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Abstract
The purpose of this study was to verify the effects of relationships between proactive customer 

services on operation efficiency in Lao PDR. The questionnaires were used as an instrument for collecting 

data from110 executive hotel businesses in Lao PDR. The statistics used of analyzing the collected data 

were, multiple correlation analysis and multiple regression analysis. The findings show that proactive 

customer service in service mind and skill and enthusiastic service had relationships and positive impact 

on overall operational efficiency. Therefore, results of this research can be used as a guideline for hotel 

executives to focus on services and develop their service capabilities in order to gain the success of the 

organization.
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( .    ,   )  (Sample)  

. 196 Krejcie and Morgan (  , : 

22)  (Stratified Random Sampling) 1) 
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 54.17 Aaker, Kumer and Day (2001) 
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4) 4  
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2) 4  

3) 4  
  

4 ) 5

3.3

(Discriminant Power) Item-total Correlation  
 (r) 0.441 - 0.740   (r) 0.439 - 0.776

  (2552 : 90)  0.40

  (Reliability test) 

 (Alpha Coefficient)  (Cronbach)  
0.750 – 0.822 0.789 - 0.882

 Nunnally and Bernstein (1994 ) 
0.70
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4.

1

            
TOE SP CC SM SE VIFs

3.59 3.71 3.87 3.79 3.79

S.D. 0.50 0.60 0.61 0.63 0.60

TOE - 0.432* 0.494* 0.620* 0.645*

SP - 0.563* 0.409* 0.521* 1.647

CC - 0.652* 0.519* 2.133

SM - 0.628* 2.191

SE 2.916

* 0.05

1  0.05

(Multicollinearity)  
VIFs VIFs  1.647 – 2.916 10    

Multicollinearity (Black, 2006 : 585)

2

 

t p-value

(a)

1. (SP)

2. (CC)

3. (SM)

4. (SE)

1.077

0.066

0.034

0.252

0.313

0.265

0.074

0.082

0.080

0.079

4.065

0.891

0.416

3.141

3.987

0.000*

0.375

  0.678

0.002*

0.000*

F =  26.207 p = 0.000      Adj R2 = 0.481

* 0.05

2 (SM)

 
 

    (2554 : )

x



      

1    
 9  1  

  
 

(SE)
   

   
  

 
 

 
  

  
  

  
Limpsurapong and Ussahawanitchhakit (    - ) 

 
 

  

5.
5.1

5.1.1  
     

 
5.1.2  
  
5.1.3   

   

5.1.4  
   



      

1   
 9  1  

5.2
5.2.1 .  

 
 

5.2.2 .   

5.2.3 .  
  

 
5.2.4

   

6.

 

 

. (2558). 2 2558 , 
<http://www.tourism.go.th/home/detail>.

 . (2553). .  . . : .
 . (2550).  : .

 . (2554).

.   . .    :  .

 . (2550).  .     :  . 

  . (2551). :

.

  . (2543). : 

            .
 . (2552). ( 3). 

: .



      

1 5   
 9  1  

. (2557). . 1 2557 ,  

<http://fic.nfi.or.th>.

Aaker, A. D. , Kumer & S. Geprge, Day. (2001). . New York : John Wiley & Son.

Black, K. (2006). USA : John Wiley & Son, pp. 585.

Limpsuraporng, Chattawat & phapruke ussahawanitchhakit. (2011). Dynamic service strategy and the

antecedens and consequences  :  Evidence from SPA Businesses in Thailand,

11(4) :  52-80.

Nunnally, J.C., & Bernstein, I.H. (1994). . New York : McGraw Hill.


