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The purposes of this research were to analyze relationships among leadership,
organizational commitment, service quality, and financial performance, based on the balanced
scorecard concept, in the contest of hotels in Bangkok using survey research method.
The sample sizes of this research are 31 hotels in Bangkok that are the members of Thai
Hotels Association and the price per room is at least 1,500 baht. The instruments were
leadership, organizational commitment and service quality of staff questionnaires. These
questionnaires' reliability was assessed based on Cronbach's alphas. They are .95, .91 and
.93 respectively. A statistical method of Pearson's product moment correlation coefficient,

Simple Regression Analysis and Multiple Regression Analysis were used to analyze data.

The major findings were as follows :

(1) Leadership was significantly related to organizational commitment (r = 0.383), at
the .05 level.

(2) Leadership was significantly related to service quality of staff (r = 0.358), at the
.05 level.

(3) Organizational commitmentwas significantly related to service quality of staff
(r = 0.800); at the <01 level and (4) Variables that.could predict service quality, at the .05 level,
was organizational commitment. The predictors accounted for 64.1 percents of variance

(R’ =64.1).
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2.2 MSUTMITIEIARLNIN (Balanced Scorecard)
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Internal

External
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Operating strategy and service delivery system

Service Concept

Target Market

/ Loyalty 4\

Productivity and
Satisfaction Employee
Output quality

Capability Service
Quality

Service Value

»

»

Customer

Satisfaction —— Loyalty —

v

y

»

Revenue

growth

Profitability

N : Jame L. Heskett, W. Earl Sasser and JR. Leonard A. Schlesinger. 1997. The Service

Profit Chain : how leading companies link profit and growth to loyalty, satisfaction, and

value. U.S.A.:The Free Press.
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gﬂﬁ 2.5 WHUANLAAILUAA The High Performance Model

Leadership Practices

®  Customer orientation
®  Quality emphasis
®  Employee training

®  Involvement / empowerment

Business Performance Employee Results
®  Sales growth ®  Information / knowledge
®  Market Share ®  Teamwork / cooperation
®  Productivity ®  Overall satisfaction
®  Long-term profitability ®  Employee retention

Customer Results

B Responsive service
®  Product quality
®OQverall satisfaction

B Customer retention

NN : Gantz Wiley Research cited in Fogli, Lawrence [Editor] Foreword by Eduardo Salas.

2006. Customer Service Delivery : Research and Best Practices. U.S.A. : Jossey — Bass A

Wiley Imprint
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3.7 MSATIAFDUAMNINUBILATANND

1. AYNATITAAIINYNEDY (Validity)
. = o P A~ o
ANNATY (Validity) MHNEDN ANNATNITDUBNNIATIA (Scale) VraLATaINe lun13dn
(Measuring instrument) 1418130 9n&9Ns89N19223R 1S (Zikmund, 1997 : GL-15 g1aidlu
AI3s0u L@ mluaT ALY, 2541:161)
nAdeiilunnaa@eTunad (Quantitative Research) AluuLdauanu
(Questionnaire) Llupsasdiaduiuiivsausutieya Geilasunsadaiidann (Content Validity)

Tnadadaliiuuuasuniunadsauligitmalauss wazaiansenilinmnmagauay
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2. AMNWENviTaRNNEndene (Reliability)
4 o ' - AN . - y

ANNWEN (Reliability) vdnada nsiuuumaaaulinamdeuiunnaiannaaauniale
dll 1 o tal tﬂl iJ/ = a i All an o s
Rauladnamuaniifresdsnageuduianinzasaulinlaouilas (Fassn weimd uazane,
2540:676 #1904 luATI9704 LEFSMILaY ALY, 2541:160)

NN39AAYNINENTBIULLABLNININ AN FRRBUNLLUABLDNANIUNNIRTIRAEL
ANHLEMsTaansy uaratanadmiane deldsuntsliudgeuilauga lineassldiunwineu
299159UINAUIU 30 AL WAZANUINIANAYNTRNWIRLLLARLN N IR IFgneduiscAvBues
W1289ATRULNA (Cronbach’s Alpha Coefficient) Taifupn lfinnanuiiasasiuLdaunIng
Hauldunn (faan aladinyen, 8.1.1.:449) TnaunAmauneiasens 0.70 auldazidals
dudwnasidniunansdan tiinnsgud miunnsdannedeanaans (Nunnally, 1975 8140

