9 tieliwinaus e imnzauTusm

Y89 Transformation N385 193AUETIUNITTEUT
AaoaIB MUY sty isaaIeenIias
wagushuanlaseairemsSeusiuy Top-down
untumsiSeusuuy Self-driven dutusiale
Y94 Acile Workforce tagasu...” (Executive B
[Managing Director], Personal communication,
September, 2025)
4. fumalulad

msatiuayuBaaiesie WA e
AnuFmalulagivngd lnsaniz Al uaznsdiam
\Tesilofivnyauuasiinaunin

< Tugmiimaluladivaeusa s
puntlases Al iwiheutudesntuunes
lslunaeusly umsoailvisiu Al vaganeu
g0 iumsEaslg ST ueghals
Aselundniuie msiaulaldeuadludy
oUsIENmINAIUY 09ANTIENRISUINNAIING
uazinsoviioagsaiidoadae Womineuiiile
lunistinaluladlval 9 oernsivensouysus
Uz ITUlFaE ey FramunisiEsuuag
loviume...” (Executive A [Human Resources
Director], Personal communication, September,
2025)

aiUs1EN]
Han1sIesunTinzideyasgaduy
FTUUAMUNANNITIATIZRUAUAITE (Thematic
Analysis) wudedunufiddaieasuiadenis
aianugniusiossAnsvasntnaulungussia
IT Service lagausnaiusignaniuussiu
ddailawsd 1) Jadeduey singruvesaniu
HARUTINTN Han1sAnwInuINTaTeaueu
Ao osAUszneufisziuaud Ay Banagns
g9dn (Strategic Priority) WinauLazEUIMNS

ayviouinAusulnYeu 81uaRnaule wazAy
Faruunum Jusfvunenupniusensusl
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(Affective Commitment) mﬁﬁwﬁfﬂmuiﬁﬂﬁﬁ
NuUIANUNUILLAZAULBIAMAIFDBIANTHIY
N13NUEIUNA (Empowerment) d@anAasdiy
U uad Meyer uaz Allen (1991) Uagiuidy
494 Ceylan et al. (2021) szyi1 Msildrusan
dndulaiiuanunniiuyniensualogsiifoddiny
Tuuiunvesssdnsidne anuiamtluendn
(Career Path) favhmthildumains augnifu
m1sAsieliles (Continuance Commitment)
Hesnnntiniuussiduduyuanudelenialy
nsdulmndesingesing deaenadesiudedu
WuUveY Chatrabha (2023) ﬁszqdw LHUN1IAIY
Aamthee Jadendnlunisnwiyrainsany
walulad 2) Jadeduanudunussenineyana
nsasaituiivaendemala anuduiusiuiion
Samnunazivthan gssyindudedoiiain
ANNITUNI9ensual (Affective Commitment)
Hrunalnainulasndenisla (Psychological
Safety) fuimsuesinduusziiusshuiioan
Foriuaziiuanuiuiiy Ssaenndoaiungud
ANNEAALUTILYDY Carron Wag Brawley (2000)
finnuRsgaduyanasonguiiilugnisyniusie
Whnunesin udnan1sAnenues Neuyen et al.
(2024) agnuin leusmanidviwateslungy
Gen Z lusnsUseima wiluuSunvesaansing
Avins@nen auduiusuuuiesdianiy
FuUsadnyfiteansnsnsanesnuagifiuay
ynifusessdnsog1adaiiu 3) Jededuasdns
N1TATUAYUAINANAAVITINLATNITYINIU
(Work-Life Balance) uaza1izginfiainauss
tuaalauazdeansiiuszansam Wuuiuanss
dfnyfidamasionnuynitumaussvingiu (Nor-
mative Commitment) WagAUENTUNID1THD]
FrihiaausstunalanuuuiAnues Bass uag
Riggio (2006) @u1sniUAsusILAILAIANTS
yaaniinauannswanilasunauszlov lug

£%
(3 =

AusznslalazAuasinanfnensAns uenainil
ulgurenisinauidangulugafdadalasu
n1sguduiniadudrdyrenisinyiynains
Tuusunesdnsfidnuasnadasiuauidenes
Poorani Way Pradap (2024) waz 4) Uadeanu
wialulag wudl AnuminzanszrIamalulad
AU (Task-Technology Fit) Ineniineuasiey
Junalulaglinevlandnoarunssanazan
UsganSnw aduayungud Task-Technology
Fit 984 Goodhue Wag Thompson (1995) 7
UszANSNIMANIINAUADAAADITENINEU
walulad wazgl¥aide Hessari et al. (2023)
WouInAluladliuauaINIInnoAINULATER
1nmalulad (Technostress) anAILLNI
Braojos et al. (2024) 53184 Qiao et al. (2024)
srymsamumalulagnesnivgnnzgiiaia
nazNNIEeus vausil Lee uay Kim (2023) Wy
Uszaunsalimalulaglaiideddaysianinuynity
untaduimusssuLazanInwInaoNa1AYNIN
wenSetiimaluladvinnihiidu dadeaueuni
(Hygiene Factor) #39f1L59UsZENSAIMNUINAIN
apidudinuannurniulusyezeienues
MNIANITOYINUEEL UeINYIANTauaLuY
p19naneluglassadifyreaninuyniuves
ninIu

NFUNR
LUINIINTATANUENTUTINANS
TuvSunvesesdnsidnufidelfdansgi
TOLEUOLUEANNTIATIEIUTEUTIEULNLDIVEY
HuTmsuazninay Usenaunig 1) N
dunsendnidanuuazlusila 2) nmseenuuy
FEUUHARDURMILANUNGITY 3) NSIESNAT A
duiusiuInussIUNsaviouteya (Feedback
Culture) wag 4) Msatuayun1sTeuInaen
TAneusudndrfumaluladaselng 1wy
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Tayayrdszhiveg ognslsin Lmeu%aﬂaqmﬁ‘ﬁlé’
mnnsfnwilifurainnisasieutszaunisal
wnzvedliveyanislussAnsuiaiel 39a73
Tnaentamainnisiunisinan1sideluansds
vidoagUveenaludeily (Generalization)

faanauuzAmSunsAsaasasa il

1. nsAnwidadeaiuasenannnisiy
wAlulad (Technostress) W9an

2. MISANYILUINNINAUINIZEURIIS

(Digital Leadership Development)

ganeu (Flexible Time) sioAuyniuy@snina
4. MsAnYMININTUTEENAlTILIAIY
Anolad (Agile) lusAuasAnsuasnasianIuyNiy
VYBINLNIY
5. MTIVLLUUAAMINNATZEZE1 (Longi-
tudinal Study)

findinssnlsenie

YorsUNsEANE oA Mhonuilieades
nnviuilianueynseiidued1ed wazve
youmantunsian sty Ataniildaiuayy

vy
v Ao &

3. MIfnwnavasulvisnainnukuy M9Te hlvnsAinwestldisegasalumen
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