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ABSTRACT

This research aims to study 1)the perceived organizational support, 2) the
performance effectiveness, 3) the difference of performance effectiveness classified by personal
factors, and 4) the perceived organizational support influencing the performance effectiveness
among customer service agent. The samples in this study are 109 customer service agent of Pan
Thai Air (Bangkok) Company Limited at Phuket International Airport. Statistics used in data
analysis are frequencies, percentages, means, standard deviations, independent sample t-test, one
way ANOVA, and multiple regression analysis.

The research results found that 1) the perceived organizational support of
customer service agent were at a moderate level, with the highest level being the aspect
concerning stability in work, 2) the performance effectiveness were at a high level, with the
highest level being the aspect concerning knowledge of the job, 3) the customer service agent
with different of personal factors showed no significant differences on performance effectiveness,
and 4) the perceived organizational support in aspect of social psychology and working condition
significantly influence the performance effectiveness in order of importance from most to least.

Based on research findings, the company executives should provide emotional
support to employees by praising them when they work successfully through activities or
channels of company such as the announcing to be an outstanding employee, awarding, and
publicity in journals or publications of the agency. Such operation will make employees feel

proud and be willing to work that leads to more performance effectiveness.
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r'd r v
MIIMANKIN 1T MAVUTLANTANVANNIAOIY (Cronbach’s Alpha Coefficient) UDJ

HUDERUMMINIAUMI S MIaiuayUINeIAnT

v Scale Mean Scale Variance Corrected Item- Cronbach's Alpha
e if Item Deleted if Item Deleted Total Correlation if Item Deleted
1 64.60 179.559 0.625 0.957
2 64.80 177.476 0.695 0.956
3 65.40 177.559 0.675 0.956
4 65.50 183.155 0.547 0.957
5 65.80 181.200 0.663 0.956
6 65.27 172.685 0.720 0.956
7 65.50 183.017 0.499 0.958
8 65.70 175.872 0.766 0.955
9 64.70 180.424 0.755 0.955
10 65.10 173.334 0.814 0.954
11 65.07 182.064 0.516 0.958
12 65.23 175.702 0.821 0.954
13 65.30 175.528 0.768 0.955
14 65.07 172.961 0.801 0.954
15 65.00 173.241 0.826 0.954
16 64.80 174.303 0.795 0.954
17 65.07 178.547 0.727 0.955
18 65.27 175.582 0.732 0.955
19 65.37 175.551 0.780 0.955
20 65.50 177.293 0.746 0.955

Cronbach’s Alpha Coefficient = 0.958, N of case = 30, N of item = 20
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r'd r v
MINIMANKIN 2 MAVUTLANTANVANNIADIY (Cronbach’s Alpha Coefficient) UDJ

suvapUMMNEINUlsEANTHaMIUIRNIY

v Scale Mean Scale Variance Corrected Item- Cronbach's Alpha
e if Item Deleted if Item Deleted Total Correlation if Item Deleted
1 88.27 124.754 0.839 0.950
2 88.37 121.689 0.815 0.949
3 88.47 120.326 0.792 0.950
4 88.80 127.338 0.288 0.959
5 88.33 125.954 0.669 0.951
6 88.17 127.109 0.582 0.952
7 88.17 126.282 0.793 0.950
8 88.30 123.872 0.728 0.950
9 88.13 123.913 0.729 0.950
10 88.53 124.740 0.731 0.950
11 88.03 127.068 0.640 0.952
12 88.33 122.644 0.780 0.950
13 88.07 123.375 0.792 0.950
14 88.07 121.582 0.715 0.951
15 88.40 122.731 0.687 0.951
16 88.67 124.575 0.689 0.951
17 88.63 126.309 0.699 0.951
18 88.43 121.082 0.860 0.949
19 88.40 124.869 0.752 0.950
20 88.23 123.426 0.633 0.952
21 88.27 128.202 0.566 0.952
22 88.10 128.645 0.547 0.952
23 88.17 128.006 0.518 0.953

Cronbach’s Alpha Coefficient = 0.953, N of case = 30, N of item = 23
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