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Abstract

The purpose of this research was to examine the predictive power of psychosocial
factors on proactive service work behavior of DTAC's staffs among the four demographic
groups. gender, age, class work, and educational levels. The four psychological variables were
future orientation and self — control, organizational loyalty, achievement motive, and attitude on
proactive service work behavior. There were three variables in social features including
organizational support, socialization, and organizational climate. Research sample was 300
DTAC customer service staffs, selected from 26 branches nationwide applying the proportional
stratified random sampling techniques. The research instrument was a 5-point rating scale
guestionnaire measuring 9 variables. The Cronbach’s apha coefficient were between 0.795 to
0.905. The data was analyzed by using hierarchical multiple regression analysis. This research
results revealed the psychological factors that predicted proactive service work behavior of
DTAC's staffs were achievement motive and attitude on proactive service work behavior, 5.7
percent of prediction. Among demographic subgroups. the maximum prediction rate was 23.2%
in male staffs; 17.7% in 10 years' experience staffs and 15% in salesperson. After social factors
were entered into the model, the prediction power in overall group increased 14%. Among
demographic subgroups: the highest prediction power was in male staffs, the prediction power
was up to 56.1% when organizational support and organizational climate entered the model. This
prediction power increased by 55% in customer service staffs when oganization support, and
socialization entered the model. This also increased in 10 years' experience staffs by 36% when
organization climate entered the model.

Keywords: behavior of service performance proactively, needs for achievement, provides
proactive attitude towards work, perceived organizational climate, business communications
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