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PSYCHO-SOCIAL FACTORS RELATING TO PROACTIVE SERVICE WORK BEHAVIORS
OF CUSTOMER SERVICE OF TOTAL ACCESS COMMUNICATION PCL.

AN ABSTRACT
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Chaninya Paerawan. (2015). Psycho-Social Factors Related to Proactive Service Work
Behaviors of Customer Service of Total Access Communication PCL. Master's
Thesis, M.S. (Applied Behavioral Science Research). Bangkok: Graduate School,

Srinakharinwirot University. Advisor Committee: Assist. Prof. Dr.Vichuda Kijtorntham.

The purpose of this study was 1) to compare proactive service behavior with
psychological trait and psychological state factors related to the work behaviors of DTAC
worker and those with different social lives. 2) to study the interaction effect between
psycho-social factors and social factors on proactive service behavior of DTAC worker and
those with different social lives. 3) to predict proactive service behavior with psychological
trait and psychological state factors related to the work behaviors of DTAC worker and
those with different social lives.

The sample used in this research consisted of 300 DTAC customer service staff
both male and female from 26 branches nationwide. The instruments used were a nine-
section questionnaire on common features of social life, mental characteristics including
future orientation self-control, organization loyalty, achievement motives and attitudes
towards proactive service, social features including organizational support, and socialization,
and proactive service. Descriptive statistics, t-test, F-test, Two-way variance analysis, and
hierarchical multiple regression analysis were used for inferential statistics.

The findings were 1) an interaction between mental characteristics including future
orientation self-control and organizational support variables among employees with Master’s
Degree (P > .05), 2) an interaction between organization loyalty and socialization variables
influencing proactive service among sub-group among those working for more than 1 - 5
years and those with 10-year- experience (P > .05), 3) an interaction between achievement
motives and organizational atmosphere perception variables affecting proactive service
behavior among those with Master's Degree and retention position (P > .05), 4) a quest for
proactive service behaviors prediction revealed that four psychological variables could
predict overall proactive service behaviors of DTAC staff by 5.7 per cent with organizational
supports and organizational atmosphere perception. The predictions highly took place
among male staff with significant issues: organizational supports and organizational
atmosphere perception. The Device Service section could predict at the lowest rate with
statistical significance at .05. When adding social variables into prediction: organizational
support, socialization, and organizational atmosphere perception, it revealed that social

feature variables could predict proactive service at the rate of 14 per cent with significant



variables: achievement motives, attitudes towards proactive service and organizational and
atmosphere perception. Moreover, in every kind of male sub-groups, the prediction
increased in terms of common features of social life, achievement motives, organizational
support, and organizational atmosphere perception while at the lowest rate among female

sub-groups.
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