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Abstract

This research attempts to study the structural equation model of Service-oriented
organizational citizenship behavior (SOCB) of frontline employee of hotel in Thailand which
registered to The Thai Hotels Association (THA). They are comprised of 748 hotels which
located on 4 main regions of Thailand. The amount respondents of this research are 452.
The structural equation model (SEM) is a quantitative method applied to be the
methodology of data analysis. Trust, perceived support, self-perception, and attitude are
proposed to be independent variables. Leader-member exchange (LMX) proposed to be
mediating variable. They are three objective of research 1. To initiate the predicted model
for SOCB 2. To study the level of effects of psychological factor towards SOCB

The finding indicates that LMX mediates only the causal relationship between
perceived support and SOCB. LMX not mediate the causal relationship between trust,

attitude and self-perception and SOCB.

Keywords : Service-Oriented Organizational Citizenship Behavior, Organization in Hotel

Business, Frontline Employee
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gaAnslugsAalsasufenuianelavasgnai (customer satisfaction) SUARIINAMAMNITUINTT
(service quality) Faduiladedrdgyfiosdnisgsialswusuliniudfey (Gonzalez & Garazo, 2006
waz Daia et. al,, 2020) lnsanzluviunvesgsilsusuludssnalve nmsvnanudilafigndes

¢ o YV m owe Y ) Yo A Y Yl ey o 6w Y \
wazdszaunmsalvosmdnaugudinialiuinsvsendnaugiujduiusiugnen (frontline
PRRTS ! - Y 2 A ~l o wa o N S

employee) lun1sufURusgralinnudilanazaululioondnlun1sufinau dadud
Auszneunislugsiannariindwenfuyulidseauiiastu (szemwi vina wazdseand Judin,

2561)

INNISANYIVDY Gonzalez & Garazo (2006); Riaz & Mahmood (2017); Yeh (2019) way

@

Ratnayaka et. al. (2020) wuingfnssunisufuRiauvesntnauddujduiusiugnan (frontline
employee) ﬁﬁmmé’wﬁzy@iamﬂﬁuﬂiz?{m%ma (effectiveness) Tun1seatiiusiu LLazmsLﬁ'wﬂu
Fngnmmensuteiu (competitiveness) vsiasamslussfalsusy saviirauaiuasrsliniinay
UjdRegraiaieie woAnssuanuduyaainsialuiuuinig (Service-oriented Organizational

Citizenship Behavior 138 SOCB) (Gonzalez & Garazo, 2006; Suan et. al., 2018 way Yeh, 2019)
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2

wiinugiufautussugnin (frontline employee) lunisdsuaunisliuinis fgniiauaifuady
wsnlae Bettencourt, Gwinner & Meuter, 2001) s?fﬂLﬁquamiumezém%“uwﬁmm@’ﬂgjﬁauﬁwﬁ
U3n15 visegufduiuslaenseiugn
msfnwaunslasiadrwgdnssunuiduynainsiflunuuinisvesesdmsgsnalsusuly
Uszindlng vesnisisendsihdunisinu woAnssuauduyaainsiialuauuinig (Service-
oriented Organizational Citizenship Behavior %38 SOCB) sutunauiantdadeaiuininen
(psychological factor) luifin1g 9 drungAnssuesAnis (organizational behavior) lawn A
1191418 (trust) irund (attitude) n135u3Ren1satiuayu (perceived support) LLﬁ%ﬂWi%UiLﬁB’JﬁU
AuLd (Self-perception) laeil UjduiusseninadueAulnyylaenss (intermediate boss) luguues
mMsuandsuseninntieudunineu (Leader-Member Exchange wio LMX) usuusunsa
(mediating variable) sﬁuﬂuiﬂmmLLmﬁmaaﬂwsﬁﬂwu%ﬂwgﬁﬂssuaqﬁms (organizational
behavior) feunthiiniinisuanasusenitafaniasuiundny (Leader-Member Exchange
w3o LMX) 1uduusunsn (mediating variable) syninatadesiiuininegn (psychological factor)
f"fuwqaﬂssmﬁﬁm%’mﬁumsﬂﬁﬁammmwﬁmm (Chen et. al., 2016; Moideenkutty & Schmidt,
2016; Byun, 2017; Chiniaraa Myriam & Benteinb Kathleen, 2018; Basharat et. al,, 2018 uag Xie

et. al,, 2019)

