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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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6. MINTNADUAUNINUYBILLVADUD Y

6.1 mavwuvaeuow linaaeeld (Try out) nudiszneumsgsnainien
d‘ 1 1 1 2 1 o
n lilwnqualedie $1uau 30 Au

1 §y o 4 . e Y] a
6.2 MIMAANUFLUVDUATBIND (Reliability) Taaldmduszanuearh
. a @ Y @ 4 o 4
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= o a Q‘f 1 v a { % 1
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o 1 [ 9 I A = a A1 o o
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AN 8
MIN 8 MinadeuaNuAnlnAvestoya
Joyarilvesgsnviiuien N t-test p-value
1. ﬁé‘?wmﬁﬂa 205 -2.224 0.823
205
2. szozna lumsauiuay 205 1112 0.262
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7.1 NAIVDIFIND
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=1 ~ a < = 4 9
AT 22 ﬂﬁlﬂiﬂ‘umEJ"Uﬂ’JHJﬂﬂm‘L!LﬂEI’J U ﬂﬂmzﬂlﬂﬂﬂdﬂﬂijﬂﬂ‘iﬂm ﬂlflﬁﬁjﬂigﬂﬂﬂﬂﬁ
v

AAUDIINANANAY (ANOVA)

' l
aA

ganatiufer ludszma lneniin

3 ., IVGRULR df SS MS F p-value
AUANHVSUYDIDIANT
anuualslsu
FLHINNGY 3 0.149 | 0.050 | 0277 | 0.842
Tagia Melungu 406 | 73.120 | 0.180
39U 409 | 73.269

[ v v Y
1NM5 N 22 WuN JUszneumsginniuiier NAGUegInaUAnA1IAY

=\ a 3 9 a o =\ @ J ] v @
3Jﬂ’NﬂJﬂﬂmuﬂ’JﬂLﬂﬂ’Jﬂ‘Uﬂ"ﬁMﬂmﬁﬂHmS"lI?N?Nﬂﬂiiﬂﬂi’lllllllllﬁﬂ@"lﬂﬂu (p>0.05)
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M1 23 ﬂTiLﬂ%EJ°ULﬁﬂ‘ﬂﬂ’J1NﬂﬂL‘I’Tl.!&fd‘lﬂ'llﬂﬂﬂmﬁﬂymgﬂlﬂﬁﬂﬂﬂﬂﬁlﬂui”IEJ&I}TLJ UBN
v Y

9 a o A AsA a ! (%
I%J‘ﬂigﬂ@llﬂﬁ‘]jjﬂﬁ]u%ﬂﬂ’ﬂuﬂizmﬁqﬂﬂﬂﬂﬂﬁﬁﬂl@ﬂﬁiﬂﬁ]Lmﬂ@ﬂfiﬂu (MANOVA)

o AMANHUTVDY Hypothesis df |  Error F p-value
aaanNAgY ,
DIANT df
Pillai's Trace 3 A1 9.000 1218.000 | 0.998 0.439
Wilks' Lambda 3 A1 9.000 983.380 0.997 0.440
Hotelling's Trace 3 41 9.000 1208.000 | 0.996 0.441
Roy's Largest Root 3 A1 3.000 406.000 2.285 0.078
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V9 A o A d‘dd‘g a 1 v oA
INATITNIN 23 NUN Qﬂi%ﬂ@ﬂﬂﬁﬁjﬂﬂuu‘ﬂﬂi} NUNEIVDNTINIUANANNU UANITY

a & 9 A o ~ o s g Y Y Yy 1y @ 4 a
ARV UAIYLINY ‘ummqmaﬂymzﬂjmmﬂﬂﬁmmwmunﬂmu 1lﬂl,!,ﬂ ATUNINANHAUVDITIND

9 a AN o 9 I A = a 1 1 @
ATUNITUINITNUANHUSIRANIS LL'ﬁ%ﬂWHﬂ’NNlﬂuiJ’é)fﬂ“]fWGluﬂﬁ‘UﬁﬂﬁUhJLMleNﬂu (p>0.05)

