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Project Advisor: Assist. Prof. Dr. Kanravee Anuntaakalakul

The objective of this research are to study. Organization climate and job burnout
affecting the turnover of employees in the Call Center of a commercial bank. The purpose of
this study were 1)To study with different personnel characteristics, i.e. gender, age,
education, status, Period of performance. and income are different effecting the turnover
Intention. 2) To study the correlation between the Organizational Climate, which consists 4
terms as standard , recognition, support ,commitment and Job Burn-Out ,which consists 3
terms as emotion exhaustion, depersonalization, reduced personal accomplishment
correlating the turnover lintention of Call Center Representative in Commercial Bank .

The samples in this research are the Call Center employees, totaling 250
persons. Questionnaires are used as the research tool. Instruments for collecting data were
questionnaires. Various statistical techniques are utilized to analyze the data such as
percentage, mean score , standard deviation, Independent Sample t-test, One-way ANOVA

and Multiple Regression Analysis were applied as the statistical analysis tools.

The findings of the research reveal as follows:

1.  Most of the employees were male, age 23 — 28 years old, single status ,income
between 13,001 -15,000 baht ,occultation less than 1 year and holding a bachelor
degree.

2. The employees’ perception the overall organizational climate was good level
which consists 3 terms as of standard , recognition and support were at good level and
commitment was at moderate level.

3. The employees’ perception the overall Job Burn-Out was good level and which
consists 3 terms as emotion exhaustion, depersonalization, reduced personal
accomplishment were at moderate in every term.

4. The employees were turnover intention at good level.



The findings of the research at the statistically significant level of .05 reveal as
follows:

1. Employees with different Period of performance had different turnover
Intention. But employees with different gender ,age, status ,income and level of education,
had not different turnover Intention.

2. The summary of the variation in turnover intention of Call Center
Representative in Commercial Bank in Bangkok, In the organization climate are
commitment(X,;) and recognition by having an inverse relationship(X,) . In Job Burn-Out
are the emotion exhaustion(Xs) and the reduced personal accomplishment together
significantly by having a direct relationship(Xg) . And the summary of the variation in
turnover intention of Call Center sorted by size descending relationship arecommitment (-
.282), emotion exhaustion (.243), the reduced personal accomplishment together
significantly (.202) and recognition (-.154). And this can explained the level of turnover
intention of Call Center Representative in Commercial Bank in Bangkok by 42.1%. the
predictive equation can be constructed as below

Q = 3.748 + (-.1564)X,+ (-.282)X, + .243X, + .202X,

3. The organizational climate, which consist 1 term as commitment and Job
Burn-Out ,which consist 1 term as depersonalization not together significantly predicted of

the variation in turnover lintention of Call Center Representative in Commercial Bank .
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- @aufl 1 wuussUaWRERUsnsmelszNseEas taun tne 018)
2NTN J=AUNNTANE LLa:i’mVL@i”@imaamaag@ammmaumw
1.2 frnzunmlads (Mean) Lﬁa‘[ﬁ‘lumm%maé’nwm:%gamﬂLLuuaaumw

>

J

=2

- @andl 1 wuuseunuAsafusnEmedsznsmans laun twa gl
21TN JTALNTANEA LLazﬂﬂvl,@i”@ial,aaumaa@mammmaumw

- @oufl 2 LULURILMNNIALIILINIABIANT

- qoufl 3 uuuseunwiannumilesntilumsrinam

- qaufl 4 wuusaumuAUaslalunsAaenUINIINIL

1.3 mul,fimmummg’m (Standard Deviation) tital#lunisaunoansme

TaNRMNULUFALDN Gadt

- @oufl 2 LUURILMNIALIILINIABIANT
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- qoufl 3 uuuseumwiannumilesntelumsrinan
- qaufl 4 wuusaumuauaslalunsAaenUIWINIL
2. m3dasevidayalasldaffiBoanan (Inferential Statistic) Lie
maauaug@gmé’ai{
2.1 MIIATZAAN (Independent t-test) Lﬁam‘%mmﬁﬂummﬁ'waamju
A1884 2 mjuﬁlﬂu‘ﬁm:ﬁu lﬁwﬂaauau&q}agmiaﬁ 1 §MTUAN B UTTTINIAIRAT G
LINFT
2.2 MyazRaen (F-test) wuunmsitaszianuudsdsiuniaden
(One Way analysis of Variance) L‘ﬁam‘%mmﬂsmm'mLmn@i’]waa@hLo‘,ﬁ'maoﬂajué"aa:m
1nnin 2 ngw lEnameusundgiuded 1 dmiudnsmslszminsmaas duany a1dn
F2AUMIANEN uazela
2.3 nagausuadgn lagldnsnesaudiafifieng 9 laud afidndenzyi
Independent Sample Laz&H AN1TILATIZAANULYTUTINNI9LELY (One-Way Analysis of
Variance) ﬁﬂ%%ﬂﬁ&luag’lwﬁaﬁ 1
2.4 ﬂ’]ﬁLﬂi’lzﬁﬂ’l‘m@ﬂaUWﬁ@m (Multiple Regression Analysis) 193U

