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ABSTRACT

The research study aimed to 1) validate and find the structural equation model of customer
performance of hotel business in Thailand, and 2) study the causal factors of organizational
characteristics, customer relationship management, employee skills, and social customer relationship
management on customer performance of hotel business in Thailand. The instrument was a
highly reliable questionnaire with a reliability of 0.95. The 406 subjects in the sample were executives
or representatives of executives from hotel businesses that used intermediaries to provide online
hotel booking services from the Booking.com website. They were selected by a multi-stage
sampling method. Data were analyzed using the Structural Equation Modeling (SEM) technique.
The research results demonstrated that the chosen model of factors achieved a high level of
goodness of fit with the empirical data with statistical x"=60.556, df=58, CFI=0.999, GFI=0.980,
AGFI=0.959, RMSEA=0.01, RMR=0.008. Customer performance received the highest direct influence
from the social customer relationship management capabilities and employee skills with the path
coefficients equal to 0.51, and 0.47, respectively. Customer relationship management, employee skills,
and organizational characteristics had indirect influence through the variable of social customer
relationship management capabilities to customer performance with the path coefficients equal
to 0.26, 0.17, and 0.15, respectively. It was concluded that this research study was beneficial to
the hotel businesses by providing a guideline for implementing social customer relationship
management strategies.
Keywords : Customer relationship management, Social customer relationship management capabilities,

Employee skills, Organizational characteristics, Customer performance, Thai hotels
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MMIUIMINAENITUS (Customer Relationship Management : CRM) ilunagwnsnianisnain
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2011, p. 59; Malthouse et al., 2013, p. 277; Sigala, 2016, p. 318; Davenport & Patil, 2012, pp. 73-74)
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(Vanichbuncha & Vanichbuncha, 2015, p. 18) 571 420 §19814 dlonsraaeudfnuni (Outlier)
YoeUayasiuaia Mahalanobis Distance wuindlaiaung 14 faege JwihnisAnesnviliniediuiy
406 10813 Aniuferay 96.66 Ferseunquinanuiillidnsddunisited 138nsduuuunansdunon
(Multistage sampling) 9nTayTedegsialsusy Taetudl 1 ng%msejmwmma%u (Stratified sampling)
Fuundndrulszunadu 6 gimauaddiinedaduogsioiiledsdsiuuuasunuesulaflugifanesy
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$1uau 5 v doranudiaegszming 0.60-1.00 dannndn 0,50 (Srisatitnarakune, 2012, pp. 122-123)
ﬁﬂﬂmmaafbﬁu@mﬁwmmLG’?JIaaj’uimBI%QMié’mUizﬁméLLaaWw A9UUIA (Cronbach’s alpha coefficient)
wuieatuwiniy 0.95 Lwiaz@hLLUsLLmﬁmmL%aﬁuagizwiN 0.85-0.91 Fau1nn91 0.70 (Hair et al,,
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A13197 2 ANBVIBNANATI BNTNANIPOU UarBVENATINTENINMILUTALVRAaZAILUTHA

P 2 ansna fiuusanmg

(Effect) ORGN CRM SKIL SCAP

SCAP 0.86 DE 0.30** 0.52** 0.33**

IE

TE 0.30% 0.52%* 0.33*
PF 0.64 DE -0.18 0.00 0.47%* 0.51%

IE 0.15% 0.26** 0.17%*
TE -0.02 0.26** 0.64** 0.51%

ad

yeLe: DE = vEWan13nsy, IE = 8ndwanisdey, TE = dvSwasin * duddgveadfnisedu 005  ** duddgyvnsadfnsedv 0.01

v &
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NsAuOUIUgNAT (CRM->SCAP->PF) gegn sosanme Jadevinwevemidnanusenansaniuny
AUANAT (SKIL>SCAP->PF) uaziadednuaisuatasrnisneananisaniunuiiugnai (ORGN->SCAP->

PF) (IE=0.26, 0.17, 0.15) #1ua17U InedadnSnanieesusiuwinnu 0.58

A19799 3 mamimaa‘uamagm

auNAgIY Wdunna Fuuszansiduma t p-Value Wan1nAgaay
(Path Analysis)
H1 ORGN --> SCAP 0.30 5.25% 0.00 #oN5U
H2 ORGN --> PF -0.18 171 0.08 Ufjas
H3 CRM --> SCAP 0.52 9.62%* 0.00 yoN5U
Ha CRM -> PF 0.00 0.00 0.99 Ufjies
H5 SKIL —> SCAP 0.33 6.23%* 0.00 RERAY
H6 SKIL > PF 0.47 4.36% 0.00 #oN5U
H7 SCAP —> PF 0.51 2.13* 0.03 RERAY

e ¢ e Toddynaadifisziu 0.05 (p<0.05) (1.96<t-value>2.576)

e yanefly Tedfmieeditiviseiu 0.01 (p<0.01) (t-value>2.576)
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ANVANATIRONANITANTUIIUAIUGNAT JeUfiasaunfgiuil 2 uag 4 dauinwgueamiinau wag
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AUGNAT FNLBUTUAUNRFIUN 6 Uay 7

aAUsena

Tuwatladodammiinauniulunuided fmunaundututeyadszdng fauaonndas
naundudulaammeufiiimualy uasdulumusuuuiunAsnguisuminens uasngquimsaansa
Fawadn semsysannistiadenineinsuarauainsnvesesinsitossunesansiidunusugnd
Tneflanuannsafunsuimsgninduiusiudednueeulay nsuimsgnAndusiug vinuzvesiinay
wardnwarretesdnis iudafeleaummsonansiniiunudugndi feiisluuuvedluinaiduny
frnideiefiomesomsnensaluamsiiiunuiugnivesgsialsusiluussmdlnglddstesas 64
AAAR DT UNWITEUDY Keramati et al. (2010, p. 1176) thag Wang and Feng (2012, p.118) wui1 dnwedy
¥9303ANSTBNENATIA MM IHEAIINAIN TR IUNTU SIS dRTudHudedsausoulay
IneTausssuesdnistusunstatugndndudidy nsineusuuasnisiauveantdnaulunisasng
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iUty adfiunuiiedesuaransavhanlfiiudassanntu sudsadeenuduiusfugnéd

HudFedenueaulatmeilomivivadeuasiiietie uazn1satiuayuanguims Marolt et al. (2018, p. 474)
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