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Information and Communication Technology in Medical Tourism Industry
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Abstract

This article is a documentary study which collects data and research from academic work,
news, and articles related to medical tourism, information and communication technology (ICT) in
medical tourism industry. The objective of this article is to study the medical tourism and the data
of applying information technology in medical tourism industry. This study indicates that applying
information and communication technology in medical tourism industry supports communication
between service providers and clients; and helps arranging the system of information contents into
an all-time accessible form; it can also simulate the form of the system and support planning for
decision making before travel. Moreover, there are systems that facilitate communication to provide
medical services and manage internal work with provider, e.g. Electronic Medical Record (EMR) system,

Enterprise Content Management (ECM), Telemedicine, e-consult and e-doctor.

Keywords: Medical tourism, information technology, information communication and technology
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Introduction

Tourism refers to a temporary travel of an
individual from the regular residence to another
place (not over 1 year in a row). The individual
must be willing to travel for recreation, corres
pondence, and any other purposes which are not for
working or finding income (Tugberk, U., 2010). Medical
tourism is a form of tourism relating to medical
treatment of the destination country. Medical
tourism refers to the departure of international
tourists from their own countries to receive outbound
medical treatment, which possibly includes
cosmetic surgery, dentistry, orthodontics, or or
thopaedics under medical treatment of physicians in
hospitals(Lunt, N.etal.,2017). Medical tourismwas very
popularin 1980 and 1990. And due to the factor of
increasing medical expenses among Americans
and Europeans, patients started to look for
outbound medical treatment as another option,
called “Tooth tourism” (Kate, P., 2008). Medical
tourism has currently been more popular for
several factors, i.e., lower medical expenses
than their own countries, long waiting queues
for medical treatment, insurance and income are
not sufficient for medical treatment expenses,
desire to receive medical treatment under new
environments, and increasing trend of traveling
for outbound medical treatment (Arunee, I, n.d.).

The development of Information and
Communication Technology (ICT) is another factor
influencing medical tourism. In the past, tourism
was only available in the traditional forms, i.e.,
tourism through outbound travel agencies (OTAs),
through tour operators (TOs), through inbound
travel agents (ITAs), or handling agencies (Buhalis,
D. & Deimezi, O., 2004). Later on, ICT has played
key roles in our daily life. It has been applied
to various kinds of work, with smartphones

connected through the internet as the tools for

information access. Users can access information
all times. It supports works in tourism industry
and leads to the drive of the industry, along with
enhanced efficiency of transactions of both service
providers and clients. For service providers, ICT
helps increasing marketing opportunities and
reducing organizational management cost. For
clients or tourists, ICT helps facilitating search for
information of tourist attractions, online booking/
product and service order, identifying locations,

and search for directions, etc.

Medical Tourism

Medical Tourism is a form of tourism
and is part of health tourism. Medical tourism
is currently famous and popular; with a long
history. To clarify, Spa activity was begun in
Roman period by using mountain spring water
for treatment (Komsit, K. et al., 2018). World
Tourism Organization (UNWTO) defined medical
tourism as outbound medical travel; with the
key purpose to use advanced health services
in other countries or regions. The first concept
of medical tourism refers to a variety of tourist
activities for health care (Carmen, I, & luliana,
C. 2014). There are several types of medical
tourism, classified differently, i.e., 1) “temporary
visitors abroad,” going for either check-up or
treatment; 2) “long-term residents,” such as people
moving to better locations for their health
like many Americans going to Florida or the
Caribbean; 3) “medical tourist from 2 adjacent
countries sharing common borders” and have
agreed upon sharing health care; and 4) “outsourced
patients,” sent abroad by their government due to
neither local necessary treatment nor specialists
(Lamk, A., 2011). Tourists go abroad for medical

treatment in some other countries are regarded as
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“medical tourists”. Medical tourists can be divided
into 5 types as follows. 1) Mere tourists: Those
who do not make any use of medical services in
destination countries during their sojourn. 2)
Medicated tourists: Those who receive medical
treatment for accidents and health problems
incidentally encountered in course of their
sojourn in destination countries. 3) Proper medical
tourists: Those whose visit destination countries for
tourism as well as medical treatment. 4) Vaca
tioning patients: Those who visit host countries,
mainly for medical treatment, but makes in
cidental use of vacationing opportunities,
especially during the convalescence period,
following an operation or other treatment. 5) Mere
patients: Those who visits destination countries
only for medical treatment and do not make
use of any vacationing opportunities they offer
(Sasithorn, S., 2015).

Medical Tourism Industry in Thailand

Regarding medical tourism industry
in Thailand, the government sector gives pre
cedence to this mater and has followed the
policy to support medical tourism as the medical
hub in the region since 2004 up until present in
compliance with the strategy of Thailand
development as the international medical hub
(2017-2026) by Ministry of Public Health (2017).
According to the report of Kasikorn Research
Center (2019), it was expected that in 2019,
there will be around 39.00-39.80 million tourists
coming to Thailand; or 2.1-4.1% from 2018, which
contained 38.12 million tourists. This means it
will increase up to 7.1%. Figure 1 displayed the
numbers of tourists and revenue from tourism
between 2015-2019.
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Figure 1 The numbers of tourists and revenue
from tourism between 2015-2019
Source: Ministry of Tourism and Sports and

Kasikorn Bank Research Center

The International Healthcare Research
Center (IHRC) reported that health tourism of
Thailand was ranked 6th in the world in 2017 for
strengths and advantages in several aspects, to
be described next. 1) Hospitals, personnel, and
international standard service guaranteed by JC|
(Joint Commission International Accreditation). In
2017, 56 hospitals in Thailand received JCI, the
fourth most in the world. 2) Natural attractions
and diverse cultures; low-cost tourism; extensive
flights for travel; and coordination rapidity. 3)
Not much high costs when comparing with the
quality (BTL Bangkok, 2018). Table 1 displayed

international medical treatment costs.




Table 1

Comparison medical treatment cost 2019

Medical treatment USA Colombia India 5. Korea Mexico Thailand Vietnam Malaysia Singapore
Heart Bypass 123,000 £14,800 57.500 26,000 527,000 £15,000 £12,100 £17,200
Angioplasty £28,200 57,100 55,700 £17,700 £10,400 54,200 S8,000 £13,400
Heart Valve

$170,000 $10,450 59,500 $39,500 528,200 517,200 513,500 516,500
Replacement
Hip Replacement 240,264 $E,400 57,200 321,000 512,500 $17,000 39,250 $5,000 515,900
Hip Resurfacing 228,000 510,500 55,700 318,500 512,500 212,500 312,500 516,350
Knee Replacement £35,000 57,200 S6.600 £17.500 £12.900 £14,000 58,000 57,700 £16,000
Spinal Fusion 110,000 514,500 £10,300 £16,900 £15,400 5£9.500 36,150 56,000 £12,800
Dental Implant $2,500 $1,200 5800 $1,350 5800 51,720 $1,500 $2,700
Lap Band £14,000 58,500 57.300 £10,200 56,500 £11,500 58,150 59,200
Gastric Sleeve £16,500 £11,200 56,000 59,950 58,900 59,900 58,400 £11,500
Gastric Bypass £25,000 512,200 57,000 £10,900 511,500 £16,800 58,500 513,700
Hysterectomy £15,400 52,900 53,200 £10,400 54,500 $3,650 54,200 £10,400
Ereast Implants 56,400 52,500 53,000 53,800 53,800 $3.500 54,000 53,800 58,400
Rhinoplasty 56,500 54,500 52,400 53,980 53,800 53,200 $2,100 52,200 52,200
Face Lift £11,000 54,000 53,500 56,000 54,900 53,950 54,150 53,550 5480
Liposuction 55,500 52,500 52,800 52,900 53,000 5$2,500 53,000 52,500 52,900
Turmmy Tuck SE,000 53,500 53,500 $5,000 54,500 55,300 $3,000 53,900 54,650
Lasik (both eyes) 54,000 52,400 51,000 51,700 51,900 52,210 51,720 53,450 53,800
Camea (per eye) 317,500 H/A 52,800 N/A /A 53,600 FAA $9,000
Cataract surgery (per
oy 53,500 51,600 51,500 52,100 51,800 53,000 53,250
F Treatment 512,400 55,450 52,500 57,900 55,000 54,100 56,500 514,500

Source: https://medicaltourism.com/Forms/price-comparison.aspx

According to the table 1, shows the price
comparison of medical treatment in various
countries in 2019. The average medical costs in
Thailand are 61-62 % that in India, 55-56 % in
Malaysia, 41-42 % in South Korea, 54-55 % in
Colombia, 47-48 % in Mexico, 44-45 % in
Singapore. Price is an important factor that
influences the patient’s choice of destination for

medical tourism.

Tourist Life Cycle

Tourist life cycle is processes or activities
in tourism journey. A tourist journey generally can
be categorized into three phases, i.e., 1) Pre-trip
phase: tourists seek information for planning,
booking and decision making. 2) On-trip phase:

visiting in destination and accommodation. 3)

Post-trip phase: reminiscing about the journey and
sharing the gained impressions and experiences
(Kadri, S. & Agni, D., 2011; Christoph, G., 2009)
The tourist life cycle was displayed in Figure 2.

Figure 2 Tourist Life Cycle
Source: A survey on tourist trip planning
systems. (Kadri, S., & Angi, D., 2011).
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Medical Tourism Value Chain

The term value chain refers to acti
vities within and around an organization, where a
distinction is made between primary and
support activities (Chantal, H. & Siripen, S., 2013).
Medical tourism value chain consists of three
stages, i.e., pre-procedure stage, procedure stage and
post-procedure stage. 1) Pre-procedure stage;
tourists obtain information through various
channels (provider, personal contacts, media
/internet, insurance agent (health and travel

insurance), travel agents, medical tourism
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Figure 3 Medical Tourism Value Chain

Information Technology VS Information
Communication Technology

Information Technology (IT) refers to
systems and processes of using telecommunication
devices and software programs for data storage,
collection, processing, and presentation in any
applicable forms (Jittima, T., 2003). Information
Communication and Technology (ICT) refers to
technology or processes that create information
(Collecting data for storage; for processing; or
for analysis into information. And to download
data and information from different sources; and
quickly send information in an expected form

when needed by users) to fulfill user demand.
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facilitators). 2) procedure stage; this is the most
important phase, which typically starts when
the tourist reaches the destination country and
includes all ancillary services like for example
airport transfer and accommodation until the
medical procedure has been completed. And
3) Post procedure stage; post-operative and
follow-up care (The Indian Institute of Tourism
and Travel Management, 2011; Herberholz, C. &
Supakankunti, S., 2013). Figure 3 displayed the

medical tourism value chain.

Vacation in destination

country or return to home
Post-operative

Follow-up care

Post-procedure stage

The purpose is to provide good quality infor
mation to users (Accurate, reliable, complete, valid,
up-to-date, and in compliance with user demand;

with convenience and rapidity in any proper forms).

The Roles of Information Communication
Technology in Tourism Industry

ICT in tourism industry is currently applied
through the internet, which is very necessary
to tourism for service providers and clients. ICT
in tourism industry causes changes in several
aspects, i.e., organizational structure, business roles,
relationships between sellers and customers

/clients, product and service presentation




forms, and employment. The development of
the internet and communication devices has
engendered the revolution of the structure of
tourism industry and affected tourism dealers
directly. That is because suppliers of tourism
product and services can offer direct sale to
consumers. Dealers linking between consumers
and supplier have to confront with the problem
of being cut off or replaced by online dealers.

The roles and significance of ICT in
tourism industry can be concluded into 5 points
as follows. 1) Selecting & developing attractions
by applying ICT to create them so that they can
be viewed by tourists. Information of expected
attractions will also be created, including other
information provided for tourists to choose based
on their interest. 2) Marketing, with ICT applied
to marketing promotion. Marketing research is
brought to national marketing; whereas advertising
and PR are brought to international marketing. 3)
Customer relationship management by advance
booking system and tourism management for
pre-trip, on-trip, and post-trip. 4) Operations, i.e.,
purchase, service and supply management; and
value chain management in tourism. 5) Tourism
management and follow-up, i.e., geographic
information system (GIS) for GPS navigation
(Paisarn, K. & et al., 2010).

To Apply Data and Information for Medical
Tourism

The development of ICT helps supporting
data and information access in tourism industry
in the era of cyber tourism. Tourists can access
information of tourism and product as well as
service booking on their own instead of the
traditional tourism. Cyber tourists basically
contain 3 types of behavior, i.e., 1) pre-purchased:

Travel planning, searching for product and other

relevant information; 2) on-going: For future
planning; and 3) post-purchased: For comments,
suggestions, and sharing experiences to others
(Pisarn, K., 2011).

To apply data and information in
medical tourism, it can be divided into 4 objectives
for use and users as follows. 1) The government
or government agencies apply it for planning
and operational improvement. 2) Tourists use
it for tourism planning. 3) Tourism businesses
apply it for business improvement, planning,
marketing, and PR. 4) Medical service
providers apply it for service presentation and
providing contact information with hospital.
Regular and medical tourism is divided into 3
stages of implementation as follows. 1) Pre-trip or
Pre-procedure stage: It is the stage of travel
planning, selecting destinations, searching for
tourism information before making decision
to travel, and booking tickets. 2) On-trip or
Procedure stage: It is the stage of travel,
medical treatment, and recuperation in
attractions selected. 3) Post-trip or Post-pro
cedure stage: It is the stage of returning to origin
countries, follow-up after treatment, giving
comments ontourism and medical treatment. Types of
information use can be divided based on usability
as follows.