7.2 Nulumsduiiuau

=l =~ a < ~ [ o 4 9
MTN 24 ﬂﬁlﬂiEJ“UW]EJ‘]Jﬂ’JHJﬂﬂmuLﬂEJ’JﬂUﬂmaﬂ‘]elm$“ll’EN’ENﬂﬂiTﬂEJ‘i’33J ﬂl@ﬁﬁjﬂ‘izﬂﬁ)‘ﬂﬂﬁ

a o d’ d‘d [ a 1 %
ﬁiﬂ%mmﬂﬂuﬂﬁzmﬁ"lmamunuiuﬂ1591Luuq1utgﬂﬂmmu (ANOVA)

GG df SS MS F p-value
AUANHULVDIDIANT A
wlssau
3LHINNGY 3 1.078 | 0359 | 2.022 | 0.110
Tagsu melungu 406 | 72.191 | 0.178
3 409 | 73.269

105N 24 Wun Juszneumsganaiuiien dyulumsduduaumanaiaiu i

a 3 9 a o =\ [ 4 [ [ 1]
mmmmummﬂEJ’JmeiaJﬂmaﬂymzﬂjmmﬂﬂiTﬂ&limllml,ﬁﬂmﬂﬂu (p>0.05)

a <] { @ [ J <
AT 25 ﬂ”lil‘]J%EJULﬁEJ‘Uﬂ’J”I?JﬂﬂLWHLﬁEJ'JﬂUﬂmaﬂﬂmgﬂl’ﬂx‘lﬂﬁﬂﬂﬁlﬂllliTﬂg]qu UBN

9 a o A A o A 1 @
dsznoumsgsniniierludszmalnenfipulumsduivaumanaaiu

(MANOVA)
o AUANHULVDY Hypothesis df |  Error F p-value
aaANATY ,
BDIANT df
Pillai's Trace 3 A1 9.000 1218.000 | 1.650 0.097
Wilks' Lambda 3 A1 9.000 983.380 1.651 0.097
Hotelling's Trace 3 41 9.000 1208.000 1.649 0.097
Roy's Largest Root 3 A1 3.000 406.000 3.287 0.021*

'
o v aad %

* JTed 1Ay 1aoanszaD 0.05
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105N 25 Wun Juszneumsganniuiier ilipulumsduiununanaieiu
= A 3 9 A o = o ¢ g Y v Y 19 o 4
ianuAariuAIsneInUMsiguansuzvetesnnstused LA 1dun Aunmanyel

a 9 a AN o 9 I A = a 1 1 @
VBITIND ATUNITUINITNUANHUSIRNIS uazmummgﬂumawwiumimmi”lmwmmﬂﬂu

(p>0.05)
7.3 ‘izaznaﬂumiﬁuﬁmm

a < { o @ J
M1INN 26 ﬂTﬁ!ﬁllgfJ‘]_JLﬁﬂﬂﬂ’l'luﬂﬂ!wulﬁﬂ?ﬂﬂﬂmﬁﬂ]&lﬂlgﬂ]@\‘]ﬂﬂﬂﬂﬁIﬂﬂﬁ’]u ﬂl@ﬁéﬂigﬂﬂﬂﬂTi

a o d’ d’d o a ! 7
‘Ij‘iﬂ%‘lﬂmEJ’JGlL!‘IJ'im“I/]ﬁhl‘VIfJ“I/IlI‘i%EJzL’mﬂltlﬂ'liﬂﬂuuﬂ'lulmﬂ@n\‘]ﬂu (ANOVA)

GG df SS MS F p-value
AUANYULUDIDIANT RIPRHY
w55
FEHINNQY 3 0385 | 0.128 | 0.716 | 0.543
Tagsu melungu 406 | 72.884 | 0.180
39 409 | 73.269