TanuszasAraINIvy

1. Wleatsaunislassadramgdnssuanumduyaainsiialu 91uuinis (Service-Oriented
Organizational Citizenship Behavior 58 SOCB)

2. iefinwisyiuvamansznuveailadeniamisiniven (psycholosical factor) #iflse
‘anﬂiimﬂﬂiLﬁuqvﬂa’]ﬂiﬁaim’mU%ﬂ’ﬁ (Service-oriented Organizational Citizenship Behavior

138 SOCB)

NUNIUITTUNTTH

anﬂiimmmLﬁuuﬂmﬂiﬁmmmﬁms (Service -Oriented Organizational Citizenship
Behavior {SOCB})

1.1 arudidy wazamdnuuzvsmguinginssuauduyaainsitaluaiuuinig
(Service -Oriented Organizational Citizenship Behavior {SOCB})

ngufanuduyaainsiifvesesdnis (Organizational Citizenship Behavior {OCBY) 1iu
nuiilasunissansulunmsinudungiinssuesdnis (organizational behavior) lugnugngAnsy

gasntnaundwanennuilussandnalunisadunuvesesdnis (Chiniaraa Myriam & Benteinb
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Kathleen, 2018, 334-335 way Kloutsiniotis & Mihail, 2020, 1-2) wiogelsAnudmsunTneui
Utavthitliuinstadudumdsnuiidnimanglunisliuinisgné1nesosdnis (customer
contact employee) 1 Bettencourt et. al. (1997, 31-35) Iinsfinyiazaglin wginsaualm
L"fJuqﬂmﬂiﬁﬁ%a\ia\iﬁﬂ’lﬂumuuéﬂ’]i (Service-Oriented Organizational Citizenship Behavior
150CB) Wunquifianunsnsiurenganssuituenuiellanuiiiaudusssrednuvazau (job
description) maqwﬁfﬂmur}jﬂﬁﬂ’awﬁwﬁﬁms 52u%4 Nasurdin et. al. (2015a, 347-348) 1§o8une
dintRun m‘jaqmﬂuméﬂmw (personality) m‘wﬁﬂimg (appearance) MeuAR (attitude) way
wgAnssu (behavior) vaamiinauiuftaviiiuians lunisfiunaumnueslyiuinissuiiefudeisu
Aagluld (intangibility) lia1u1saniataile (unpredictability) wagaiuauiasgiulsein (non-
standardized) Tahiidnuazamsiuanadluananududu Wy nsliaunsatunveuteves
swarwih Wewnlumsu foRudliilasamnsafnuavoudrsvesnuiintnauu fuand
Uinsdosufialunisinnu Tasaniznsnevausroninudenisvesgniniiliannsanieanle
dranth dafungdnssuanufuyainsiidlunuuins (SOCB) Fudunnsiafimnsaufudnuus
uaana lunis@nerves Colwell, S., Scott, S. H., Jiang, D. & Joshi, A. (2009, 137-138) g
osuelunuuendaAsugeandin TnsfinisiigsAauinisldidulnuasiiudnduedaiifuddydle
Wisuiiguivyadniuiasegialag Ty miﬁmagjjéuaqﬁméaumaﬂqsﬁw?ﬂwsﬂfué’aﬂmﬁammffﬂﬁ
01qn#1 (customer loyalty) Tnaiiwg@inssuaraniuyansdidlusnuuians (SOCB) vaamtnaudy
\rsasile