1. Searching for information of tou
rism and medical matters, i.e., search engines
(Google, for instance), and tourism websites
([https://thai.tourismthailand.org/home], for
instance), medical service websites (Websites of
leading, reputable, and accredited hotels [https://
www.bangkokhospital.com, https://www.bum
rungrad.com], for instance), YouTube channels of
tourism VDO presentation, social medical
presenting online tourism information (Facebook,

Twitter, LINE, for instance), websites supporting
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tourism planning (Trip Advisor [www.tripadvisor.
com], for instance).

2. Product and service booking, i.e., airline
service websites (AirAsia [https://www.airasia.com]
and [https://www.thaiairways.com], for instance),
hotel service websites (Agoda [www.agoda.com]
and Booking [https://www.booking.com], for
instance), visa service websites (Request for a
visa to Australia [https://www.vfsglobal.com/Aus
tralia/Thailand/], for instance), car rental websites
(Carrental [https://www.carrentals.com/], for
instance).

3. Communication while traveling and
receiving medical treatment, i.e., instant messaging
(LINE, Whatsapp, Facebook Messenger through 3G,
4GLte, or WiFi on communication devices); and
sending information through email, for instance.

4. Travel in destination countries, i.e.,
searching for directions/routes (Google Map, for
instance).

5. Sharing experiences, i.e., tourism
support websites (travelloka [https://www.
traveloka.com] or Agoda [www.agoda.com], for
instance) or tourism blogs (TripTH, with 2,745,929
followers; [https://www.facebook.com/TripTH.
con/], Chillpainai, with 2,449,750 followers; [https://
www.facebook.com/Chillpainai/], Sadoodta with
1,799,378 followers; and [https://www.facebook.

com/sadoodtafanpage/], for instance).

ICT in Medical Tourism

Social media or social networks play an
important role in shaping choices and decisions
on medical tourism destinations (Laddawan,
K., 2018). Websites are also considered an im
portant marketing channel for showcasing doctors’
experience and expertise and for providing in
formation concerning available services,

treatments, and equipment (Moghavvemi, S., &

et. al,, 2017). Electronic Medical Record system
(EMR) supports internal work with providers,
i.e., decision support, monitoring, electronic
prescribing, laboratory ordering etc.; maintain
data set needed for medical audit and quality
assurance, disease surveillance etc.; support for
continuing medical doctors can take suggestions
from other doctors (Sonali, P., 2013). Enterprise
Content Management (ECM) technology can
also manage clinical content like lab results,
radiographs, wound-care photos, electro
cardiograms and more. By integrating this
content into the clinical content repository
system, clinicians can quickly and easily access it
without switching between applications (Eugene,
C. 2016). Telemedicine is a technology that allows
people and healthcare professionals to interact in
real-time, as well as video conferencing that
can be seen by both parties. e-consult as an
asynchronous communication between healthcare
providers that occurs within a shared electronic
health record (EHR) or secure Web-based platform.
Referring providers send a consultation request
to specialists, who can respond by answering the
consult question, requesting more information,
and/or scheduling a specialist appointment (Varsha,
G. V., et. al,, 2015). e-doctor is a system to make
an automatic diagnosis/prediction by means of
answering if the patient has (or may have in the
future) a specific health problem (Kampourakia,
A, & etal., 2013).

Conclusions

Medical tourism is a form of tourism
mixed between outbound tourism and medical
treatment at the same time. It is very popular
nowadays because of considerable advantages,
e.g., reducing queuing for medical treatment in

their own countries, lower medical expenses
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but with equal or better quality. Another factor
bringing medical tourism is the development
of ICT, applied through the internet. It helps
supporting data and information for com

munication between service providers and clients.

The implementation of medical tourism is divided
into 3 stages, i.e., before travel or travel planning
(Pre-trip); during travel, medical treatment, and
recuperation (On-trip); and post-trip. IT is applied

in each stage, concluded in Table 2.

Tourism Behavior of
Cyber Tourist

Tourism Stage

Implementation Type of Information Use

Based on Usability

Pre-Purchased Pre-trip - Searching for and se - Search engines (Google)
lecting attractions - Tourism websites (https://
- Searching for and se thai.tourismthailand.org)
lecting medical service - Medical service websites
places (https://www.bangkokh
- Travel planning ospital.com)
- Product and service booking - YouTube (http://www.
youtube.com)
- Airline service websites
(https://www.thaiairways.
com)
- Hotel service websites
(www.agoda.com)
On-going On-trip - Communication when - Instant messaging
arriving in destination programs (LINE, Whatsapp,
countries Facebook Messenger)
- Searching for directions - Navigation program
/routes to travel in des /application (Google Map)
tination countries
Post-Purchased Post-trip - Sharing travel as well - Tourism support websites

as medical treatment ex

(https://www.traveloka.com)

periences - Tourism blog (TripTH on
- Follow-up after tre Social Media)

atment - Sending information through
- Suggestions and email

comments on service

ICT in medical tourism industry, there
are also many other technologies; social
media and website, i.e., it supports commu
nication both providers and medical tourists and

presents medical tourism’s information for pre-trip

decision. Electronic Medical Record system (EMR),
Enterprise Content Management (ECM),
Telemedicine, e-consult and e-doctor support
internal work with providers which effect to

facilitation medical tourists.

>

e
g ;%{ g
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Abstract

Thailand classifies a human trafficking offense as a special case with a policy to strictly enforce
the laws to suppress such offense and to render immediate and effective assistance to the victims.
As such offense is a serious felony and involved transnational organized crimes which seriously

undermines human rights and threatens liberty social integrity and sustainable development of the
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country. Should no urgent measures be taken to tackle such problems, not only political and economic
stability and national security are prejudiced but also regional and international adversed impacts are
left. To effective prevalent and suppress human trafficking and to ensure fair and expeditious court
procedures, a specialized procedural law is require for such purposes. For these reasons, the Human
Trafficking Procedure Act B.E 2559 was enacted. As its Act contains, provisions different from those
of the Criminal Procedure Code which ensures protection of the rights and liberty of the accused it
is the duty of the State to provide protection for the people whether as the “injured persons” or the
“accused”on the one hand, the Human Trafficking Procedure Act B.E. 2559 is intended to suppress
human trafficking but on the other hand the same Act might affect the rights of the accused whose

richts and liberty are required to be protected as well

Keywords: The Accused, Anti - Trafficking in Persons law, Criminal Procedure, Human Trafficking
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Abstract

The objective of this research consists of (1) to study the service quality factors influencing
enhancement logistics service providers in Thailand industry at Amata Industrial Estate and Leam
Chabang Industrial Estate and (2) to compare the differences of service quality factors between Amata
Industrial Estate and Leam Chabang Industrial Estate for improved to enhance logistics performance
in Thailand industry. The methodologies for this study are descriptive analysis and hypothesis test
(t-test) by using primary sources from population target in Amata Industrial Estate and Leam Chabang
Industrial Estate. In the study conducted survey from entrepreneur in Industry. According to the
research results found that entrepreneur gives the important about transfer unnecessary activities
to expert to support their business which this factor is very important for decision about factors
influencing enhancement logistics service providers. However, the results also shown the significant of
service quality factors to improve and enhance logistics performance for Thailand industry in Amata
Industrial Estate and Leam Chabang Industrial Estate which is Tangible factor related the
physical facilities and appearance of personal characteristics. Tangible characteristics of service
quality are concerned with the appearance of employees, physical facilities and other facilities. In the
summary result of Hypothesis test shown that the 5 factors including reliability, responsiveness,
tangible, empathy and assurance, they are no difference regarding to service quality factors between

Amata Industrial Estate and Leam Chabang Industrial Estate.

Keywords: Logistics service providers, Service quality factors
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Introduction

The scope and influence of logistics has
evolved in the late 1940s. In the 1950s, and 60s,
military was the only organization which used
logistics. The scope of logistics has been extended
beyond the army, as it has been recognized
as one of the important tools for developing
competitiveness. Competitive advantage means
the company can establish the differentiate image
in the customer’s eyes and the company also
is operating at a lower cost and greater profit
(Chandrasekaran, 2017). Logistics outsourcing is
also big business in the US. (Patrick, Boolaky &
Gungaphul, 2017). In 2000, third-party logistics
service providers (3PLs), generated $56.4 billion
revenue in the US, up from $46 billion in 1999,
(Armstrong & Associates, 2011), Then in 2001

estimated total contract logistics market revenues
were $60.8 billion. (Armstrong & Associates, 2011)
In Asia Pacific region, Singapore was the leader
of logistics service. With a substantial increase
in external trade, demand for logistics services
also grew rapidly. Singapore took the lead in
investing heavily in logistics infrastructure,
developing its port and transportation. In 1996,
it was estimated by Singapore’s Economic
Development Board that the logistics sector in
Singapore had committed a record S$1.1 billion
in fixed assets, a hefty 70 % increase over 1995.
Total business spending of the logistics sector in
Singapore rose 40 % in 1996 to more than
S$280 million (Shams, 2013). To enhance the

competitive advantage in the current
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global market, emerging trend of outsourcing
in supply chain management has come a sig
nificant topic of discussion among managers and
academicians. As increasing in competitive
pressure, the enhancement of logistics service
provider has been considered since they become
the support activity in organization to achieve
their capabilities or core competencies as strategic
alliance or partnership. Meanwhile, Eastern
Economic Corridor (EEC) project is a strategic plan
under Thailand 4.0 which is a success in the Eastern
Economic Development plan. Thai government
hopes to develop its eastern provinces into a
leading ASEAN economic zone. The EEC focus
on three eastern provinces of Thailand include
Chonburi, Rayong and Chachoengsao off the coast
of the gulf of Thailand (Royal Thai Embassy in
New Delhi, 2019). Thus, this research focuses on
2 large Industrial Estates in Chonburi province
to study the service quality factors influencing

enhancement logistics service providers.

Research Objectives

1. To study the service quality factors
influencing enhancement logistics service pro
viders in Thailand industry at Amata Industrial
Estate and Leam Chabang Industrial Estate

2. To compare the differences of service
quality factors between Amata Industrial Estate
and Leam Chabang Industrial Estate for improved
to enhance logistics performance in Thailand

industry.

Literature Review

The concept of Logistics service provider
(3PL)

3PL is referred to as third party
logistics, contract logistics, integrated logistics

and outsourced logistics. 3PL has many

definitions and interpretations, there is no
uniform or standard definition that seems to satisfy
academic researchers as well as company
managers. Stank and Maltz refers to 3PL as
any firm that provides a good or service that it
does not own. Sink et al define 3PL services as
multiple distribution activities provided by a third
party, neither the provider nor the customer, who
assumes no ownership of inventory. The goal
of the 3PL company is to accomplish related
functions that the producer does not want
to manage. 3PL is a for-hire logistics service
provider for the buyer or seller of raw materials,
goods in process and finished products. Berglund
et al define 3PL as a logistics service company
providing service on behalf of a shipper res
ponsible for the management, transportation
and warehousing of goods. Lim defines 3PL as an
external company responsible for getting the right
products to the right place at the right time, and
at the right cost. Some definitions appear to be
broad and inclusive in nature, while others have
a narrow and more exclusive focus. McGinnis et
define 3PL activities as logistical activities that
can be provided or required by either a buyer or
a seller. Another definition of 3PL characterizes
it as an external organization that performs all
or part of a producer’s or consumer’s logistical
functions. Sink and Langley refer to 3PL provider
as an external supplier performing some or all
of a manufacturer’s or customer’s logistical
functions. In contrast, Murphy and Poist give a
narrow and exclusive definition of 3PL that is a
long-term, mutually beneficial relationship between a
shipper and a logistics provider that offers various
logistics service functions. Bagchi and Virum refer
to 3PL as a long-term partner that provides all
or a considerable number of logistics activities

for the shipper.
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As currently understanding, logistics
is a broad concept defined as a part of the
supply chain management that plans, imple
ments, and controls the efficient and effective
forward and reverse flow and storage of goods,
services and related information between the point
of origin and the point of consumption in order to
meet customer’s requirements. Logistics service

provider need to increase value to customer by

SERVQUAL Model

The determinant Customer expectation
on logistics service providers in manufacturing
industry by SERVQUAL and Model of Service
Quiality Gaps which Parasuraman was established
SERVQUAL and Model of Service
Quality Gaps was introduced by Shahin (2015)

The aims of this model proposed seven major

this model.

gaps in the service quality concept, the model
is an extension of Parasuraman (1985) the three
important gaps, which are more associated with
the external customers are Gapl, Gap5 and Gap
6; since they have a direct relationship with
customers.

Gap 1: Customers’ expectations versus

management perceptions: as a result of the lack

The cost of operating the process,
which includes labor, materials,

management, and transportation.

providing logistics service more efficiently than
their competitors by increasing value and establish
efficiency through logistics activities for sustainable
competitive advantage. Competitive in logistics
must be used internal and external indicators

for decision-making which related reliability or

responsiveness of a business’s structure (Carlos
Kirby and Nicolau Brosa, 2011)

+ Order fulfillment cycle time

Speed at which tasks are per-
formed or in which supply chain * Delivery cycle time
delivers products. (includes transportation time)

 Planning cycle time

of a marketing research orientation, inadequate
upward communication and too many layers of
management.

Gap 2: Management perceptions versus
service specifications: as a result of inadequate
commitment to service quality, a perception of
unfeasibility, inadequate task standardisation and
an absence of goal setting.

Gap 3: Service specifications versus service
delivery: as a result of role ambiguity and conflict,
poor employee-job fit and poor technology-job
fit, inappropriate supervisory control systems,
lack of perceived control and lack of teamwork.

Gap 4: Service delivery versus external
communication: as a result of inadequate

horizontal communications and propensity to
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over-promise.

Gap 5: The discrepancy between
customer expectations and their perceptions of
the service delivered: as a result of the influences
exerted from the customer side and the shortfalls
(gaps) on the part of the service provider. In this
case, customer expectations are influenced by
the extent of personal needs, word of mouth
recommendation and past service experiences.