1§35 A3IUN, 2546) lAHAAIANTIN 3.4
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ATANLNEN  ANAINLIIEN
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ANUNNINITHUAINNAATBINTINGIL 7201 7644
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Aun1saFnnaslalazAH@a Al LNngu 7639 8388
A9UN 2 ANNEANUKNNUSIARIANS .8903 9146
ANUANNITADEINUTINAT LaZNsaIaNTUEINMaNE 7597 8157
AN NTBIBIANS
puaNinlafasy A NneenNaE 1IN lunIg 7840 8014
UfiRnuiNeadAns
P v - | v o
ANUANNABINITVFEANNLIND U BENGLINNANAY 7372 7892

S lAF9A NI UA NN T NIRRT

d2ufl 3 AnANLES 9231 9301
Fupnuideiia 14979118 uastlaemn Aelunis 4 7553 7383
17019
AUNIF LN LALTLLENI S 7271 7827
AUANNAZAIN T TunT i UINIg 7361 7331
é’wuﬂﬁﬁuﬁuﬁlmzmig@ma? 7367 7206
AUATHDITN ATFLTLITTOUURNY WALTNT 7728 7852

paunisaau e uaznisTiatuuetingsne 8306 8025
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LIBNAREIVUIEIALATIZI (Unit of analysis) 184N179981UAR FALIBNANT ANUL 1 ?;Ivl,ﬂ A
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. a v = ~ R P = v o
LVIEI\‘]?I@\‘WJT]INLL?NLT]M 0.7 ant3UTTaINg 30 WeNLiALI TN ANAN NN INALARNAY 0.7

1ANAFImA19714 3.5

=i ! = °
A1TINN 3.5 LAAYATAINNLNEN (cronbach alpha) PRIULLAALNINALLNI N8 T99UTH

ANANLNESTRINUUFR LN

Tsausu — — —
NNITHU AIMNELANUNNNUFADBNANT ATUNTWLITNNT

Taqusui 1 9428 19243 8867
Taqusu@t 2 9470 8513 8720
Taqusnidt 3 7721 8397 8283
Taqusut 4 9211 8851 .9008
Tsqusndt 5 9318 8406 9015
Taqussidt 6 8764 9368 8750
Taqusut 7 19339 8928 .9440
Taqusnidt 8 9717 9074 9474
Tsausut 9 19333 8444 19370
Taqussid 10 9039 8616 8584
Taqussiit 11 9521 8895 9203
Tsausui 12 9869 9776 8840
Taqusnd 13 8718 8923 9167
Taqussidt 14 9563 19303 9673
Tsqusut 15 9030 19490 9433
Taqusnid 16 9672 9608 9790
Taqusaidt 47 19636 8088 9394
Tsausnil 18 9578 8380 8550
Taqusnd 19 19503 9193 9497
Taqussidt 20 9223 9425 8914
Taqusait 21 9620 8029 8834
Taqussdt 22 9483 9382 8805

T39us0# 23 19520 19292 9313
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A13747 3.5 (pin)

ANANNLNENUDILUURDUON

Tsausu — —_— —
NNIZHUN AIMNLANURNWNUFADBIANT ATUNTWLITNNT

Taausndt 24 9661 9378 9154
Tsausut 25 9449 9139 9453
Tsausni 26 9404 8904 9419
Taqussidt 27 9184 9220 9379
Tsqusui 28 9578 19399 9563
Taausnid 29 9122 7791 8828
T3gusad 30 .8650 6753 7964
Taqussiit 31 9557 8273 9058
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A1 T WAL .70 - .90 AAMNANNUS Wz AU
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(Multiple Regression Analysis) Hesanniunisimeiauaunsaluniinainsaliauls
AN 1 Fin 189FLT8ATY 2 AR

3.11.6  M19APIZYANNAINITD lUNINENIRlNANT9U T TRIULe989ANT T8l
AMUNINLITNNIIBINTINAU FemAliANTRLATIEvinAnasatnwine (Simple Regression
Analysis) Hesanniflunsiinmeianugun s lunnImennsalfauLlany 1 69 aessauls
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?zﬂdqﬁﬂ’]')téjﬂ’]‘ﬂﬂ\?éU?‘ﬂ’lﬁ‘ ANEANUNWNUAREIANT ATLNINLIENNTTBINITNINY LAZHANS
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4.1 wamsiATsutayana blrasgrauwuusgaunis

