onsansASUNUUSAAU aluuuveAansia-auauAans On 25 a0un 1 UNs1AU-DNUNEU 2568
Sripatum Review of Humanities and Social Sciences Vol. 25 No. 1 January-June 2025

wuudraaaeamenvaslaseiidwmanssnudaanuluaunIniifvasasinsuas

aussauzlumsufuifenuvamwinuuinisdiunin

YDILTILTUTLAU 4-5 A UUsZINAlNY

NOAYEYT WINGIWA"", NIYIUNG NEUTIUAY, 5395500 WINEDW?, MIUA WK’

MIngndemaluladandnnIsunaznisinng

(3

23ausRaudnans unnInegtaswmalulagsivusnassive

Received: 15 November 2024
Revised: 19 April 2025
Accepted: 6 May 2025

UNANED

n1539easeddTngUszasdiio (1) ednwtadefidwmaneanuduaundnifvosesdnsuay

A =2

aussauglunsuiRnuvessminauuimsdiuntivedsasusedu 4-5 arludsendlng (2) iiefnw
LHUNIUALIUINBNTNAVRIAUANN ATENTNTIARALNITY UaEN1TUTIINTNEINTULE T8N
nasoaussauzlunsujufauvemdnauuimsdiuninvedsaususzau 4-5 lngdwrunginssunisidu
aundniifvesesdns (3) ilewauwvuitasadsamguesiiadofidmansenudennuduandnifvos
aafnsuazanssourlunsujiinuvemdnauuinisdimiivedsasuseiu 4-5ulsunelng ngusiieeng
Aldlunsfine Ao niineuuinisdiumivedssususedu 45 an Tudsemalne $1uau 400 au 33e
fvuaandiuaumniweifdesszinaailasimunsnsdiuseninmiiefiogisedaunisiines
(viosuys) 1y 20 sie 1 TnglduvvasuaufuedosilelumsiAusiunadeya doyafildannsidounun
ARTERAI8IMeaa Idun mslieszsinanud fovay Alade drudeauuinasgiu Msiesei
9IAUTENBULTEUTY KaENITIATIELURAAMEANN1TIATIATIE RANITANYINUTIMUUTIABUTIA NN VDS
HadeiidsmansznusemnuduaundnidvesesdnsuazanssauzlunsufoRauvesminamuuinsaiumin
voslssusiluvsemdlne femnuaenadostudeyaidesydng Ineddddinauaenndoadsll CMIN/GF =
2.841, CFl = 0.945, IFl = 0.942 uag RMR = 0.036 Getladeffidninanisnsesieanssouglunisufiaau
lawn 1) Jadeanuaunasznina@iawaznisvinanu (B = 0.62, p < 0.05), 2) N1sUTMITNITNEINTUYWE

(B = 0.54, p < 0.05), 3) wnAnssUNSLTUAININTiAvesesAng (B = 0.48, p < 0.05)

Adfey: mnuduaundndin aussauzlunsufiRonu ndnauuinsdnd Tsasusyiv 4-5 am

"{Usgauaundn; Bia: tkritchaya@gmail.com

erry7 /5’836’7[]4 1unuU FIUSSSIU
Intellectual, Professional, Cheerfulness, Morality
123



onsansASUNUUSAAU aluuuveAansia-auauAans On 25 a0un 1 UNs1AU-DNUNEU 2568
Sripatum Review of Humanities and Social Sciences Vol. 25 No. 1 January-June 2025

A Causal Model of Factors Affecting Good Organizational Membership and
Performance of Front-Line Service Employees

in 4-5 Star Hotels in Thailand

kritchaya Thepsuriwong®”, Kanjanapat Klautublang?,
Rawiwan Puangsorn®, Juthamas Promma*
L4College of Industrial Technology and Management

Z3Faculty of Liberal Arts Rajamangala University of Technology Srivijaya

Received: 15 November 2024
Revised: 19 April 2025
Accepted: 6 May 2025

Abstract

The objectives of this research were: (1) To study the factors affecting organizational
citizenship and performance of front desk staff in 4-5 star hotels in Thailand. (2) To study the path and
magnitude of the influence of work-life balance and human resource management on performance
of front desk staff in 4-5 star hotels through organizational citizenship behavior. (3) To develop a
causal model of the factors affecting organizational citizenship and performance of front desk staff
in 4-5 star hotels in Thailand. The sample group used in the study was 400 front desk staff of 4-5
star hotels in Thailand. The researcher determined the number of parameters to be estimated by setting
the ratio of sampling units to the number of parameters (or variables) to 20 to 1. A questionnaire
was used as the data collection tool. The data obtained from the research were analyzed using
statistical methods, including frequency analysis, percentage, mean, standard deviation, confirmatory
factor analysis, and structural equation model analysis. The results of the study revealed that the
causal model of factors affecting organizational citizenship and performance of front-line service
personnel in hotels in Thailand was consistent with the empirical data, with the following fit index
values: CMIN/df = 2.841, CFl = 0.945, IFl = 0.942, and RMR = 0.036. The factors that directly influenced
performance were (1) work-life balance (B = 0.62, p < 0.05), (2) human resource management

(B = 0.54, p < 0.05), and (3) organizational citizenship behavior (B = 0.48, p < 0.05).
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