Gap 6: The discrepancy between customer
expectations and employees’ perceptions: as a
result of the differences in the understanding
of customer expectations by front-line service
providers.

Gap 7: The discrepancy between em
ployee’s perceptions and management
perceptions: as a result of the differences in the
understanding of customer expectations between

managers and service providers.

Independent variable

Entrepreneur's information

1. Location of company
2. Size of company
3. Type of industry
4. Annual tumaover
5. Number of employes

Industrial area

The determination of the perceived
quality of services involves the calculation of the
difference between the perception of the
service and the ideal (desired, expected) service
level, which, at the same time, makes it possible
to capture the gap that occurs between the
expectations and the perception of services as
Figure 2.1 (Marta Kadubek and Janusz Grabara
,2014)

Conceptual Framework

To address the objectives research
above a conceptual framework of the research a
conceptual framework of the research showing
the relationship Firm’s organization and customer
perception of service providers which indicated
the gap of customer expectation and customer

perception in service quality factors.

Dependent variable

Service quality factors

. Tangible
. Reliability

. Assurance

:
1

Service quality of logistics

service providers in Thailand

industry

Figure 1 Conceptual Framework
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Hypothesis

In this study, Data analysis is fo
cusing on five hypotheses which would positively
or negatively logistics management indicators
affect enhancing logistics service provider factors.
A detail of the hypotheses is shown as follows;

Hypothesis 1: There is difference
regarding to tangible factors between Amata
Industrial Estate and Leam Chabang Industrial
Estate

Hypothesis 2: There is difference
regarding to reliability factors between Amata
Industrial Estate and Leam Chabang Industrial
Estate

Hypothesis 3: There is difference
regarding to responsiveness factors between
Amata Industrial Estate and Leam Chabang
Industrial Estate

Hypithesis 4: There is difference regarding
to assurance factors between Amata Industrial
Estate and Leam Chabang Industrial Estate

Hypothesis 5: There is difference
regarding to empathy factors between Amata
Industrial Estate and Leam Chabang Industrial
Estate

Research Methodology

In an overview of research design, this
research was designed to utilize a quantitative
approach to address the research question of
questionnaire. Three part of questionnaire were
used to accumulate data from manufacturer
was used service logistics provider in Amata
Industrial Estate and Leam Chabang Industrial
Estate. Before distributing the questionnaire to
the targeted respondents. A pilot study was
conducted with severalindustry experts and academic
professionals. Based on their feedback, modi

fications were made to clarify of each item in the

questionnaire. The researcher was collected the
data by e-mail and digital questionnaires. The

collected data

Population and Sample

The research was survey to conduct data
from 2 industrial estates area consist of Amata
industrial estate area and Leam Chabang industrial
estate area. In the study, Researcher used simple
random sampling technique through the probability
sampling; each member of the population has
an equal and known chance of being selected.
That is a subject who met the criteria of selection
was approached to ask for their willingness to
participate in the study. Simple random sampling
is simple to accomplish and is easy to explain
to others. Because simple random sampling is a
fair way to select a sample, it is reasonable to
generalize the results from the sample back to
the population.

For the sample size of the respondents.
The sample size was calculated based on
Yamane’s formula (Yamane, 1973) for
manufacturing industrial in Amata industrial
estate area and Leam Chabang industrial
estate area. As per calculated by Yamane
formula, the number of target population in Amata
industrial estate area (N) has 820 companies. The
significant level (e) is 0.05. The required
sample size (n) should be in the range of 269
companies. In Leam Chabang industrial estate
area, the target populations in Leam Chabang
industrial is 239 companies. Since there are small
number of the population. Thus, the researcher
decides to collect data for this area from total
number of populations. A total of questionnaire
in two group (Amata Industrial Estate and Leam
Chabang Industrial Estate) were distributed to

two targets industrial estate. The table present
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about sample size of each industrial estate and

questionnaires that were distributed to each

Table 1

industrial company.

sample size of each industrial estate and questionnaires that were distributed to each industrial

company. The survey is conduct in April 2018.

Industrial Estate area Distribute
Amata Industrial Estate 269
Leam Chabang Industrial Estate 239
Sub-total 508

Source: Industrial Estate Authority of Thailand. (2017)

Research Tools

In the part of research Instrument, the
researcher focuses on the framework of the
research. The researcher will relate the
theories and the literature review to develop the
conceptual framework of the research. The
results of this study will be presented in the way
that referred to theoretical model of the study.
In an overview of research design, this survey
research was designed to utilize a quantitative
approach to address the research question which
including 3 parts of questionnaire. The questions
can be divided into five dimensions covered by a
total 25 questions for the modified perceptions
part. The five dimensions of SERVQUAL are;

« Reliability refers the firm’s ability to
provide the service dependably and accurately.

« Responsiveness refers the willingness to
help customers and provide prompt service.

 Ability refers the physical facilities,
equipment, an appearance of personal
characteristics of services quality are concerned
with the appearance of employees.

+ Assurance refers the knowledge and
courtesy of employees as well as their ability to

convey trust and confidence.

» Empathy refers the caring and indi
vidualized attention the firm provides its
customers.

The part of questionnaire was used to
accumulate data from manufacturer was used
service logistics provider in Amata Industrial
Estate and Leam Chabang Industrial Estate. The
questionnaire was pretested at the other industrial
estate in Samutprakarn area in order to ensure
acceptance reliability. The researcher distributed
questionnaire by e-mail and send a letter directly
to purchasing department of the manufacturer
which related to supporting the procurement
of logistics service providers. The purchasing
department considered the need of internal
customers by procuring the good and service.
The collected data were analyzed using the
statistical program. Furthermore, the researcher
tested the reliability of the questionnaire by Alpha
coefficient according Cronbach’s Alpha coefficient
approach which Alpha coefficient for this study
equal to 0.79.

Data Collection
The researcher used both primary and

secondary data in this study. To collect the primary
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data, the researcher was required to distribute
copies of the self-administered questionnaires to
target respondent by e-mailing. This approach is
the most flexible method of data collection, as
it gives respondents the freedom and privacy to
complete the questionnaires.

The questionnaire consists of clos
ed-ended question and rating scale. The results
will be processed through statistical program. In
additional to the primary source, the researcher
used secondary data such as textbooks, previous
research, business journals and other related
information from the websites that were relevant

to study.

Statistical Analysis

This study has used descriptive analysis and
hypothesis test (t-test) by using primary sources
from population target in Amata Industrial Estate
and Leam Chabang Industrial Estate. In the study
conducted the survey questionnaire from the
manufacturer in Amata Industrial Estate and Leam
Chabang Industrial Estate. hypothesis test (t-test)
was applied to find different of service quality
factors between Amata Industrial Estate and Leam

Chabang Industrial Estate. The respondents will

Table 2

Issue and collection of the questionnaire

be asked to express their attitude toward each
factor in form of rating scale according Likert scale
(1932). Researcher is focusing on five hypotheses
which would positively or negatively logistics
management indicators affect enhancing logistics

service provider factors.

Result

A total of questionnaire in two group
(Amata Industrial Estate and Leam Chabang
Industrial Estate) were distributed to two
targets industrial estate. The sample size is 508
companies. About two month after the date of
distribute, follow-up call, mails and frequent
visitation were made to non-respondents
to encourage them to respond. When nec
essary, a second round of follow-up efforts was
undertaken to increase the response rate. After
three months, a total of 308 questionnaires from
industrial company in Amata Industrial Estate and
Leam Chabang Industrial Estate were received.
The response rate is 97% or 494 respondents
consist of the Respondents from Amata Industrial
Estate 284 and Respondents from Leam Chabang
Industrial Estate 210. The details of issue and

collection of questionnaires shown in table 2.

Sample size
Respondents

Response Rate

508
494
97%

The 5 hypotheses in the study will show
the different of service quality factors. All of the

evaluation uses a significance level at 0.05 as the

entrance for rejection or not rejection.
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Table 3

Different in reliability between Amata Industrial Estate and Leam Chabang Industrial Estate

Location n Mean Standard t Sig

Deviation (2-tailed)
Amata Industrial Estate 284 3.35 0.42 0.52 0.61
Leam Chabang Industrial Estate 210 3.33 0.43

The result of hypothesis test 1 in table 3
indicates that value significance (2-tailed) is 0.61,
which is higher than the significant level (0.05).

Therefore, the researcher accepts Ho and rejects

Table 4

Ha. Which implied that there is no difference
regarding to reliability factors between Amata

Industrial Estate and Leam Chabang Industrial

Estate.

Different in responsiveness between Amata Industrial Estate and Leam Chabang Industrial Estate

Location n Mean Standard t Sig

Deviation (2-tailed)
Amata Industrial Estate 284 3.85 0.18 -0.36 0.72
Leam Chabang Industrial Estate 210 3.86 0.19

The result of hypothesis test 2 in table 4
indicates that value significance (2-tailed) is 0.72,
which is higher than the significant level (0.05).

Therefore, the researcher accepts Ho and rejects

Table 5

Ha. Which implied that there is no difference
regarding to responsiveness factors between
Amata Industrial Estate and Leam Chabang

Industrial Estate.

Different in Tangible between Amata Industrial Estate and Leam Chabang Industrial Estate

Location n Mean Standard t Sig

Deviation (2-tailed)
Amata Industrial Estate 284 3.86 0.41 5.71 0.73
Leam Chabang Industrial Estate 210 3.87 0.37

The result of hypothesis test 3 in table
5 indicates that value significance (2-tailed) is
0.73, which is higher than the significant level

(0.05). Therefore, the researcher accepts Ho
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and rejects Ha. Which implied that there is no
difference regarding to tangible factors between
Amata Industrial Estate and Leam Chabang

Industrial Estate.




Table 6

Different in Empathy between Amata Industrial Estate and Leam Chabang Industrial Estate

Location n Mean Standard t Sig

Deviation (2-tailed)
Amata Industrial Estate 284 3.01 0.14 0.17 0.86
Leam Chabang Industrial Estate 210 3.01 0.18

The result of hypothesis test 4 in table 6
indicates that value significance (2-tailed) is 0.86,
which is higher than the significant level (0.05).

Therefore, the researcher accepts Ho and rejects

Table 7

Ha. Which implied that there is no difference
regarding to empathy factors between Amata
Industrial Estate and Leam Chabang Industrial
Estate.

Different in Assurance between Amata Industrial Estate and Leam Chabang Industrial Estate

Location n Mean Standard t Sig

Deviation (2-tailed)
Amata Industrial Estate 284 3.40 0.40 1.31 0.19
Leam Chabang Industrial Estate 210 3.35 0.39

The result of hypothesis test 5 in table 7
indicates that value significance (2-tailed) is 0.19,
which is higher than the significant level (0.05).
Therefore, the researcher accepts Ho and rejects
Ha. Which implied that there is no difference
regarding to assurance factors between Amata
Industrial Estate and Leam Chabang Industrial
Estate.

Table 8
Summary of Hypothesis tests

In the summary result of Hypothesis
test shown that the 5 factors of service quality
(reliability, responsiveness, tangible, empathy
and assurance) are no difference regarding to
empathy factors between Amata Industrial Estate
and Leam Chabang Industrial Estate. Which the

result rejects the 5 hypotheses.

Hypotheses Result Conclusion
H1: There is difference regarding to Rejected There is no difference regarding to
tangible factors between Amata tangible factors between Amata
Industrial Estate and Leam Chabang Industrial Estate and Leam Chabang
Industrial Estate Industrial Estate.
H2: There is difference regarding to Rejected There is no difference regarding to

reliability factors between Amata
Industrial Estate and Leam Chabang
Industrial Estate

reliability factors between Amata
Industrial Estate and Leam Chabang
Industrial Estate.
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H3: There is difference regarding to Rejected There is no difference regarding to
responsiveness factors between Amata responsiveness factors between Amata
Industrial Estate and Leam Chabang Industrial Estate and Leam Chabang
Industrial Estate Industrial Estate.

H4d: There is difference regarding to Rejected There is no difference regarding to
empathy factors between Amata empathy factors between Amata
Industrial Estate and Leam Chabang Industrial Estate and Leam Chabang
Industrial Estate Industrial Estate.

H5: There is difference regarding to Rejected There is no difference regarding to

assurance factors between Amata
Industrial Estate and Leam Chabang
Industrial Estate

assurance factors between Amata
Industrial Estate and Leam Chabang
Industrial Estate.

Discussions

The main objective of the study is to
study and compare the differences of service
quality factors between Amata Industrial Estate
and Leam Chabang Industrial Estate for improved
to enhance logistics performance in Thailand
industry. As such, the study measured expectations
and perceptions of using service logistics provider
and the gap between the two target areas. The
researcher has analysis the result of service quality
factors by separate 5 factors including tangible,
reliability, responsiveness, empathy and assurance
to survey the attitude of service quality factors
in Amata Industrial Estate and Leam Chabang
Industrial Estate.

In Amata Industrial Estate, the result of
tangible factor is very important level (X=3.86)
which sufficient service personnel to deliver
service (X=4.17) is the most important of tangible
factor. Reliability factor is moderate im
portant level (X=3.35) which fallibility in service
(X=3.82) is the first priority in reliability factor. Res
ponsiveness factor is at very important level
(X=3.85) which employees in service provider
companies give your prompt service (X=4.06)
is the most important of responsiveness factor.