Tunsdlvesesdnislugsiauinig (service) FaminauseduufiRnis (operating staff) sinil
mﬁwﬁiumsﬂﬁﬂ’ﬁqwuiumsiﬁu%mmfu ANSANYI8Y Gonzalez and Garazo (2006, 21-22) wag Lin,
Hung & Chiu (2008, 571-572) l#lWiA1adursfiatuayuwulAniin ngRnssunisujiRaunes
Wﬁﬂmuéﬂﬁﬁamﬂﬂﬁﬁma‘ (Customer Contact Employee {CCED Taglun13Anw1v89 Gonzalez
and Garazo Beniminaugiufduiuslnensaiugnd (frontline employee) $udusieaiimaiuiy
awziionimgdnssuauiduyaainsiidlusuudng (SOCB) na1fe n1sAnu1ves Gonzalez
and Garazo WaefurefisarudAyvesndnaudiivjdudusinenssiugnan (frontline
employee) Tminnunguiaedndoulosszuingnirdaiuuanantsuenfuduinisesdnig
namReduimsesdnmsaautilifndnaunduinovaussrudenisuasdeidoniosmwaignindae
Auga wasvliandinaulindaludadlifuing saukmgnssuammduyaansfidlunu
U313 (SOCB) fisznaudefiilunisia 3 s Ae wainssuauduyrainsidlusuuinnsiu
muasinAnfdessdnis (SOCBL) woAnssuanuuyeainsfidlunuudnmsiunsufiiouuinig
(SOCBS) uag wadnssuaduyaainsialuauuinisiunisildusulunisuaninnudniiv
Agafuau (SOCBP) Lﬂumqwﬁﬁmmwammﬂﬂquwﬁ mwmfluqﬂmﬂsﬁﬁmaqaﬂﬁmi (OCB) way
Hunguifmuzaniigalunislunisarsnisivivesgnnfeniuanin uazauuilinedaves

wiina Sulumauisaiufisnelavesgnd (customer satisfaction) e s@nwves Wu and Liu
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(2014, 77-78) lélridoFunsiaduayuiuiAndiin ngfAnssunsuiianureminaugudandad
U315 (Customer Contact Employee {CCEY F10udisfidedunsiamediFonimginssuanaudu
yAansifluuuInTg (SOCB) nanife WenisAnwmgul woinssumnuiduyaainsituesesdnis
(Organizational Citizenship Behavior {OCBY fiauvainvaiguwazaiunsaussandlugnisesuiy
woinssuesimveamdnalunansdnvazainiy udnsesuienginssuauduyeainsiiues
wilnsug foRveiuinng (B Tumsufdanu dndudesedongul] wodnssuauduuaains
Aluamiuims (SOCB) lunseBuredsnan

1.2 Ad1finAu

waAnssuauLduyAaInsialuauuIAng (Service-Oriented Organizational Citizenship
Behavior {SOCB}Y)

wqﬁﬂiimmmLﬂuuﬂmﬂiﬁﬁiumw%ms (Service-oriented Organizational Citizenship
Behavior {SOCB) winefls woAnssuilufjiadeanuiilasiwaminnudufduiusiaenssiu
anén (frontline employee) vasasamislugsiauinis dadunginssuiiuonmileluandsifie U

auntiuazdawansenureUszaunisalnisiuuinisfignaild3u Insuwdsesndunginssuany
Usznsldud wadnssuanuduynainsiidluauuinnsdunsiufauius (Service-Oriented
Organizational Citizenship Behavior Participation %38 SOCBP) Mmslﬁx‘iwqaﬂiimﬁuaﬂL‘Mﬁéﬂ‘d’ﬂ’m
wmsgIumsUFTRnunAvesminaugliuinisgnérvedsausy Asdestunisuinnsludunis
wansmuAniusuiuusslenidonaimureuuing wodnssumnuduyasnsiidlunuuinng
éﬁuﬂﬁ‘diﬂ'aﬂmu%ﬁ (Service-oriented Organizational Citizenship Behavior Service Delivery
%38 SOCBS) Mgy Wqﬁﬂiimﬁuaﬂmﬁavlfdmﬂmmgmmiﬂﬁﬁ’ﬁmuﬂﬂaﬁuaqwﬁmmﬁ;ﬂﬁﬁms
anfueslsausy MAgtosiumsuinisludunisufoRnuuing was nganssuaufuyaainsiia
Tuaruusnisaiunisufusauusnag (Service-oriented Organizational Citizenship Behavior

