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The objectives of this research are to test a Five-Factor Theory of Personality and the Positive
Psychological Capital that influences the service behavior of hotel staff and the development of a behavior
development manual. In terms of the first objective, the population were three hundred and fifty people
working in thirty-one three-star hotels using the estimation methods from model parameters sampling from
the hotels in which the volunteers participated in the research project. The instrument used in this research
consisted of the measurement of Five-Factor Personality Scale and a questionnaire on Positive Psychology
Capital and service behavior. The statistics used for data analysis included the analysis of the Structural
Equation Modeling (SEM) by using LISREL 8.72 and the effect size analysis using the Cohen model. The
results revealed that five personality factors influenced the service behavior of hotel staff through Positive
Psychological Capital. Four of the five personality factors which were extraversion, openness to experience,
agreeableness and conscientiousness had the positive influences equal to .10, .05, .10 and .06 with a
statistical significance of .05, respectively. Only the factor of neuroticism had a negative influence of -.13 and
a statistical significance at the level of .05, respectively. Furthermore, all causal variables could be explained
by fourteen percent. With regard to the second objective, the researchers calculated the effect size of the
influences of Positive Psychological Capital in all five elements and sub-elements of service behavior and the
factor of resilience had the highest effect size in both perspectives. Then, a service behavior manual was
designed to recruit and improve the service behavior of three-star hotel staff members by developing
Positive Psychological Capital in terms of resilience and employing asset-focused and process-focused
strategies. All of the findings could be summarized as the Pacharasathien Model, which explained all of the
collaborative mechanisms between A Five-Factor Theory of Personality and Positive Psychology Capital that
influenced the service behavior of hotel staff, as well as applying the research in terms of recruitment,

development and the improvement of service personnel.

Keyword : Big Five Personality, Capital Good service behaviors of hotel staff, Manual of service behaviors
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