Empathy factor is at moderate important level
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(X=3.01) when consider in detail, Service provider
gives you individual attention (X=3.10) is the most
important of Empathy factor. Assurance factor
is at moderate important level (X=3.40) which
feeling safe in your transactions with service provider
(X=3.88) is the most important in assurance
factor. In Leam Chabang Industrial Estate, the
results of tangible factor is at a very important
level (X=3.87) When considering in detail, Good
interpersonal skill of contact personnel (X=4.19)
is the most important factor of tangible. Reliability
factor is moderate important level (X=3.33) which
fallibility in service (X=3.83) is the first priority
factor in reliability factor. Responsiveness factor is at
very important level (X=3.86) which employees in
service provider companies give your prompt service
(X=4.06) is the most important of responsiveness
factor. Empathy factor is at moderate important
level (X=3.01) which Service provider has operation
operating hours convenient to all its customers
(X=3.12) is the most important factor of empathy.
Assurance factor is at moderate important level
(X=3.35) which feeling safe in your tran
sactions with service provider (X=3.90) is the most
important in assurance factor. Although some
interesting results were found in this research, the
results of different tests yielded varied outcomes.

Finding from Hypothesis test, the researcher




found that there is no difference regarding
service quality factors (Tangible, Reliability, Respon
siveness, Empathy and Assurance) between Amata
Industrial Estate area and Leam Chabange Industrial
Estate area. Thus, both areas are the same service
quality factors in make decision to select and
outsourcing logistics service provider. Finding from
Hypothesis test, the researcher found that there
is no difference regarding service quality factors
(Tangible, Reliability, Responsiveness, Empathy
and Assurance) between Amata Industial Estate
area and Leam Chabange Industrial Estate area.
Thus, both areas are the same service quality
factors in make decision to select and outsourcing
logistics service provider.

Although some interesting results were
found in this research, the results of different
tests yielded varied outcomes. Thus, there are
still improvements that can be made for future
research. Firstly, five dimensions of SERVQUAL is
still unresolved issue when applied to studying
service quality factor of logistics service provider
in Thailand. The items related to expectations
and perceptions might be too general for such a
study. Also, in fact that manufacturer is required
to respond to both expectations and perceptions
of service quality at the same time could detract
from the instrument’s validity and reliability.
While expectations might be always higher than
perceptions. Thus, yielding a position gap between
them. It is desirable to determine a threshold
value for such a gap. The threshold value will
help to differentiate between an acceptable and
unacceptable service quality that need to be
improved. Each logistics service provider could
determine the threshold value based on customer
need.

Based on the data analysis in this

study the following statement can be describe

the importance service quality factor that
customer would like logistics service provider to
support which is “Tangible” related the physical
facilities and appearance of personal charac
teristics. Tangible characteristics of service quality
are concerned with the appearance of employees,

physical facilities and other facilities.

Recommendation

The majoring limitation of this study are
as following:

1. The study was conduct on a limited
number of entrepreneurs in Amata Industrial
Estrate and Leam Chabang Industrial Estate.

2. The study represents expectation and
perception of the service quality factors at Amata
Industrial Estrate and Leam Chabang Industrial
Estate only

3. SERVQUAL, as a one-dimension
instrument modified for the purpose of this
study might not have been the most valuable
instrument to measure expectations and
perceptions of service quality factors.

4. Collecting respondents’ data on
expectations and perceptions of service quality
at the same time could have compromised the
reliability of the data.

5. The researcher suggests emphasizing
on qualitative research and focus group interview
methodology from both automotive companies
and logistics providers in order to understand
more deeply about their attitude and suggestion.
There is need to develop a more valued and
reliable instrument to measure service quality
factors. SERVQUAL could serve as the basis for
such new instrument.

With all the above limitation, the study
provides a significant comparison of service
quality factors between Amata Industrial Estrate

and Leam Chabang Industrial Estate.
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Abstract

The purposes of this study is to examine the important factors influencing on firm value and
study the comparison of the industries influencing on firm value listed on the Stock Exchange of
Thailand The sample use were the companies list on SET 100, including 46 companies. Collected
data were retrieved, during 2013 — 2017. The statistical techniques use were descriptive statistics,
Pearson Correlation and multiple Linear Regression. Four independent variables were employed,
including debt ratio, the proportion of retained earnings per shareholders (RE/TE), firm size, and
return on assets (ROA). While, dependent variable was firm value in term of Tobin’Q. Additionally,
the study included growth gross domestic product (GDP) as a control variable.The study found two

factors influencing on firm value at statistically significant 0.01, including debt ratio, and statistically
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significant 0.05, including return on assets.

Keywords: factors, firm value, Listed Companies on SET 100 Evidence
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Abstract

This research has the objectives to (1) studies the strategy of practice level to overcome the
prostitution problem (2) studies the factors affecting the implementation of strategies to overcome
the prostitution problem. This research is a quantitative. The quantitative population of 1,563 people
that calculating the sample by using Yamane’s simplified formula and got the result of 400 samples,
The statistics used in this research were frequency, percentage, mean and standard deviation, and

multiple regression analysis, analyze the relationship between variables using Pearson’s correlation
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coefficient, analyze independent variables and predictor variables using Enter multiple regression
analysis. The research results showed that 1. the level of compliance with the strategy of over
coming prostitution is at the highest level. There are 3 aspects; Policy resources Organization commu
nication and the Characteristics of the organization 2. there are 3 internal factors with the highest
mean affecting the implementation of strategies to overcome the prostitution problems, which are
policy resources factor, organizational communication factor, and the characteristics of the orga
nization factor. The external factors affecting the implementation of strategies to overcome the
prostitution problems showed that the condition of technology had the mean in the highest level,
followed by the condition of politic, and the condition of economic and social that had the means at
the same rank. For the implementation of strategies to overcome the prostitution problems, the aspect
that had the highest mean were included the prevention aspect, the prosecution aspect, the deve
lopment of policy mechanisms, respectively. The protection aspect and the development of network

partners cooperation aspect had the means at high levels.

Keywords: Prostitution, Strategies to overcome the prostitution problems, Metropolitan Police

Division 9, Metropolitan Police Bureau
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Abstract

The purposes of this research were (1) to compare the wealth of teaching professionals
in the Bangkok Metropolitan Region rely on personal factors (2) to study the factors impacting on
the wealth of teaching professionals in the Bangkok Metropolitan Region. The sample group was
400 teaching professions in the Bangkok Metropolitan Region. A questionnaire was employed as an
instrument for data collection. The descriptive statistics used for data analysis were percentage, mean,
and standard deviation. The inferential statistics were, Independent Sample t-test, One-Way ANOVA, and
Multiple Regression Analysis. The results indicated that the respondents, who had different age, marital
status, work position, work duration in the education institute and a number of adopted person, had
different wealth in liquidity skill and debt management skill. While the respondents, who had different
of affiliation, number of household members and revenue, had different wealth in savings. In addition,
the different gender and education level did not affect the respondents’ wealth. Additionally, the
result indicated that the financial literacy of respondents was at a high level. For each aspect, the
financial attitude and financial behavior of respondents were at a high level, while financial knowledge
was at a moderate level. Additionally, financial behavior influenced on wealth in liquidity skill, debt
management skill and savings at the statistical significance level of .01 while financial knowledge
impacted on liquidity skills and savings at the statistical significance level of .01. However, financial

attitude did not affect the wealth.

Keywords: financial literacy, financial attitude, financial behavior, financial knowledge, wealth
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The information and advice environment

Experience and

circumstances Personality
Knowledge and Skills Confidence and
understanding attitudes

Behaviour
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gnsauiuansieanuieAsaninuanaiuiley i

] a

PaIuAUNSNI AN mAdesNUsedla Inadndiu

Ne

WINZANAISHANUS TS aEaY 15 WSIEAINEINTN

e =

wansliansawlasdunind ndegunldlugy

a

naulAiuIied FeenaazUsvaulynimenistula

22 2D

2. MTIATIERE UM EY

2.1 §nsrdrundauseduning
(Debt to assets ratio) §as1druiaisiaAfasnin
Savaz 50 lnvaziodyaeaduiauluiiuiivane
a Lwimﬂé’mwﬁauﬁﬁmqmﬁﬁaaaz 50 9zdeId
Usinaviiauldusnsay

2.2 9RSEIULERIANEILITlY
AstsyAuniau e (Solvency ratio) n31d2U
Huansdannuanusalunistssiuniaunaun uas
Usvenfegusiiuviaiewesyanaindaiuisdamisnis
Gusnndeeiiesle Tnednsiauiarsiiduinninfes
az 50

2.3 $nsdrunanin1stissaun
duansiule (Debt service ratio) Snsdniuans
auansalunsiissauniauanseld sl
fu Feawnsorumamlanesed wasseiou Tne
Snsrdauimsianinfesar 35 uarlinsgudu
Jonaz 45

2.4 $n3drunanInsTsEAunlaY
ﬁlﬂﬁimiﬁmﬁmaw’miﬂﬂﬁ (Non-mortgage service
ratio) ShsEubuansdInNansalunnsThsEAum
Fuitlilldnisansiuesainsieldsuiilasu Taenise
wifaudldlunisduin fo nsewiaunnein sniiu

v
aa

NUAUNLAADINNITIIUBIAIN9) FeauTaaIuIUlAYa
wuusElReulazsel dnsidlrullaisianeininies

ay 15 LLﬁ%iﬁJﬂ’JiQ\‘iLﬁu 88y 20
3. NMTIATIEAAIUNITODU
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SRFIEIUAIUNITEDU (Savings ratio) 8RTIEIU
Uuansdsdnaiuveaiuosunuaraiuliainguld e
n1sgulaauilaa visawien1slddngluewian sauis

NSAULUIAANITIAY

Au1l38a3z (Independent Variables)

fadbauyana
- e
- a8
=]
e CRAITARGY
2 =
- TTAUATIANE
- a?ar'i“ﬂn1ﬁ1“1amiuﬂm;ﬂ’u
S T RRRTH I EERTER
al
~se'la
L] . = = A
- fwruaEnyn luaiiGau

- a‘immqﬂﬂaiuqﬂnﬁz

oy =
NRE= N1
2 = =
- NEHAAN TN 13 WM
= =
- WEANTTUNTINTT LU

EY =
- ﬂ']'llJ';;J NTHNTI EH

AN 3 NTOULUIANNITIVY

FUNAFIUNTANY
1. ngudvanag TulunnJaunavuaATLag

Usunma Adtadudiuyanadidisiu faaused
NNNITEU WANAIAU

1.1 wafianeiu Sanusdedmienis
[3U FuanmAdes Funbay warduiueey wan
#1911

1.2 91gfisnariu fianusdadannanis
[3U FuanmAdes Funbay warduiueey wan
#1911

1.3 @grunndisneiy faudads
N19M5EU FuENMASEs AuvtiaY wasdudueey

LANF9NY

= . =
- 3zezna IO lusi e N 1 A \

v

I3 a o N = o | ~
JuRunudrsedildlugunsenensy Fednsidiul
A258ANNNINNI1588aL 10 VB9518be 5N F99¥ednd
nseauluUsuiu Awmangay

A7 L!.ﬂ‘jFl'Ii.l(Dep endent Variables)

ATINAIAIN 19 TIEY
ED ) '
- ATHAENINAd a4
" Sumiau
x - 3 1 3

ED =
o - ATHEUBD

1.4 szunsanedianeiy Sau
fadamnenisiiu dudnmedes auniiay wasau
HUDDN LANFIIAU

1.5 dsfinnsvialutagtudisnety
finnusfidenanisiiu fuanmages duviiau uas
ATURUD DN LANFISAY

1.6 duvssudagiuiisisiy 1
Austafn1an1siEu SuanmAdes auvtEY Laz
ATURUD DN LANFISAY

1.7 szaziiain1snaulunuae
PuMsAneTisnetu SanusTsdmiens@y suann
DY AuUNAY LAz uRueeY LAY

1.8 1elgiisnetu Sanusieanienis

1AM INeae D TuLeLde
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U Fruaninades dunilay wagdiudueey uan
Fnanu

1.9 SrunuandnluaiiFouiianaiu
fautsfonen1sdu fuanmades fuviiau uag
AUNUBON WANFAY

1.10 S1uruyaaalugumszdisneiu
fautsfonen1sdu fuanmades fuviiau uag
AUNUBON WANFAY

2. Finwgnanaiiu Tuadeninusiadnianis

Wureanguindnag luluansunnumuasuas
USuuna

2.1 YinweEN1NITIRUA 1UTTIAUAR
NN9NNTIRY NOANTTUNNITRY UAAININNNITEY
Tinaronuilsdmansiu fuanmades vosngy
FTne3 TuangumnuuasuazUunma

2.2 Yin¥EN1NITIRUA U AUAR
N9NNTIRY NOANTTUNNNTRY UAZAININNNITEY
fiasioruadamen1sdu funiiau vesnguivdn
A3 lulwansunnumuasiasUsuung

2.3 YiN¥EN1NITIUA U AUAR
NN9NNTIRY NOANTTUNNNTRY UAZAININNNITEY
finaronuiadanienisiu dultueen vedngy
FTne TulangumnuuasuazUunma

A5aluN15Ie
N1939uATl Wun15398189USuae (Quan

a o

titative Research) lngledn153dui3sd159a (Survey
a [ £4

Research Method) waziiisn1siAudeyanie
wUUaBUNIY (Questionnaire)

Useynsuazngualagng
Uszgnsfildlunis@nwaded 1dud yaains
namsAnwiiuszneuinnag lulwangaummamuas
wazUIuuna 913w 93,206 Au lagldansivun
yuranguseglunsdiinsuduiudssnnsves
Taro Yamane (1973) fmunsziuanudesiuiifos
av 95 Tnendusageilldlunsinuasiiviiu 400
fogns uazarAndennguiiagdlaensldnsduwuy
1am1 (Quota sampling) Tnswusngulsaseuluiun

nyammEuasLarUuama sendu 4 ngu audain
A5@ANY LAwA 155 8uFINnAMENTIUNITANSANYITY
WugU LwaNunsAnwUszaudne (and.) lsaseu

v v =

ANAAMENIIUNITNITANITUNUFIY LWANUNANT

2

C% =

Ansseu@nuwn (@ny.) 1sassuludeindrdnnisanen
AINNUIUAT (AN3.) kaglsaseudanmnadnauney