1

Loyalty #3a SOCBL) nungdsnghnssuiivenwmieluainuinsgiunisufifnulnsvesndnaug

U

Tu3nsana1ve9lsasy MAEITaIAUNISUIANTIUAIUANTLERIANINA DGR 09ANTT WTNITUNT]

R

o g % SR

Uduiusiugnan (frontline employee) nunedia winugudRnuuinisgdddnvazvens
Jfdaaulanenisidfduiussenitaunnaduanai (Bettencourt & Brown, 1997, 55-56;
Bettencourt et. al., 2001, 31-35 uagz Sirianni, lana Andrea & Gavan, 2009, 966-967)
s LY 4 1 = &) - o qQ q

AMUFUWUETEUI19 wadnssuaduyaainsiatuaruuinig (Service-oriented
Organizational Citizen Behavior {SOCB}) fiufianusarunwgiinssy Tuuungsnalsausunas
aeAMslugaaIwnssuuIng

=5 PN o s YN = I oy PS

nsAnwuTUsednddaladedeanmnvamgiinssuaiiuiduynainsialuauuinig

(Service-oriented organizational citizenship behavior 38 SOCB) waswilns1uaILIsaLUsaanla

o W

& [V o o o o Y Y o i
Ju 3 Yssanlaun Yszianwsn Jadeiiiieatesiugdedudymlngnssvseiimuieu (supervisor)
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LA n1sds8ndnasuan (positive influence) vaaIntn91U N138AUILUUNTEINBEIUTT
(empowering leadership) N155U3AN15atUARUIINTINUNIY (supervisory support) A5LANNS
AtuauuAININLIU (supervisor support) AU UUETULY (servant leadership) (Krishnan
Thanigaivel R. et. al, 2017, 74-75 waz Chiniaraa Myriam & Benteinb Kathleen, 2018, 334-335)
Usziandiaas ﬂﬂ%’aﬁﬁm%’adﬁumi%’uif (perception) vaantinauiiifieadastunisudmsdanis
29An13 biun s81dne n1sdanismineinsuyud (human resources management) Tudifives n1s
HnausHAiUNUUINIg (service training) N13lWs193a3 103U URNIUUINTST (service rewards) Uaz
n15Uszillunani1suuReu (performance appraisal) nN15guantnau (staffing) n1suguiline
(orientation) N13MTUNTRIIIUIAIUAAIINYOU (promotion) kazAugAsssulunisiiasan
51973 (fair reward) m‘i%’uiﬁdm‘iaﬁuayumﬂadﬁﬂﬁ {Perceived Organizational Support {POS})
n135U3R1UITEINIALAIAINERSTTN (justice climate) Larn13TUIAIUITEINIALMINITUIANS
(service climate) N35usen1sAndudunszuIUN1sATUHURNY (Perceived Procedural Justice
{PPJY) mi%’uimamﬂfmmﬁﬁﬁiams?lﬂa‘um (perception of traininglenalunslisunisdeudu
(internal mobility opportunity) izuumuﬁﬁausiausqa (High Performance Worek System
{HPWS}) n15ns=ar891u1vad 1 dussuu (structural empowerment) (Riaz & Mahmood, 2017,
366-367; Putri, Eka Risma, Udin, Djastuti, Indi, 2019, 113-114 wag Kloutsiniotis & Mihail, 2020,
1-2) Usziandiany ngn1adsingrduiiierdestunisufoian Taud n1siudfssaduayuan
\WeuTru91u (coworker support) Wus ey msdala (psychological contract) aruBasiuluivdn
(professional commitment) A11un5ERa3a5u (active) A ULTNLTY (strong) A un1Andle

@ '

