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Abstract

Retail business is vital to the country’s business. It has the largest overall revenue industrial
sector and the largest employment rate third from agricultural and service second sectors. Franchise
business is one of the largest growth business by outsourcing business management to the third
parties. Therefore, the development of the franchisee competency to the highest level is the
sustainable competitive advantage. This paper aims to study and create a model of excellence
competency for retail franchisee and to design a development program that allows the moderate
to low business performance franchisee to be developed for enhancing the business capability
continuously. The purposes of this study are: (1) to generate a competency model of high capability
franchisee, and (2) to utilize competency model in recruitment and development of franchisee.
This qualitative research is conducted by a literature review to determine the conceptual framework
and the critical incident interview is applied to excellent performance franchisee of the 90 percentile
(total of 9 persons), good performance franchisee of the 40 - 60 percentile (total of 6 persons) and
validated by branch executives, supervising franchisee directly (total of 18 persons). The franchisee
competency can be summarized into 3 dimensions as follow: (1) Core competency includes
entrepreneurial skill, trust in company and open-minded, (2) Functional competency includes store
standard and (3) Leadership competency includes leading by example and leading people. The
findings from this research are useful in franchisee recruitment and selection, determining the course
of learning and development in order to keep the standard of franchise business as well as to

increase franchisee’s potential for competitiveness in the future.
Keywords: Retail business, Competency Model, Franchise, Franchisee
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