9

N3sUNSAUATUNANYIONYY (a%.) NTuLdenngY

LY

fograantsaseuluwsazdainmudndlu waglans
dudleg1siuun1dazaIn (Convenience sampling)
ImaLﬁmwmm%agamﬂiiqL'%&JuiuLLm'azé’aﬁmmu

'
1 A

dndau Litelviladayansy 400 fg1e

w3nsdiafildlunsise
w3eaflefldlunisifusiusindeyalunis
Anwinsad fe wuuaoua Feiidennuderiy winiu
0.726 Tnenilovnuvuaouauutseendu 3 dau dll
doudl 1 Junvvaeuanuieriudeyadiu
UAAR Tneanufieatu we 918 A0IUAIN FEAUNIS
Anw ddenisvieuludagiu dunisnudagtu
sraghansnulunisnunsing s1ela 1w
aunlupsiseu wavduiuyaratugunisy dnwa
YasuuvaaunuduLUU#BUA1NS18A1S (Check List)
waznsonswavdenlutesiitiviun :9us I 10 90
dil 2 JunuvaeuauiioTavinuenianis
RUAIUAIEG TN 27 99 Usznaunig

- AUNAUARYIINITIEY II1UIU 6 VO
TngdnwMLUIMUUARUNUTULUUNATIAYRELATY
(Likert Scale)

- AUNEANTTUNINITHEY T9UU 11
7o Tnednwarraaiuvaaunuduiuy unsinves
A1AN (Likert Scale) LagLUUEDUNULUUATIVEADY
518115 (Check - List)

- MUANNININITREY 911U 10 To
TnednuazvasLuUaaUn1 LULUUATIIEBUTIENTS
(Check List) uaguuugniia (True — False)

dud 3 WunuvaeuauiioTaaauslsds
NNATHEY U 5 U0 LAganwuzIILuuaounu
Junuuifndineuegedu (Short answer) LazLUU
M579a9UI18015 (Check - List)
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dmiunsiduluassll ldneszidngdiu
madulunsieseiaudidmianisdudiudige
Tnededandninasinu Saing 2edsuns, 2555 feil

PIUANINAADY

Ainsgrinnuslafamnenistuduanmages
Tngldnsiianegianwadesiiugiu Seanmados
fugruimngaumsdansgwing 3 - 6 Weu anwnsn
fanilaaad

Samdiuanwegesiiugiu = dunsnganin
Aay/AldansLRou

Fruniiay

Anszianuiidonsnsduduviau Tne
T¥msinmeisasdnuaninstissiuniauange
I#deliiou (Debt service ratio) F38ns1d1un139152
AunilFuanseldsomeuiivunyay asiddinda
Seway 35 uarlimisaaiuiovay 45 anunsad1uiu

[

&
NAIU

—s

Snsdrunistssauniauainsele = G
FrsrAuntiausoiow/se3usseioy

RIS LS

JpT1eauTafensiusuituesy Tng
TdnsinszdsnIdIusIuNISosN F9dnsdudiy
MsoeuTimunzay AsiAunnindesas 10 109578
I¢59m anunsaruaalldssd

FRTIAIAIUNTTOBN = IUDDUFDLADU / 58
lesuselsou

nsiusausudoya

v

Joyaugundl (Primary Data) ‘Judeyaiiun
nnsiivdeyariedies lnenislduuvaeuaiuiu
nseslelumsiiudeyaanngustegratmineduau

400 au Ingidannquiiegiaainlsuieu luuday

Y @ ]

ANARUFAFIU H91 1SUSIUTINAALATIUNITANS

ANYITUNUIUW AN TN SANYIUSEAUANY (@nd.)

2

o

UL 58 AU LSUTUUINAAMLATIUNITANSANITY

WU LUl MsAndseu@nen (awa.) 91U 78

e

Ay lsaSeuludsindinnisfnwingannumuns o
() 31U 61 AU Lazlsudeudeinditnauane
NITUNNTALAINAITANBUDNYU (8%.) T1UIU 203 AU

Uayanfugil (Secondary Data) 143515
Wusiuswdeyaainnisnuiduainainumawig
wu wilede fsfiiestes unau 115ans enans
NITEA99 wardneridnug ieldiduuuinidlunis
Usenaun1sivey

saanldlunsieszidaya
nsiasviveyalagldaifiganssaun
(Descriptive Statistic) Usgnoumig A1
AMuA(Frequency) A13eway (Percentage) Alade
(Mean) LLaszﬁmwummgm (Standard Deviation)
nsasigviveyalagldaifiideonuiy
(Inferential Statistic) 1975n15MAd@ey Independent
Samples t-test @115Un19UTULABUAIIULAN
fna dmdududsdassiigndwunidu 2 ngu wagld
One-Way ANOVA ﬁm%’ué’umi%aszﬁgﬂﬁhuuﬂ
171NAI1 2 ﬂq'u wagld Multiple Regression Analysis
Tunsnensalsgduanudadmianisduludueieg

WAN1339Y

poudl 1 Mslnszvideyataddiuyana
VBIERDULUUHBUAY

NA1TIAT1edadediuynnavesineu
wuvER UL WU graukuuasunudlvgduime
wiJe 81¢ 25 - 35 U anunmlan 13aInsAnwseeu
Useyyes vaunelddeinddnanuaagnssunisas
SUNSANBILeNTY (a9.) A1SIIUMUNAT SEzia
nsviaulundlsnunsfneidesnii 5 U d9uiu
au¥nluasiisou 3 - 4 au ds1wla 15,000 - 30,000
usiadieu uaglifiyanalugunise

Aeudl 2 MFlATIEdsERUTinYENINNT&Y
AUNALARNIINITREY ATUNGANTTUNNNITRY way
ATUAINNININTTRY

AT INeIaedaTuLeLTe
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A1319 1
UANIANRAY AI39EAY AIAYUULGIFA UALAIALUULIIGN YOITeAUAZULUYINYEY 19N ITITU

NNYENIINITRUY FTAUAZUUY
AZLLUY AZLLUY AU AzuuUN  Fowazda  ulawa
T 4960 Agn 1dy AZIUULAY
NYENINITRUNINT I 72 68 38 54.27 75.38 GR
- PUTIALARNIINTRY 30 30 13 23.81 79.36 9
- AUNGANTTUNINITEU 32 31 14 23.82 74.42 G
- FUAIINITNNNITRY 10 10 2 6.65 66.48 RIGRE

g MinasinisulannuningseauaziuulagiiiguiAgaiun1suUanuningannan1sasIaTinee
man1siuvedlng Y 2559 lngsuiasusdseinalne [sUn.] 84919891nnsimuninueingLuy
V9931897 OECD /INFE International Survey of Adult Financial Literacy Competencies,

OECD, 2016 fail

INWEN19NIT_U AuiiAuAR ANUNOANTIU AuAug

NI N19N15{U 179N158U 179N1518U
FEAUGS > 49 > 19 221 > 7
sEaUUIUNaN 20 - 48 12-18 8-20 4-6
S2UR <19 <11 <7 <3

nes197l 1 uansliiiuin HmaULUUAB UL
fvinwemenisRueglusedugs Inefiasuuuvinuenis
Sulunmsan wasfl 56.27 AzLuL NAZLLULAN 72
Arwuy Anlusouay 75.38 URIALLUULAL

dlofinnsandesdisuainmSosazvosaziuy
wavanunlundes wuan Hnaunuuaaunud
AZLUULADYOITNEENIINITIRY SIUTTALARYNGNTS
Gu gefign Tazuuuedeviify 23.81 Azuuy 910
AzLULLAY 30 Az AntduSeeay 79.36 vasAzLUL
LAl %"'mzLLuuLag8@’1’1uﬁﬁuﬂ§mqmﬁﬁuaaﬂummsﬁ
AZLULTZAUEY 5898911 AD AIUNGRANTINNNITRY
flasuuneasviniy 23.82 AzLUY MINATLLULAL 32
azuuy Andudevay 74.42 vesnvLULLAN FanzULY
La?{aﬁ’hquﬁﬂiimmami@uaﬁumm%ﬂzLLuussoﬁ’U
49 AUAININIINTRY flavuumadewiafu 6.65
ATLUY NATLULLAN 10 Azwuy Anvdudeuay 66.48
yosnzULULAY TenzuuuadniuAuininsiuey
TunasiazuuusEauUIUNa1s AINEIAU

naudl 3 NMshnTzdsyiuauTIdanIanTg
3 Fruanmades dumilau dutuoey
ns1duN1sEA1INeneselARoLRaU
Anounuuaaunudulng Adnsduenly
Jnereselanelfiou Seuay 25 - 50 AndusSeeay
49.50 098911 e HomsrduAldinenesulane
e Soway 51 - 75 Anvdusesay 31.75 Sonsdu
Aldanereselaneiou vesninsesay 25 Ay
Soway 9.75 wasilonsidualdanenesiulaneirou
1nnISeeay 75 Anduseeay 9.00 audsu
ANMARD LT
fneuuuuasunudulnganwadesiugu
oglusziuimngay 3 - 6 ou Anidu Sevas 42.25
szduanimadesiugiuuinnit 6 Wou July Andy
Yovay 29.25 uazanmagesiiugiueglusedudl
wisnzaw 0 - 2 e Antdusesay 28.50
Sasrdunstrssiuniaunnsgldroieu
Enauwuvasunwdlvgiidnsdmnstisy
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wnildunnselaegluszduvunzay fe dounin

o))

1

Yovaz 35 Anludaay 66.50 HORTIAIUNITTITE

Auntiduainanseleselfou Sesas 35 - 45 Andu

3

Yovay 14 uazisnsdrunsiissauniauanseld
sowdouluseiuilivngay Ao unnindesar 45 Tu
U Aedusesay 19.50
R31EUAUNTO DY
AnaukuuasuadlngansdumUNg

a

Anluseway 54.50 waziidnsidudunisesusylu
seuiilivinzan Ao deanindesas 10 Andudes
ag 45.50

Aol 4 NVAdeUANLAF Y

auuAgiuded 1 nguividnag luiwe
nyumIsuAskazUuama Afidadudiuyanad
ety faudadamnanisidy suanmages §1u
wilau uazdutuoey waneney

pavsgluseAuivmngay Ae u1nnitsesas 10 Juld

A1379 2
UFRNNANITNAFOUFUUFFINTDT 1

Uadndauynana AIUFNINATDY Fruniiau AURUDaY
1. tWA t-1.180 Sig. .239 t0.644 Sig. .520 t-0.284 Sig. 777
2. 21y F 12.785*  Sig. .000 F 5.704%* Sig. .001 F0.735 Sig. .532
3. d@01UNN F 5.690%* Sig. .004 F 4.891%* Sig. .008 F 1.375 Sig. .254
4. 5EAUNISANEI F1524  Sig..219  F0.515  Sig..598  F0.100  Sig. .905
5. fafian19vinenu F7.979%  Sig..000  F1271  Sig..284  F3.891*  Sig. .009
6. FUNU F6.246*  Sig..000  F2521*  Sig..029  F1.761  Sig..120
7.5zpzansvineu lumdae F 7.613*  Sig. 000 F 2.562*%  Sig. .027  FO0.715  Sig. .613
NUMSAnE
8. s1¢la F 12.438**  Sig..000 F 2372 Sig. .052 F 6.862%* Sig. .000

9. Frurudun@n luadaSou F0.380  Sig..767 F5.806*  Sig..001  F2.759%*  Sig..042

10. 3quuyanalugunise

F 6.403%** Sig. .000

F 5.991%* Sig. .001 F1.102 Sig. .348

* % QAR NNanANIZAU .05 way .01

MNAT1T 2 LARINANTNAFDUALUAFIY
peAEna t-test Ined5 Independent Sample t-test
wazAnEdR F-test Ing3s One-Way ANOVA #ail

1.1 nquivdnag luuangunnamiuasuas
Usuauma fihwaiisnaiu farudadamnenisiu g
anwades suniiay warsuduesy Tuuansety

1.2 nquivdnag luwangunnamiuasuas
Usuauma Aidengiiineiu fianmsfsdamianisdu du
ANNAGDY WATAIUNEAY wAnseiY dmuRuty
99U WU lLAnAIeiY

1.3 nquivdnag luuangunnamiuasuas
Usuauma Aiflanunindisnedu fanudsdamnenisdu

NMSANTIVINM TN INEFedaisuete

)

U7 11 atu? 1 Uszdniiou unsiau-luwieu 2564

atudsnumansuarvuyveaans

¥

AIUANINAG DY LAZATUNTLEU UWANANAU 1USUATY
Wueau wuil lduananeiy

1.4 nguivndnag luuanunnamIuAsuas
Usuaua Aiflsziunsinunisnadu fanusfsdanmnanis
[Fu Suanmades duviay wazsuduoon lduan
#1190

1.5 nquivndnag luluangunnamuasuas
Usuauma fldefnnisviiauiisnediu fannudads
NNNITRU ATUFNINAGDY LAZATURUDDN UANAI
fu drnsusunilau wuin liuenseiy

1.6 nquIvIINA3 lUUAnTuNNamILATLAE

'
a

USuauma NAwUeaisnany IaNuTans n19n1563u




v

AIUBNINAGDY WazATUNTEAU UWANA1SAY F19SUAU
Ruoou wuil lduanmaeiu

1.7 nquivdnag luluangunnamiuasuaz
USuauma fiflszozinainmsvaulumbenunisang
fisafy feuilsfomenisdu duanmades way
Fruviian wnsneiy dudusudueey wuin liuen
$1191U

1.8 nquIvIIna3 luluangunnamuasuaz
Usuauma fiflseladisnedy Sanudeds nanisiiu
AIUANINAGDY WazATURUEN WANAINAY d1msu
Frumilau wuin liuensefiu