FN9NN 4.1 WAPNATHIUE R LUATYIREASIBNEFALULLIABLININ AMuWnaN Taaues

szinnilsausu AMUIULADL Fasay
199UINNIATTIUY

Tooussidt 1 30 3.37
Taqusait 2 30 3.37
Taqusui 3 30 3.37
Taqusuit 4 30 3.37
Taqusuit 5 30 3.37
Tsausudl 6 26 2.92
Taoussidi 7 30 3.37
Taqusuil 8 30 3.37
Taausufl 9 30 3.37
Taoussd 10 30 3.37
Taqusai 11 30 3.37

T9qu3nn 12 30 3.37




AN3N7 4.1 (5iR)

dszinnlsausa UL HAL Faeay
Trauasfuvile
Taqusudt 13 30 3.37
Taqusndl 14 30 3.37
T3ausadi 15 28 3.15
Taqussiit 16 30 3.37
Tsqusudt 17 25 2.81
Taqusadi 18 30 3.37
Taqusait 19 30 3.37
Tsqusndt 20 30 3.37
Taausudufiam

Taqusait 21 30 3.37
Taqusni 22 30 3.37
Taausadi 23 27 3.03
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Sig. (2-tailed) 0.033
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mmﬁmﬁu@nﬁu&i@mﬁm Pearson Correlation 0.383* 1
Sig. (2-tailed) 0.033
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* Correlation is significant at the 0.05 level (2-tailed).
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Winfu 0.383 (r = 0.383)
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ADINTNLIINNS Pearson Correlation 0.358* 1
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* Correlation is significant at the 0.05 level (2-tailed).
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a Predictors: (Constant), ANNE AN UL NAUFADANANT

a

b Dependent Variable: AQAINLITAT
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AMNANT9N 4.28 AN P-value (.000) HAntiaandnszdudadnAty .05 iy aslisauls

1 1
o oo o = o

a 1 3 d‘ = o o a N =KX A o
fasretnslesullafanNAnNduAWsAULUTAMNINLTNIT. _gadeRudenfautlsainuengy
HNAUABRIAN TN AMNANTUS AU AnUA NLENsNNDIgRAN NN e daLANLsEENS
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R R Square | Adjusted R Square Std. Error of the Estimate
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o o 1 6

a Predictors: (Constant), ANNE ATUNNAUFADBIANS

u

b Dependent Variable: ABNINLITNT

A13197 4.30 Aduilsranaannegresiulsnannsadlugdaziiuuay (b) LasAZUUUNINTTIU

(Beta) Tun1awennaninnunInLanig (n=31)

Unstandardized Standardized
Coefficients Coefficients t P-value
b Std. Error Beta
(Constant) 1.573 .345 4.554 .000
mqquémﬁugnﬁuﬁ@@qﬁh? 664 .092 .800 7.192 .000

a Dependent Variable: ARNINLzN1s

F13799% 4.31 uanesiaulan1nsdinredinnsaveguanannisnaIunnnas

Collinearity Statistics
Beta In t P-value | Partial Correlation
Tolerance
nnggrn| 060 | 489 | .629 092 853
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o o ] 'S

a Predictors in the Model: (Constant), AN AT NALFARBIANT

a

b Dependent Variable: ABATNWLITNNT
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2a9Wineu Aamaiianisaersinanagetnedng (Simple Regression Analysis)

A3 NN 4.32 ANANLILANBANANUS (R) WAZANIA11NAN1INENNTad (R Tunnsnwennsainanig

UAUFRNULe99ANS

AaLkile R R F P-value
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TeafAuNnIngzAudadATy .05
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A3 N7 4.35 ANANLILANTANANNUS (R) wazA1a111an1Inengnd (R lunisnwennsainanig

U IFANU8989ANS
Faus R | R F P-value
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o Pearson Asymp. Sig
s df
Chi-Squard Value (2-sided)
1. a1¢ 16.035 12 0.190
2. 3¥FLNIANEN 10.860 8 0.210
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4. sxpznainanululsausuilaqiiy 18.482 12 0.102
5. 32819 a N N1NB T2 HLAN 27.856 12 0.006*
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