1191519 26 WU Filszneumsginaiuies Mllszeznalumsduivauuanaig
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= a <3 ) a o = o 4 ' v @
U 3Jﬂ'Zl']llﬂﬂWi1!ﬂ'JfJLﬂEJ'Jﬂ‘]Jﬂ']i3Jﬂﬂlﬁﬂ]%lilwGUﬂﬂ@ﬂﬂﬂiiﬂﬂﬁ')ulluuﬁﬂﬁ'mﬂu (p>0.05)

a g ! o o % I
AT NN 27 ﬂﬁﬁﬁfJ‘]JL‘ﬁEJiJﬂNiJﬂﬂmulﬁﬂ’JﬂUﬂmﬂﬂHm%slIENENﬂﬂilﬂuﬂﬂﬁﬁum@ﬂﬁgﬂi%ﬂ@ﬂ

a o A St o A "
mi‘ﬁﬁﬂi]mmﬂﬂuﬂizmﬁhlwsmmzﬂznaﬂumimmmmummaﬂu (MANOVA)

o AUANHULVDY Hypothesis df |  Error F p-value
aoANATY ,
BIANT df
Pillai's Trace 3 A1 9.000 1218.000 | 0.989 0.447
Wilks' Lambda 3 A1 9.000 983.380 0.991 0.445
Hotelling's Trace 3 41 9.000 1208.000 | 0.993 0.444
Roy's Largest Root 3 A1 3.000 406.000 2.859 0.037*

'
o v aad %

* JTed 1Ay 1aoanszaD 0.05
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(p>0.05)
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ﬁiﬂﬁnmmmﬁluﬂszmﬁ”lmmummuwummummﬂﬂu (ANOVA)

GG df SS MS F p-value
AUANYULUDIBIANT AN
wlslsou
FEHINNQY 3 0414 | 0.138 | 0.769 | 0.512
Tagsu melungu 406 | 72.855 | 0.179
59U 409 | 73.269
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29ANTIUT19ATU NUTIUIUNTNNTULANAIAU (MANOVA)

o AUANHULVDY Hypothesis df |  Error F p-value
GRINELEN .,
BIANT df
Pillai's Trace 3 A1 9.000 1218.000 | 1.186 0.300
Wilks' Lambda 3 A1 9.000 983.380 1.188 0.299
Hotelling's Trace 3 41 9.000 1208.000 1.189 0.298
Roy's Largest Root 3 A1 3.000 406.000 3.059 0.028*

'
o v aad %

* JTed 1Ay 1aoanszaD 0.05
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9
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‘ljiﬂ%u']mﬂﬂﬁluﬂigmﬁl‘lﬂﬂﬂnﬂﬁﬂﬂlﬂﬂﬁﬁﬂﬂlmﬂ@ﬂﬂﬂu (ANOVA)

GAEN df SS MS F p-value
= Y
ﬂ'JﬁJWQWE]Gli]"UﬂQQﬂﬂW AU
milsilsau
ILHINNGU 3 1.853 | 0.619 | 0.618 | 0.604
Tagsu melungu 406 | 407.142 | 1.003
59U 409 | 409.000

v v Y
AAA o a

9110159 30 WuN Juszneumsganninier Niinasvesgsnauanaany I
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ﬂﬂLVf1!ﬂ'JfJLﬂEJ’Jﬂ‘]JﬂTﬁJﬂ'J"I?JWQW@%]GUE’NQﬂﬂTIﬂﬂﬁ'Jll]’l?JLMﬂGlNﬂu (p>0.05)
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9

A o 4 o - o
ganniuner ludszma lneninasvesgsnauanaenu (ANOVA)

GHER df SS MS F p-value
ANAITNANAUDIGNAT AN
uils1lsau
FEHINNGU 3 0.830 | 0.277 | 0275 | 0.843
JEXERI melungu 406 | 408.170 | 1.005
39U 409 409.000
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v

9 a o A A a 1 1Y
dusznoumsgsnviniierludszma nehlinawwesgsnauanaan (ANOVA)

GG df SS MS F p-value
HAMIAUUUNUYDIFIND A
wlslsou
FEUINNQY 3 2263 | 0.754 | 0.753 | 0.521
Taginm melungu 406 | 406.737 | 1.002
5 409 | 409.000

v 9 A o A Aaa c?l’ a 1 [ =
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ﬁiﬂ%uwgﬂﬂﬂuﬂﬁzmﬁ”lmmnu“lumimmuamummaﬂu (ANOVA)