1.9 nquivdnag luluangunnamiuasuaz
USuauna fifisnuanndnluasaudeuiinneiu fan

f1919 3

F9A9N19N1518Y A UNLEY WALAULRUDDN WANANY

(%

AMSTUAUENINAFDY WU LUANFNeTY

ﬁe

1.10 nquivdnag lulwnnguvmumuasuas
Uuama 7S 1uiuyaealugunisziisnaiu daw
fefemaniaitu duanmades wagduniau uan
A dususuduesy wuln luwaneneiu

auuRgudof 2 inweniesnaiu duadenny
ffsdsvnansRuvesnguinFnag luwmngammamnuas
wagUIuuma

aunfgIud 2.1 inwgnensduduiiauad
N9NTTIRY NOANTIUNNTRY WAZANNINNNITEY
finaronuilsdim1ansi&u fuanimaaes vosngy

wTnag lulwangunnumiuasiazysunma

HANITUATIZVINITONDENTUAUNYAN YOIVINWeN NN ITRUNINAADAINIIAININNITITY AINANINAGDS VD3

nguIrITnAFluyanFuNNIIUATUAL USUAYA

INYLNINITRU ANINAADY
B t Sig. Std. Error
(Constant) -9.097 -4.528 .000 2.009
NAUARNIINITIEY 0.069 0.989 323 0.069
WOANTIUNIINITIIU 0.422 4.906%* .000 0.086
AUINIINTIRL 0.445 3.096** 002 0.144
R®=0.124 F=18.638 Sig=.000

* % AldANNanANIZAU .05 way .01

PNANTNT 3 LARIHANITNAFBUANNAF L
AeANEnRA F statistic wuindlszautediAgnisas
7 .01 azfeuldifiuiuvudaodunsinwil fina
HoAuafimeni1siy duanmades Tnefivinue
N15RY AUTAUARNINNITRY ATUNGANTIUNIINIS
U wag AUAIININNNITIERY A11TANEINTTEAY
anmedesitugldlusnsosas 12.4

dlefinnsanAduussandnisanneeidady
wyga vesdadiiinaseniutadmianisiiusu
ANMAGEI WU WAnTINTINISRU Sindudseans

anneeLiniy 0.422 A1 sig Wiy .000 AUANT
93U SAduuszansonnsawiiu 0.445 1 sig
WInAU 002 MU18ANTY WEANTTUNNNITRY Lay
ANINNTTEY finaseaninaaosfiuguludauan
ataflfudfyvnsadffisedu .01

aunfgIudl 2.2 inwgnensduiuiauad
N19N15REU NOANTIUNNITRY WAZAINININNTT
Fu fradoaudedimienisdu dunidu vesndy
Ineg luwangunnamuasuazyIuuna
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M99 4

N

HANITUATIZYINITONDDNTUTUNYAAYOIIN YN NN ITSUTINANDAININAIN NS AIUNTaY Y8Ingu
Ininag luvangaunmuiupsuasUsuaya

YINETN9NI5EUY wildy
B t Sig. Std. Error
(Constant) 59.357 6.148 .000 9.655
NAUARNIINITIEY 0.377 1.129 260 0.334
WOANTIUNIINTITIIU -1.731 -4.184%* .000 0.414
AIU3N1IN1TIRY -0.252 -0.364 716 0.691
R®=0.045 F=6.159 Sig=.000

* ¢ JeludnAyneananszau .05 way .01

9915797 4 WAAIHANTNAFBUFNNAFIU
freAnadf F statistic wundseRuiludrfuvnsandi
01 aveuliiiuiuuusasdlunisinei fnase
aufaRanansidu fundau Tnefivinvenisiiu
AIUTAUARNIINITHY AMUNGANTIUNIINITEY UaY
ATUAIUINIINTRY A saneNsalseaudnsId

anInAged WU weRnIsIN1eNsiu Sendudseans
2A09YLINAY -1.731 A1 sig YI1AU .000 BuI8AIN
31 wAnIsun1an1siL Suasoaudadmianisiiu
FruniauluBeau egreditudfymeadniisziu 01

aunfgIud 2.3 inwgnensduduiauag
N9N1TRY NOANTIUNNAITRUY UAZAIUININISG

n1stseAuniiauanseld ludnisesas 4.5 WU A AINT9AININITRY AMURUDRY YBINGY

Waasanadulssansnisanneeidady  Ianas luwangunnamuaswazysuuna

A vesdadeniinananinudefimianisiuniy

M1919 5
HANITIUATIZVINITONAOELTIUN UNYARIYEIINYEN NI TIUTTNANAINIIAIN 197 ITITU /IS UeDN YOINqul
Jm9uay luvangunmumuasuasUsuana

PINWEN19NISEU Rusay
B t Sig. Std. Error
(Constant) -23.604 -5.283 .000 4.468
PIAUARNIINITIHY -0.078 -0.503 615 0.154
WORNTTUNINNITINU 1.208 6.309%* .000 0.191
AIU3N19N1TIRY 1.390 4.345%* .000 0.320
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Abstract

This research has an objective to study characteristics and development guideline to be
a high-performance organization of Office of The National Broadcasting and Telecommunications
Commission (NBTC). This study is conducted by mixed method. The quantitative study is used to
collect data from 240 employees who work for NBTC by questionnaires. Data analysis is done by
percentage, mean, and SD The qualitative analysis is done by Purposive in-depth interview from
10 sampling includes 5 experts and 5 scholars with knowledge in management, organization mana
gement, and communication by content analysis. Results from the research show that (1) overall
internal organization characteristics which support NBTC to be a high-performance organization
when considering each factors are the organizational structure as the first factor and followed by
knowledge management, organizational culture, technology, employees, management and leadership,
innovation process, organizational strategy, and resources respectively (2) development guideline
to be a high-performance organization of NBTC shows that management and leadership, corporate
strategy, knowledge management, and employees affect the development guideline of NBTC to
be a high-performance organization. These characteristics can support, be guideline, and plan the

development effectively to be a high-performance organization according to the context of NBTC.

Keywords: high performance, organization, NBTC
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Introduction

Amid the economic downturn and creating
many pressures for the business sector with the
lack of political stability and there are many social
problems that have not yet been resolved. This
condition makes the system more expectations.
The government is an important agency to solve
problems in national development while the
government system is accelerating self-impro
vement to be effective. There are many proposals
to increase the ability to respond people’s needs
for the development of government organizations,
especially the concept of overhaul of the go
vernment system (reinventing government) which
is very popular during the year 1992 (Osborne
and Gaebler, 1993)

Organizational management strategy
covers both operations and missions since
all companies rely on human resources. Orga
nizational management concepts differ from one
company to another depending on the variety of
objectives as leading principles. Generally speaking,
organization management is the comprehensive

panorama of the connecting micro perspective

of internal units and their operations, which
drive forward the whole organization. The study
of organization management is therefore not
only for understanding in interrelations but also
creating the ability to initiate integration of various
differences within organizations and from people
in organizations themselves, leading to manage
resources efficiently in the organizations in the
appropriate approach which is in line with the
adjusting surrounding under the fast changing
condition for both profit and non-profit orga
nizations. Some old organizations in the past
have failed and were unable to survive even
tually, whereas new organizations have just
born and launched. Some have continued and
been succeeded in their operation. As a result,
people are nowadays very alert about how to
successfully manage organizations and how to
continue maintaining successfully and sufficiently
(Maharatskul, 2011).

The NBTC is an independent regulatory orga
in Thailand established

nization in ac

cordance with the Frequency Allocation Act Super
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vision Act for Radio Broadcasting Television and
the Telecommunications Act BE 2553 (2010).
By this power, the NBTC was established as a
public unit, but not under the governmental hie
rarchy according to Government Administration
Regulations. As such, it is not a state
enterprise according to budget regulations or other
regulations. The NBTC is under the supervision of
the Chairman Broadcasting Commission. Besides,
the NBTC is also not under the protection of
Labor Relations Laws or the Compensation Law
Provident Fund regulations.

The NBTC has duties to act as a moderator
in supporting missions to drive and sustain the
organization in such a way that will bring maximum
benefits to the people and fair competition. In
addition, the NBTC has the duty to urgently transfer
ownership from government units, which can still
hold ownership as they are having at that time
only, to other business operators and available
to more people. The existing government units
that have frequency ownership can still continue
with some frequencies as necessary and ap
propriate. The NBTC also has the duty to develop
quality and direct systems among operators.
The NBTC is also set up with the purpose of
enabling media reformations from the government
owners to a variety of public sectors. The NBTCis an
administrative unit, to which operations, assets,
rights, duties, debts, employees and budget have
been transferred since 20 December 2010.

In the past, National Broadcasting and
Telecommunication (NBTC) operations were
consistently evaluated on a regular basis, resulting
in reduced efficiency and effectiveness. Girdwichai,
Gerdrueng & Sophonthada (2015) determined many
operational problems and obstacles as follows: 1)
Organizational Structure: The chain of command

is vertical, complicated and duplicated causing

slow functions. Consequently, some parts of the
working process are not effective, 2) The Human
Resources Development should be more involved
in boosting personnel efficiency; attitudes of
employees should also be developed to
improve work determination and devotion through
willingness with professionalism, 3) As an
independent regulator, organizational management
reflects government working style and lacks and
the ability to change within the political structure
and patronage system, 4) Organizational culture
does not allow participation or expression of
opinions; thoughtful productive and insightful
comments from operational officers are also
discouraged, and 5) Lack of networking parti
cipation both from the public and government
sectors hampers progress and productivity.

The NBTC is also observed by all sectors
and expected by society to be a high-performance
organization. However, although the overall
management achieves a certain level of success,
there are still some problems which need to
be solved. Therefore, the study of the factors
associated with high-performance organizations
is necessary for its further development. In this
study, the author aims to study the factors
associated with high-performance organizations
and utilizing the results can lead to the NBTC’s
further development of such factors associated

with being a high-performance organization.

Objective
To study characteristics of high per

formance organization management of the NBTC.

Literature review
Definition of high performance organizations
Scholars have given the meaning of the

High performance organization or HPO has many
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meanings as follows. De Waal (2005) studied
about the organization high performance and has
compiled the meanings of the organization. High
efficiency from the study, it can be concluded
that the organization is experiencing long-term
financial success compared to other organizations
as well as having the adaptability to the situation
from both the internal and external environment
of the organization quickly, with the emphasis on
Long-term operation in an integrated manner.
The management structure is consistent by im
provement and development of core com
petencies. The organization continues and gives
importance to people in true assets like orga
nization (De Waal, 2007; Holbeche, 2004) discusses
the organization.

Organizations that can adapt to changing
conditions over time are a highly efficient orga
nization. It is an innovation organization capable
of work effectively without seizing the system
too strong and important commander that is en
couraging people in the organization to
maintain the organization high performance and su
stainability factors that can drive the orga
nization to be able to change is creating a cor
porate culture by the human resource mana
gement system within the efficient organization
such as creating balance in work life, etc. Epstein
(2004) reviewed literature and gave the definition
of HPO as a successful organization. Financial
success, employees and customers are
satisfied with high level of personal initiatives with
work, high level of production, innovation in the
organization, performance measurement systems
in positions, giving rewards for motivation to
work and strong working conditions. (Brokaw &
Mullins, 2006)

From the definition mentioned above, it

was found that HPO has a variety of meanings and

elements, but the focus that scholars have given
meaning as follow 1) being an organization that
is growing sustainable (De Waal, 2005; Holbeche,
2004 & Loisuwanrat, 2008) 2) organizations with
the ability to adapt to environment (De Waal,
2005; Vejayanon, 2008 & Pasutacharin, 2006)
organizations that respond to the environment
quickly (De Waal, 2005; Brokaw & Mullins, 2006).

High-Performance Practices and Affective
Commitment

The three organizational commitment
models proposed by Allen and Meyer (1990)
have three main elements, namely the affective,
normative and continuance dimensions. These
models have been examined using factor analysis,
which has established that the three components
have varying relationships with the different
associated consequences and antecedents (Meyer
et al.,, 2002). This research examines affective
commitment, which is the positive feeling about
one’s own organization, which will be revealed
as the wish to help the organization to achieve
success, and a feeling of pride in playing a role
in that achievement (Cohen, 2003). Affective
commitment is known to be influenced by the
experiences of employees within their orga
nization, particularly with regard to human
resources matters (Meyer et al., 2002).
Affective commitment is also understood to
be closely linked to the achievement of target
working outcomes, such as low levels of absen
teeism or lateness, and behaviour conducive to a
harmonious and productive working envi
ronment (Meyer et al., 2002). Furthermore, it plays
a part in building connections between effective
human resources activities and superior work
performance outcomes, while several studies

have reported its effectiveness in sustaining the
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SHRM approach (Gong et al., 2009). In particular,
social exchange theory indicates that when orga
nizations have good relationships with employees,
those workers will be inspired to make a greater
contribution which will in turn bring about positive
results for both parties (Blau, 1995). When human
resources departments introduce high-performance
practices, the workers are likely to believe that
their relationships with the organization are based
on a supportive working environment in which
their skills are valued and where they are given
useful and unbiased feedback, fair and moti
vating rewards for their performance, and oppor
tunities to advance. They will also believe they
are playing their part in working towards the ac
complishment of shared goals which they
themselves have helped to identify (Gardner
et al.,, 2007). As a consequence, these em
ployees are likely to form a closer bond with the
organization and will work harder to achieve those
targets, which are a form of affective commitment
(Cohen, 2003).

Organizational Structure

Most organizations have traditio
nally applied the notions set out in Weber’s
concept of bureaucratic structures. However, in
recent years organizations have become more
complex and as a result it has been necessary for
more companies to use the “federal decentrali
zation” approach proposed by Drucker (1974). This
approach requires that organizations are structured
such that several different units can operate at
the same time. Drucker (1974: p. 572) explains
that “each unit has its own management which,
in effect, runs its own autonomous business”.
The outcome has been a model which leads
to the creation of huge conglomerates which

subsequently diversify their activities so as to

operate in several different fields to spread their
risk.