(proud) ANAUAT (alert) wsedumaly (inspiration) A3l (determination) AYMEN RSB

LY

83An75 (organizational commitment) Auliduasluntd1fin1sau Gob insecurity) REEEAT P12,
ReeIAnIs (organizational identification) AIMURaENINB1ILal (Emotional intelligence) AUe
Tuanuanunsauesnu (Self- efficacy) (Suan et. al., 2018, 74-79 wag Yeh, 2019, 87-88)
UadeimdninevdetadoidumuimgAnssuanuduyaainsiatunuuinig (Soce) Tu
nsdnwafell Usznoudae auaf (attitude) n153usAanisdinduainesdnis (perceived
organizational justice) ns¥u¥Aenisldsunisatiuayu (perceived support) MsFusifeIfunuLes
(self-perception) ms%’uifmaawﬁfﬂmuﬁﬁ@iami‘ﬁlﬂausm (perception of training) N13AkANTINITY
(staffing) N1sUguiline (orientation) Wusdeyaym193nla (psychological contract) arudnsiuly
3913 (professional commitment) wazaruliidla (rust) FaduadeiildFunissensuluds
Jrrmseungdnssuessdnistugiusdadesuduuauranginssuvaanidnau (Wittmer et. al,
2010, 62-69 uay Chen & Kao, 2012, 153-156) ﬁqiuaﬂﬁﬂwsqiﬁﬂaqmawwﬂ35u (manufacturing) way

gmannIINUINIg (hospitality) Ineazilunisadiaunislassadmgnssusinanruuiugiuesns
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forsandannsmuiussdiiatulussins viedunsintsanlneesdsa (comprehensive
approach) lngauduiusidunang (causal relationship) Finaaiitedesunisuaniuaounis
d4p1 (social exchange) ﬁﬂgﬂ%ﬁ’mﬁw nsuanagussrinsimiausundhe (Leader-Member
Exchange 38 LMX) {Colquitt, Scott & Lepine, 2007, 915-918 way Gu, Tang & Jiang, 2015, 514-

516) 1uduusunsn (mediating variable)

ASOULUIANYAINISIAY

NFOULLIANTAINITANYT

@ arulinsda trusd

1. ailindlaiiidonsdnig (organizational trust)

2. avibindlanfdediousinanlusyauieniu (trust toward coworker) —
3. aulinslanildewiminau (supervisory trust) mauanUBsuniedanu (social exchange)
4. arlindaniisediousinauluseduiioniu trust toward coworker) 5 e e
O nsuaniayusswinamthAundnay
—»
(Leader-member exchange)
O1irund (attitude)
1. anuianalaluaiy Uob Satisfaction {J53) ) .
N ) Wyeinssy (Behavior)
2. AMUYNHUNRBIANTT (Organizational Commitment {OC})
ems%'uﬁi‘ian'ﬁaﬁuaﬁgu (Perceived Support: PS) @wqaﬂﬁuﬂq’]m{]uuﬂaqnsﬁﬁluqquu%nﬁ
1. ssuiiemsatuauungsdinig (Perceived Organizational Support {POSY) (Service-oriented organizational citizenship behavior)
2. mafuiiensaduayuaintfniiay (Perceived Supervisory Support (PSS
3. msfuiianisaiuiyuanndiiaus ey (Perceived Coworker Support {PCSY)
o W ar .
amisugl,ﬁa'mumw.m (Self-Perception: SP)

1. mssusiisdnanmlunislifunisiteiu (perceived employability) | —

2. msfufieanudundlumiifiniseu (perceived job security)

tadaduindnen (psychological factor)

NSIUKUINIINAA (conceptual model)

AN 1 NSIULUIAANNSIY

aad o as
ABn1339y
1. Usgansuaznguniegng

Uszansnldlunisidedasunaasell Aewdnaudiuduiusiugnan (frontline

Y
= o

employee) TuasdnislugsAalsssululszmalnafdunsifauduauiaulsawsulng (Thai Hotels
Association) 913U 748 153450 N1SATMUATLIAVDINGN Frsglaefinnsaninuiunsinesdary

