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ABSTRACT

Currently organizational management must change all the time for competing; many
organizations attempt to run their businesses for surviving and developing their businesses up to
the prosperity in the future. Tourism business creates happiness to customers by responding to their
needs. Service providers can select the strategies creating the difference from their competitors.
This can continually maintain loyalty of customers, resulting in market share maintenance. Service
providers should keep an eye on various changes, needs of customers, and competitors. They must
prepare the efficiency creation process for the advantage in business competition and various
organizations must adjust themselves for survival and progress. Thus, the researcher conducted a
study of effects of organizational characteristics on business performance of travel agencies in
Thailand. In addition, the population of this research is tested using data collected from mail survey
of 410 tour businesses in Thailand. The statistics used for analyzing data were multiple correlation
analysis and multiple regression analysis.

The findings revealed that the entrepreneurs of tour business had opinions about
organizational characteristics both wholly and singly at a high level; corporate image, unique
attribute services, and service professionalism. They also had opinions about customer satisfaction,
customer loyalty, business performance, team support, technology support and external environment
both wholly and singly at a high level.

The entrepreneurs of tour business with different business location, operational capital,
years of operation, and number of staff did not have different opinions about organizational
characteristics; corporate image, unique attribute services, and service professionalism both in

general and in each aspect. However, the entrepreneurs of tour business with different business
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location, operational capital, years of operation, and number of staff did not have different opinions
about customer satisfaction, customer loyalty, and business performance in general aspect.

According to analyses of the data in terms of relationships and effects, its was found that
(1) organizational characteristics; corporate image, unique attribute services, and service
professionalism positively affected and related to customer satisfaction; (2) organizational
characteristics; corporate image, unique attribute services, and service professionalism positively
affected and related to customer loyalty; (3) organizational characteristics; corporate image, and
unique attribute services positively affected and related to business performance; (4) customer
satisfaction positively affected and related to customer loyalty; (5) customer satisfaction and
customer loyalty positively affected and related to business performance; (6) team support and
technology support positively affected and related to organizational characteristics; corporate image,
unique attribute services, service professionalism.

In conclusion, the organizational characteristics had positive relationship and impact on
business performance of travel agencies in Thailand. Also, tour business should use the information
working performance toward working reliability and code of ethics and provide opportunities in the
future. Thus, tourism entrepreneurs and other business can apply for the creation of an advantage in
competition. Besides, it can be used for an increase of potential in management and operational

efficiency.
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