Meanwhile, the project management
organizational structure has become commonplace
in the technological sector, or in industries which
are known to be highly dynamic (French, Kast
& Rosenzweig, 1985). In this structure, the focal
point becomes the project manager, who coor
dinates information and activities for the projects.
The aim is to integrate the resources of the orga
nization in order to meet the stated objectives,
but to implement this approach through ma
naging projects, the hierarchical relationships within
the organization must often undergo significant

changes as responsibilities are redefined.

The Learning Organization

The definition of learning offered by
Senge (1990) describes the development of an
individual’s ability to take action, arguing that
“learning organizations are organizations that are
continually enhancing their capacity to create”
(p. 127), adding that such organizations evolve
from first controlling, and later to learning. Senge
(1990) also explores the problem of organizational
learning disabilities, which can often arise when
people become strongly attached to their roles.
In such scenarios they can have difficulty per
ceiving their role as part of a bigger picture, and
they can develop a negative attitude towards
others within the same organization. One further
disability identified is that inability to recognize
potential threats and to understand slowly
changing situations.

Senge (1990) explains that learning orga
nizations use five key disciplines. The first of these
is to construct a shared vision, which is a lengthy
process involving numerous individuals coming

to hold the same vision. The second discipline is
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the idea of personal mastery, which shows that
individuals are committed to the vision. The third
is to create mental models whereby individuals
can formulate their own internal representations
of the vision and the reality. One vital consi
deration when employing mental models involves
the necessity of balancing inquiry and advocacy.
The fourth discipline demands that shared mental
models are critical in organizational learning, while
the fifth requires commitment to a systematic

approach.

Innovation Behavior

Many studies have reported that inno
vation is vital if oreanizations are to compete and
succeed (McAdam & Keogh, 2004; Edwards et al.,
2005). Accordingly, the literature on the subject
of innovation is extensive, and as a result there
are many different perspectives from which inno
vation can be considered. In this research, we use
the definition of innovation offered by Tidd et al.
(2001) which holds that “innovation is a process of
turning opportunity into new ideas and of putting
these into widely used practice”. Different types
of innovation are listed by Damanpour (2001)
and include administrative, technical, radical,
incremental, product, and process innovation. A
combination of these ideas allows innovation to
be considered in this study in its broadest context
through the various different types.

The literature contains numerous examples
detailing the common factors which link orga
nizations known for their innovative practices,
and the factors which control the ability of orga
nizations to manage their innovations
effectively. The literature in the field of mana
gement frequently suggests that innovation is
vital for organizations to maintain their competi

tiveness (Porter, 1990; Lengnick-Hall, 1992; Roberts,

1998) but there is less on the subject of how orga
nizations can actually manage innovation and
reap the expected benefits. A carefully structured
review of the literature is conducted to determine
the factors which are reported to control the
management of innovation in organizations. The
literature to date lacks this particular organized
approach which can serve to identify and analyze
the main factors and establish the nature of the
relationships which exist between factors. The
literature review allows previous works to be
analyzed to achieve these aims, and will provide
a record which can be used by practitioners
and other researchers to better understand the
management of innovation through the factors
involved. While no specific method will be offered
in this paper, the factors and their effects will be
identified, and this information can be used by
organizations to become more innovative and to
use innovation to fulfill their potential.

The National Broadcasting and Tele
communication Commission (NBTC) identified
the components of organizational indicator
bases in its vision to become the leading orga
nization within the ASEAN region for regulating tele
communications services, directing and deve
loping communications for sustainable deve
lopment, while adhering to new public mana
gement. Consequently, this has resulted in a
considerable development of telecommunications
systems and services, including 1) Quality of service
provided to the public 2) Decentralization that
gives more independence to agencies, 3) Criteria,
evaluation, and reward at an individual level
4) A supportive system for personnel and tech
nology to facilitate the organization’s achievements
and 5) Opportunity for competition. (NBTC, 2017)

EAU HERITAGE JOURNAL Vol. 11 No. 1 January-April 2021

Social Science and Humanity



Related research studies

This part composed with synthesis of
relevant research. The variables studied are as
follow: Technology is often discussed as an output
of innovation (Erdener & Dunn, 1995; Madsen et
al., 2005), but in this research we are concerned
with its role as an influencing factor. Technology
discussed in this paper is concerned with the
utilization of technology to facilitate innovation
and innovative behavior within and between
organizations.

Innovation process. Although a few
authors (Cummings & O’Connell, 1978;
Knight, 1987; Amar, 2004; Bessant et al., 2005;
Merx-Chermin & Nijhof, 2005) discuss the
impact of operational processes on organizational.
Innovativeness, in the context of this paper
processes relate to the generation, development,
and implementation of innovations.

Corporate Strategy, Strategy is a wide
subject area and the definition can often be
confusing. Strategy in this research refers to
aspects of the corporate and innovation strategies
of the organization (Damanpour & Evan, 1984;
Read, 2000; Martins & Terblanche, 2003) and how
they impact on the management of innovation.
It also refers to the dissemination of the strategic
vision throughout the organization.

Organizational structure has received much
attention in the general management literature
(Mintzberg, 1992) and often covers more than
the simple configuration of the organization.
However, within this research organizational structure
relates to the way the various parts of an orga
nization are configured and how this impacts on an
organizations ability to manage innovation.

Employees refer to the non-management
employees of the organization and the role they

play in affecting innovation management. This

factor takes into account the various personal
characteristics associated with employees (Ahmed,
1998; Bharadwaj & Menon, 2000) and the moti
vation of employees to become innovative
(Mostafa, 2005).

Organizational culture, Culture here
refers to the culture of the organization, although
organizational culture has been discussed widely
in general management literature (Hofstede,
2001). It relates to the values and beliefs of the
organization and how these impact the ability to
manage innovation within the organization. It takes
into consideration the organization’s approach to
collaboration, communication, and risk.

Resources relates to all the resources
that the organization has, human, financial and
physical, but they are discussed in relation to
the level of slack resources and how resources
are managed (Knight, 1987; Wan et al., 2005) to
impact on an organization’s ability to manage
innovation.

Knowledge management in this research
refers to the management and utilization of
knowledge for innovation management. This
covers all aspects of knowledge, both internal
and external to the organization. (Salavou, 2004)
to impact on an organization ability.

Management style and leadership refers
to the employees that have responsibility for
the management of the organization. This factor
is concerned with a number of aspects to the
way management influences the management
of innovation. (Pearson et al., 1989; Hyland &
Beckett, 2005) and how management can motivate
employees to become more innovative (Roffe,
1999; Rivas & Gobeli, 2005).
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Scope of education

In this research, the researcher will
study all 9 variables of high efficiency cognitive
factors consisting of 1) Technology, 2) Innovation
Process, 3) Corporate strategy, 4) Organization
structure, 5) Organization culture, 6) Employees
Management style and leadership, 7) Resources,
8) Knowledge management and 9) Management

style and leadership

Methodology

This study is conducted by mixed method.
The quantitative study is used to collect data
from 240 employees who work for NBTC by
questionnaires. The qualitative analysis is done
by Purposive in-depth interview from 10 experts
and scholars with knowledge in management,

organization management, and communication.

Population and Sample

1. The populations are identified as NBTC’s
executives and all officers from the headquarters.
The research employed purposive sampling in
order to collect the data main employees in
the NBTC’s headquarters within the fiscal year
2017. The total numbers are 900 persons in
the actual sample collection a total of 240 by
stratified random sampling method classified from
work group the researcher used formula for cal
culating proportions of Daniel (1999) calculates
the sample group by population proportion
estimation formula with the confidence level
of 95% which 5% error is acceptable. Besides,
the proportion of the interested population
significance level equals 0.5.

2. Key informant for the qualitative study
is collected data by in-depth interview who
selected by purposive sampling from 10 sampling

includes 5 experts and 5 scholars with knowledge

in management, organization management, and

communication.

Research Tools

This research used a mixed method design
of quantitative and qualitative analysis.

1. The quantitative study use ques
tionnaire and the step designing the research
tool as following: 1) To clearly define the object
of the questionnaire base on the purpose of
research study 2) To create the questionnaire 3)
To examine the validity of the questionnaire and
The questionnaire item is a 5-point rating scale
from strongly disagree (1 point) to strongly agree
(5points). The Cronbach’s alpha coefficient of the
questionnaire is 0.976. The researchers collected
questionnaires from NBTC’s center, Thailand. The
questions, in 2 parts, were as follows

Part 1 Personal information, including
gender, age, education, and work experience.

Part 2 The qualities of NBTC’s organizational
management in order to analyze the descriptive
statistics involving 1) Technology, 2) Innovation
Process, 3) Corporate strategy, 4) Organization
structure, 5) Organization culture, 6) Employees
Management style and leadership, 7) Resources,
8) Knowledge management and 9) Management
style and leadership.

2. The qualitative study use structures
interview and analyze collected data from in-depth
interview by content analysis and synthesize for
conclusions. A structured questionnaire was used
by the researcher to ask about factors affecting
the development of NBTC in its goal to become
a high-performance organization. The interview

in done one by one.
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Data Collection

The researchers collected questionnaire
from 240 employees who work for NBTC and the
researcher will make interview with 10 sampling
includes 5 experts and 5 scholars with knowledge
in management, organization management, and

communication

Table 1

Research Results
Quantitative analysis

The research found that. off 240 res
pondents, majority of the respondents were
female represented 55.40 percent, ages were
between 29-39 years old accounted for 57.90
percent, with 61.70 percent of held higher than
bachelor degrees, with working experience less
than 1.5 year accounted 55.00 percent, and had

position as operation 91.70 percent.

A descriptive table of the levels characteristics of higsh performance organization

No Variables Level Comments
Mean SD Level Order

1 Organization structure 3.86 .861 High 1
2 Knowledge management 3.76 1.04 High 2
3 Organization culture 3.75 .956 High 3
4  Technology 3.75 1.09 High 4
5 Employees 3.72 .930 High 5
6 Management style and leadership 3.67 1.03 High 6
7 Innovation Process 3.66 0.88 High 7
8 Corporate strategy 3.64 .820 High 8
9 Resources 3.55 .844 High 9

Total average 3.71 0.94 High

The finding showed that all variables can
explain the characteristics of high-performing
organizations of NBTC is at a high level (Mean=3.71,
SD=0.94). When consider each aspect it is found
that 1) organization structure is the highest
efficient 2) knowledge management, 3) orga
nization culture, 4) technology, 5) employees, 6)
management style and leadership, 7) innovation
process, 8) corporate strategy, and 9) resources,

respectively.
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Qualitative analysis

The development guideline to be a
high-performance organization of NBTC is the
following:

1. Management and leadership shows
that the characteristics of leaders consist of
3 characteristics as follows: 1) Management
personalities, 2) Management style, and 3)
Motivation of employees. They can create the
creditability and confidence in the public view

toward the organization. The leader plays




important role in the effective development
of the organization, has knowledge to achieve
targets, maintain and enhance the work standard,
and stimulate employees to work with their full
potential.

2. Corporate strategy can be clas
sified as 4 sections as follows: 1) Organizational
strategy, 2) Innovation strategy, 3) Vision and
goals of the organization, and 4) Strategic decision
making. They are parts of the development to be a
high-performance organization. The organization
with clear strategies can define the use of resource
to achieve missions and goals. The organization
will be able to compete in the market. Planning
will make the organization can survive for a long
time and has the advantages in the competition.
Strategic planners must be able to look ahead
correctly and understand coming environmental
changes, maintain management position and
competitive capability over other organizations,
and stay in the business in a long term.

3. Knowledge management can be
classified into 3 sections as follows: 1) Orga
nizational learning, 2) Knowledge of external
environment, and 3) Utilization of knowledge
repositories. They will increase the capability of
decision making and fastness and better of
planning. This is because of the availability of
information or specific knowledge source with
principle, reason, and creditability which can
support the decision making. This is the human
resource investment to develop the ability to share
the knowledge with others in the organization.
Moreover, they can apply the knowledge to their
works effectively. Besides, it is the organizational
development to increase the effectiveness of the
organization.

4. Employees can be classified into 4

sections as follows: 1) Motivation to innovate,

2) Employee skills and education, 3) Employee
personalities, and 4) Training. They are parts
of the development to be a high-performance
organization. How much the organization can
be developed depends on the ability to drive
and solve human problems, also known as
human management processes to support and
prioritize the human resource as valuable resource
and the most important resource in the orga
nization. The lead organizations nowadays see
that the excellent ability of human resource mana
gement and communication skill is not limited
to the management level of the organization
only. It will be highly benefit if every employee
in the organization from the upper to lower
levels or even new employees have this skills
and understand correctly as the fundamental
of the coordination and driving activities in the

organization more effectively.