FeUszanaAT 01m1sEwesiTuILEn AITIsARIlivnATeInguiteL L innTuIY Tagldng



R 16 aUUR 1 (UnsA - Dowieu 2567)
Volume 16 Number 1 (January - June 2024)

2NsensuUsSmsssMmilazmsiomsusiaAd
Business Administration and Management Journal Review 15

s

fidnsdiussninamiiedied ey Srutumsiwesuiesudsdunnaisaniu 20 fe 1 {33y
aulansirasunnuasnndowadduaaaunislasiaiisiifauiuioyaldeszdny TasTuinad
fauntudifulsdunalddunn 14 duls Mdufitesuumsnsnguiodiadusii fe 14 x 20
= 280 fed aglsfnu dnnTmeUNduTeIUUdeUMLTBsYAaNTugRA N TV is Ay
u3nsAeudne ieflsufugnaivnssudu fufufitedafuduiuiuuasunuiiedasiuaiy
Aawandnieyaz 50 As 140 fete lagdinsduiiod s udiazidu (probability sampling)
LLUUMmEJ'f?umau (multi-stage random sampling) 914U 420 78819 LLazLﬁaLﬁU%}ayjamﬂaum it
TUILABULUUABUNTIUIY 452 Faee il

widrne $1uau 172 au Aalusoray 38.1 inAnds 31w 258 au Anlusesas 57.1 wna
naden 31w 22 au anlluiesay 4.9 @aatunin lan 31udu 262 au aaduiesay 58.0 ausd
$1ua 159 au Astludesay 35.2 Bu 9 $wau 16 au Anludesar 3.5 ssfunis@ne A1ndd
YSayeyw3 $7uau 199 au Andudesar 44.0 USayayes 9w 233 au Anduiesay 51.5 USayan
W $1uu 13 au Andufevay 2.9 wasUSwgien $1uau 1 au Andufovar 0.2 ssezandiviheu
AueeAng 117U 4 WWeu-1 U 122 au Andudesas 27.0 sswine 1-3 U §wwau 113 au Andudesay

°

25.0 581119 4-5 U 91unu 83 au Anvludesay 18.4 waz 5 Uuld 91uiu 132 au Anlludesay

29.2 9@ 24 U o 16 au Antludosas 14.8 o1y 25-3¢ Y S1uau 189 A Aniludosas
41.8 01y 35-44 U $1uau 132 au Aawdudevay 29.2 01y 45-54 U §1uau 41 au Anduesas 9.1
919 55-59 U §1uau 6 au Andusewaz 1.3 e1gu1nnin 60 U d1uau 17 au Anlufovas 3.8

2. w3nsileitldlunisiiusausiudoya

nivendiidunsineiseiidunsduiiveud i (quantitative) Fatundasdlefld
lumsiteadiiussnaudeteyaildlumalinnsidnivmuideadidibunafudoyamaau Tag
nsluuvasunuUFul semunnandedunuainnisinuide Ysenaududedinwd §3duat
fusrilval wuusounuasUsenouluFe 4 dau ded

[V

d1ui 1 wuvasuauifediudeyadiuyanavasineunuuaauaurentnudiluiduius

o Y 1Y)

fiugnAn (frontline employee) Usenaumemauituiu 5 o lakn e aniuniwausa 81y seau
M szogaidannuiuesding

il 2 wuaeunuiAafutladedunzmeinine wesneuluuaeuny Aowiinatui
Ufduitusiugnén (frontline employee) Usgnausmemaiudiuiu 40 e Inaidumaiuvesdinys
Funm munseuktaAaveInside viedeslevemsiddlaiauilamsdasmanelud 1) wd
AT BT ITBILULAB LAY (Index of Item Objective Congruence {I0C}) Imaﬁﬁm%mﬁtﬂu

un3gnisluanainisannis {management) ‘anﬂiﬁmaxﬁﬁﬂﬁ {organizational behavior) wag n1s

Jan1snSnennsuyed (human resources management) $1uau 3 au lasudadudnidvinisdiuau
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