GHER df SS MS F p-value
=2 Y
ﬂ’JHJW\‘iW'E)Gl,ﬂ"UEJ\?Qﬂﬂ1 9374
wlsisau
FTHINNGU 3 2.883 | 0.961 | 0.961 | 0.411
Tagsa melungy 406 | 406.117 | 1.000
59 409 | 409.000
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1015 33 Wun Juseneumsganniuies diipulumsduduaunanaieiu i

a < 9 = ] =\ = Y [ [ @
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M3 34 manfSeufeuanuaatiumeInuanusnindvesgna Iaesaw vodiszneums

a o A da o A o
ganniuner ludszmalnendnulumsduiuauuana1any (ANOVA)

GG df SS MS F p-value
ANAITNANAUDIGNAT Au
w1l
FLUINNQY 3 2279 | 0.760 | 0.758 | 0.518
JEXERH melungu 406 | 406.721 | 1.002
379U 409 409.000

1NMIS N 34 wuN Jilszneumsgsnaiuien lnulumsduduauuanaieiu i
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a < { o o A a
M1 35 ﬂ']'iL‘]JgEJ‘]JLﬁﬂ“ﬂﬂ'J']iJﬂﬂ!ﬁuLﬁfJ'JﬂUNﬁﬂTiﬂ'll,uu\ﬂu‘l]fNﬁ‘ﬁﬂﬂIﬂﬂﬁ'Jll VBN

9 a o A A o A 1 @
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(ANOVA)
GIEN df SS MS F p-value
HANIAUUUNUYDIFIND A
wlslsou
ILHINNGU 3 2.030 | 0.677 | 0.675 | 0.568
Tagsu melungu 406 | 406.970 | 1.002
39U 409 | 409.000

10151 35 Wun Juszneumsganaiuiien dyulumsduduaumanaiaiu i

a < : [ o A a ] 1 @
anuAAmUmIBIngInUMIIRansduiuuveIging laesau liuana1aiu (p>0.05)
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M 36 ManfseuiisuanufamuneInuauiiane lavesgniTassw voadisznouns

ganatiufier lulszma Inediliszeznarlumsduiivauuanaenu (ANOVA)

GG df SS MS F p-value
=3 Y
ﬂ’JHJW\iW’Eﬂ%ﬂJENQﬂﬂW I
w55
FLUINNQY 3 3.095 | 1.032 | 1.032 | 0.378
Tagiam melungu 406 | 405.905 | 1.000
3 409 | 409.000

105N 36 WU FUlszneumsgsnaiuined Alszeznarlumsdutduauuanaig
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nU 3Jﬂ’311lﬂﬂm‘L!ﬂ’JEJ!,ﬂEJ’Jﬂ°]JﬂTi3Jﬂ3111W\1WEJGlﬂﬂlﬂﬁgﬂﬂﬂﬂﬂi?hulullﬁﬂﬂﬁﬂu (p>0.05)

a < { @ [
M3 37 malfeufisuanuAaiuneInuanuaesnanavesgnd laesau veedsznouns

a o A A o . Aa ' Y
’qiﬂﬁ]mmﬂﬂuﬂszmﬁ“lmfmmzﬂznaﬂumimmmmummeﬂu (ANOVA)

GNEN df SS MS F p-value
ANV NANAVDIGNAT AU
w55
ILHINNGU 3 1.710 | 0570 | 0.568 | 0.536
Tagsa melungy 406 | 407.290 | 1.003
59 409 | 409.000

1 9 a ) { { o a 1
NI 37 WUN Filszneumagsnaiuiegd nlsseznarlumsaniuanuuanag
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a a 3 Y = [ = v v A 9 Il 1 o
U Mﬂ’ﬂllﬂﬂLWH@]’JEJLﬂEJ’JﬂTJﬂTJiJﬂ’JﬁJiNiﬂﬂﬂﬂﬂ]@i@,ﬂﬂﬂﬂ‘c’li’JlI]lmmﬂG]Nﬂu (p>0.05)
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a < { [ o A a
M319 38 MIfTeuneuaANUAATRIASINUNANIAUTUIIUYBIFIND AT VYD
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