Discussions

Organization structure overall respondents
had a high level of opinion. This may be due to
organizational structure is a variable that has
highest average with the average 3.86, because
good and effective organizational structure
can create confidence for the organization to
outsiders. The structure of the organization
has clearly defined the authority and res
ponsibility of each unit in order that facilitate the
operation to success of work objectives of the orga
nization effectively. Especially, organizations that
create high performance like NBTC, which is the
country’s commmunication organization, the image and
credibility of the organization is very important,
which is in accordance with Carew et al. (2007),
Linder & Brooks. (2004), Schermerhorn, Hunt,
& Osborn. (2003), Buytendijk, (2006), Fauzia &
Adrienne. (2018). described that organizational

EAU HERITAGE JOURNAL Vol. 11 No. 1 January-April 2021

Social Science and Humanity



structure is important to influence the behaviour
of people. Moreover, people within the orga
nization which the influence created mainly due
to the control objectives by being controlled
from the nature of the work designed within the
organizational structure

In this research, knowledge mana
gement is an important part of the orga
nization of the NBTC, gathering the knowledge
available in organization, collecting knowledge
from all sources in the organization both do
cuments and knowledge from individuals bring
it into the system so that employees from all
departments can access knowledge and develop
himself to be a knowledgeable person including
working effectively, which will result in the orga
nization having the highest competitive capability,
which is a feature with a high performance orga
nization like NBTC needs in accordance with
(Miller, 2012; Carew et al., 2007; Linder & Brooks,
2004; Schermerhorn, Hunt, & Osborn, 2003; De
Waal, 2005; Fauzia & Adrienne, 2018). described
that if everyone in the organization has a
knowledge management approach by learning and
having developed concepts as well as deve
loping new abilities of their own to happen and
stay in the organization all the time will benefit the
oreanization overall. In addition, there are research
findings that influential factors help support the
sharing of organizational knowledge having an
open, trusting organizational culture with values
together as well as promoting initiatives dare to
think boldly in new things and having a reward
system for those who have results perform
excellent work (Gruber, 2000). At the same time
(Hussian et al., 2010) study found that important
factors as a basic element of effective knowledge
management, consisting of organizational culture,

strategy, and technology, which is consistent with

the research results of Hurley’s (2005) study found
that format for knowledge management should
consist of basic information news, technology,
culture, and important elements of knowledge
management with interaction personal factors,
information technology factors, and process
factors (Ghalib, 2004).

Here is the statement about orga
nization culture, discussing whether organizational
culture is a way to help define ideas, decisions,
and actions of everyone in the organization in
the same direction. The corporate culture is
tangible and will benefit the business only when
it is continuously adhered to in the long run.
The organizational ethics will be a guideline for
the organization to conduct business based on
responsibility, transparency, honesty and com
petitive ability by treating and harmonizing
benefits for all stakeholders with fairness that
affects the success of the business of the company
to seek ways that can meet the needs of customers
more efficiently and effectively at all times and
is the trust of customers which ultimately affects
the reputation of the organization in accordance
with (Carew et al., 2007; Linder & Brooks, 2004;
Schermerhorn, Hunt, & Osborn, 2003; Buytendijk,
2006; Kazuaki & Anthony, 2016) described that
organization culture is considered an important
tool that executives should not overlook because
the organization with a strong culture is a way
that executives can used to bring the organization
to efficiency and effectiveness as well.

Regarding the use of technology in the
NBTC, discussing whether adapting digital tech
nology to the organization appropriately is im
portant in increasing the efficiency of the
organization, not allergic to having potential
personnel. In an age where there is a lot of in

formation flowing organizations should find ways
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to manage information to be used in the pre
paration of marketing strategies and customer
service. Then have to think about how to be
able to keep up with the upcoming changes.
The important thing to make the organization
stand that understands the environment in which
the organization is both a body including under
standing of customers or customers which is
the only factor that will allow the organization
to reach the needs and understand customer
behaviour. In accordance with (Miller, 2012;
Linder & Brooks, 2004: Schermerhorn, Hunt, &
Osborn, 2003; De Waal, 2005) described that use
of information technology is a tool that develops
infrastructure of knowledge in the organization
to be useful knowledge. The person at the time
and the form that the person wants is called
“Knowledge Management System”

The role of employees in the NBTC, dis
cussing whether employees at all levels must
improve their abilities, and must be responsible for
that organization as well as reducing the command
line and work procedures. However, supervisors
must work fully, and committed to the work that
is done at all times, people in the organization
need to understand the true purpose of the
organization that we work for, be clear, trans
parent and must be shown at all times both words
and actions. If there is a change or to improve the
goal, must inform the personnel at all levels to
understand. The staff themselves, if you see and
understand what kind of organization you want to
work for should be able to help you to develop
yourself to be desired by the organization. It is
in accordance with (Miller, 2012; Linder & Brooks,
2004; Jupp & Younger, 2004; Schermerhorn,
Hunt, & Osborn, 2003) described that creating
competitive advantage of the organization is

human resource and systems or processes in

managing various human resources (Huselid, 1993;
Karami, Analoui, & Cusworth, 2004), known as HR
functions for example recruiting, training, and
creating incentives for compensation and
rewarding. Therefore, it is necessary to have
guidelines for human resource management
system which may be comparable organization
resources is important in the competitiveness
and ability of the current organization with
efficiency and effectiveness and everyone in the
organization needs to develop knowledge
that must be responsible for their new ideas
and must try to develop those ideas to be as
true as possible and can be done, while the
director has a duty to create an environment
that provides opportunities allowing personnel to
increase knowledge and implement ideas of the
personnel themselves (Marquardt, 1996).
Management style and leadership, in
the organization is available at all levels from
senior management in the organization. The
executive in the work structure is important in
driving various policies going to create a plan and
imple menting it to improve the efficiency of
the NBTC in transforming the policy into a
successful implementation of the goal. Besides, it
must rely on the role of leaders at every level to
drive. In accordance with (Miller, 2012; Carew et
al., 2007; Linder & Brooks, 2004; Jupp & Younger,
2004; Buytendijk, 2006; De Waal, 2005) described
that leadership of the management itself which
the director must not only have the power to
follow administrative duties but also consider
the relationship and the feelings of personnel
as well by passing through assigning duties and
support. However, the person must encourage
communication between each other to have
work as a team and able to develop personnel

with differences, effective leaders will use mana
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gement perspective human resources to connect
with other parts causing people development
and professionalism (Daft, 2006).

Innovation process, the organization must
develop and prepare for the latest events and
changes that will occur in the future. By cultivating
people to understand and have creative thinking
and innovation mindset, dare to think creatively
dare to do the cause (from fixed mindset to
growth mindset) to enhance knowledge, skills
until being able to apply in the development
of innovation process continuously. As well
as developing innovative organizations create
an atmosphere for creativity opportunity for
everyone in the organization to get creative dare to
bring good ideas for development, innovation, or
invent new things such as new products, processes
or service innovation etc. with value creations.
Moreover, it can be forwarded or expanded in a
commercial manner with confidence until it can
be further developed into a new business model
innovation. In accordance with (Miller, 2012;
Carew et al,, 2007; Linder & Brooks, 2004; Jupp
& Younger, 2004; Schermerhorn, Hunt, & Osborn,
2003) described that the service is an indication
that the service business should be improving
service processes and service products by using
new ideas and new skills to see advancement
of service in response to customer satisfaction
while innovation in the manufacturing industry
has the main objective: Product development
with modern features and a new look by the
progress of technology for improving production
processes to respond to marketing needs. Product
innovation can be considered as part of results
that promote the success of an organization or
business these innovations may be in the form of
products or services to customers. (Smith, 2006;
Schilling, 2008)

Corporate strategy, increasing the efficiency
of the organization to be successful organizations.
It will create a sustainable competitive advantage
by making personnel capabilities consistent with
business strategies, restructuring or changing
business strategies as examples of basic changes
that may occur to every organization. In improving
the efficiency of the organization coordination
of capabilities, processes, attitudes, and com
petencies is necessary for more effective
business strategy. In accordance with (Miller,
2012; Carew et al,, 2007; Linder & Brooks, 2004;
Jupp & Younger, 2004; Schermerhorn, Hunt, &
Osborn, 2003) described that even today public
organizations are providing services differently
from the past. This is because the quality has
become a standard that is definitely an im
portant driving force for management. Quality is the
restructuring of the business industry in a changing
environment. Economic crisis and changes in the
economic, environment, society, and politics will
affect whether at the national or international
level, affecting the business restructuring of the
business and changing consumer behavior. Such
effects would make the business organization
have to adjust the corporate policy to be in
line with such changes so that the business orga
nization can meet the expectations of cus
tomers as much as customers expect or better
than expected. Besides, they can meet the needs
of customers, reduce production costs and used
as an advertising strategy to build confidence for
the business organization

Resources in an organization are an
important part of an organization’s success; discuss
whether the organization will be successful. The
appropriateness of resources and equipment to
work is necessary. Resources are the support of

the organization’s operations to achieve goals.
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One of the important factors is the resources in
the organization which NBTC is ready for resource.
In accordance with (Carew et al., 2007; Linder &
Brooks, 2004; Jupp & Younger, 2004; Buytendijk,
2006) described that organizations will be able
to create competitive advantage and become a
potential organization. The operations that are
higher than other organizations must be different
from competitors and other organizations in the
industry, especially the resources of different
organizations, including 1) physical resources
like technology machinery and production
equipment and financial systems 2) organizational
resources such as organizational structure, planning,
control, coordination and personnel management
systems and 3) human resources such as various
skills, decisions and intelligence of employees in
the organization (Barney & Wright, 1997) and can
be applied to solve problems causing creativity

and innovation.

For development guideline to be a high-per
formance organization of NBTC, 4 factors should
be prioritized as follows:

1. Management and leadership because
the leader plays the important role in the
organizational development effectively. The leader
with the knowledge can manage the organization
effectively, stimulate employees to work with
their full potential, and create the confidence and
creditability in the public view toward the orga
nization which in accordance with Miller (2012),
Carew et al. (2007), Linder & Brooks (2004), V. Jupp
& M.P. Younger (2004), Frank Buytendijk (2010), and
De Wall’s (2005) described that the leadership of
the management itself must involve the director
not only having the power to follow administrative
duties, but must also consider the relationships

and feelings of personnel in the act of passing

on or assigning duties and support. However, the
people must encourage communication with
others to work effectively as a team and the
ability to develop personnel with differences.
Effective leaders will use a management pers
pective as well as human resources to connect with
others, causing development and professionalism
in them (Daft, 2006).

2. Corporate strategy contributes to the
development to be a high-performance orga
nization. The organization with clear strategies can
define the use of resource to achieve missions and
goals. The understanding of the environmental
change makes the organization can survive in a
long term, has advantage in the competition,
has higher capability over other organizations,
and stay in the business in a long term which
in accordance with Miller (2012), Carew et al.
(2007), Linder & Brooks (2004), Jupp & Younger
(2004), and Schermerhorn, Hunt & Osborn (2008)
described that, even today public organizations
are providing services at different levels from
the past. This is because quality has become a
standard that is definitely an important driving
force for management. Quality is the restruc
turing of the business industry in a changing
environment. Economic crisis and changes in the
economic environment, society and politics, at
both the national and international levels, affect
the business restructuring of the business and
changing consumer behaviors. Such effects would
make the business organization have to adjust its
corporate policy to be in line with the changes
so that the business organization could meet
or even exceed the expectations of customers.
This can meet the needs of customers, reduce
production costs, and be used as an advertising
strategy in order to, build confidence for the

business organization
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3. Knowledge management will increase
the capability of decision making and fastness
of planning to be faster and better. A good
knowledge management will be specific sources
of knowledge that are rational, credible, and
support decision making. Moreover, they can share
their knowledge with others in the organization
and apply the knowledge to their works more
effectively. At the same time, it is the orga
nizational development to increase the effec
tiveness of the organization which in accordance
with Miller (2012), Carew et al. (2007), Linder &
Brooks (2004), Schermerhorn, Hunt & Osborn
(2008), De Wall’s (2005) described that if everyone
in the organization has a knowledge management
approach by learning and has developed concepts
as well as new abilities on their own, they will
likely stay in the organization for the long term,
which will benefit the entire organization.

4. Employees contribute to the deve
lopment to be a high-performance organization.
How much the organization can be developed
depends on the ability to drive and solve human
problems. If the employees in the organization
have skills and knowledge which appropriate for
their job also the promoting of knowledge and
skills through training that can stimulate creativity,
the organization will has increased capabilities.
Therefore, the promoting and prioritizing the
human resource as a valuable and the most
important resource will make the organization will
proceed with better efficiency which in accordance
with Miller (2012), Linder & Brooks (2004), Jupp
& Younger (2004), and Schermerhorn, Hunt &
Osborn (2008) described that creating competitive
advantage for the organization involves human
resources and systems or processes in managing
various human resources (Huselid, 1993; Karami,
Analoui & Cusworth, 2004), This is known as

HR functions or HR practices, such as recruiting
training and development compensation and
reward. Therefore, it is necessary to have
guidelines for human resource management
which can be considered an important resource
for the competitiveness and capability of the

current organization

Recommendation

1. Recommendation for NBTC

1.1 The executive should promote and
support the organization’s management and
leadership by distributing authority to make
decisions for employees at each level. This is
because leadership plays a vital role in deve
loping an efficient organization and building the
trust of its employees.

1.2 The executive should give priority to
organizational strategies. An organization that
has clear strategies can achieve its mission and
objectives, and understand the changes to the
environment which promote its long-term survival
and competitiveness.

1.3 The executive should pay at
tention to knowledge management within the orga
nization, because effective knowledge mana
gement enhances the capability of making
decisions and planning. It is the development
of personnel and the organization, and the
application of knowledge, that drive im
provements in efficiency.

1.4 The executive should promote a
strategy for personnel to acquire more skills and
ability to match the job by providing training to
encourage their creativity in order to upgrade
the organization’s performance. Therefore, the
promotion of personnel as a valuable and
significant resource will drive the organization’s

efficiency.
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1.5 NBTC should promote and facilitate
infrastructure, support access to factors that
encourage the NBTC to be a high-performance
organization such as organization structure,
knowledge management, corporate culture and
technology, etc. all of these characteristics to
promote the implementation of coping strategies
to manage the impact of the current situation
of the organization effectively. Therefore, NBTC,
government and stakeholders should use these

factors to develop and plan to promote the

Y

organization to be a highly effective organization
in the context of NBTC.

2. Recommendation for further study

2.1 Detailed study of each section should
be conducted including other factors to know
true problems which can be solved by results in
the future.

2.2 Comparative research should be done
by comparing with other agencies that have similar
tasks to be guidelines to increase the efficiency

of the organization.

&>
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