FUNAFIUTD 2 UBTFENNGAIIUTR 3

5. G kg lwmsaTziaas

@ P

Woatrauasldesunuuuuseunnzousasuan Aade ldindayan ldannga
dratvandenzidimeaialasldllsunmudiFpdlumienzsideyauazibianadada
199 Gt

5.1 AdDALBINIIW (Descriptive statistic) Usznauaag

5.1.1 fnsauaz (Percentage) (NaeN MUTs T, 2545: 36)

P = fx 100

n

Wa P uwnu @1sauas
N ANDVAIATLI
n RS mum*’uaamjué'aaﬂ”m
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5.1.2 fAzuuady (Mean %38 X ) (faen NATITT. 2545: 39)
x = 2
N
il X UN%  AZUUaRY

ZX UNB  WAIINVDIAZLWUTIIANG

100 D89l UUNIAI31% (Standard Deviation %38 S.D.) (NRgN
JryT. 2545 : 38)

51.3

f
a 6
wue

S.D. = / an2 - (fo
\/ n(n-1)

Wa  S.D. unn A nDusUnIIAIFIRTBIALLLIYBINANGIDE
2 X7 unk  WEIINVDINTUBULARTAIENTRIRD
(Zx)? N HEIINVBIASLURNIRNASNTNRIFD

n LN mmmaan@;wﬁmma

5.2 NIW1ANANLTaNWUBILATDINB (Reliability of the test)

5.2.1 Andnanitz@ndadann (Q-Coefficient) YaiATauila (Cronbach) (N&aN
Ny, 2549: 35)

Cronbach's alpha : Q. = k covariance /variance

+ — 1 (k 1) covariance /variance

dia a W% AT e R asLUURaUaNN
k WN%  IUIBADNY
convariance wn%  AnadspasiulslsusanTeninedinny
@199

variance N ALaasvadfanulsdsInaasdiany
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5.3 n3anzvizayalagldaffiBoonann (Inferential statistic) Usznausiy
I nnt:ll U a a o nﬂl v a et = 3; dy
\usidnlinaseusuudziulunsidy ieaynadidslddnlszmnszainmsfnsaisiias
a9IzaUANNTaNY 95% lagaiiandnageuaundgiulasde i

5.3.1 @1 ttest ENagauaANULANA19ITEAINIALARE 2 nay NTHNINLAW
wlsuvesndualainenigaInga I@ﬂmjuéf’samaﬁaaaoLﬂuﬁmumﬁu (Independent
Sample) NazaunuEAy 0.5 (Nae1 NATHUYT. 2545: 135)
1) nIANANUULUTLTIUYBING 2 NFULYIAL (a,z = azz)

sianldnagay ¢ Ja3adr3z (Degree of freedom) df = n, +n, — 2

' o 2 2
2) nankaNuLUIUIINVDING 2 m\jwvl,;iwi’mu ("1 O )

S S
n n
1 2
d =
4 2\?2 2\?2
S Sy
n n,
ot 2
n n,

a o a £ v o ¢
Wo ¢ unu ANUITRNDRRANNUS
X, unu  dadoreinguaiainangui i i = 1,2

s, Wi ANDe RN IFINA0E N TINIINABEIN

2 ﬂ@:u
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P
lash
2 2
g2 _ (”1 _l)sl +(”2 _1)32
? n+n,—2
2 Ve \ oA
s unu - anNudsdainsesngualaiengun i i = 1,2
n, Uni '«iﬂmuam%ﬂsluﬂa;ué";am"mﬂa;uﬂ i;i=1,2

5.3.2 H6NIILATZRANNLUTUTIUNNILALT (One-Way Analysis of Variance)

LmumsmaaummLmﬂ@i’mmdwﬂ"]mﬁwaan&jwﬁmmmulﬁi 2 mju%u"l,ﬂ (Magn Nhwe
1. 2545: 293)

5.3.3 A1 F-test I%ﬂ@aaumﬁmmn@ms:wm@hl,a?iﬂaaamju%uvl,ﬂ lasny
aTzAaNuLUTUTINNA@EE (One-Way ANONA) fiszausindndn 0.5 (fawn nfiws

LY

VYD1, 2545: 135)

[

MS,
MS

w

e F o ounw @imﬁaﬁl"ﬁm‘%wLﬁﬂuﬁuﬁﬁnqmﬂ’mmm,mLLmJ F
Wansutibdndy
MS, wnw erdszanmussenaudsdanszrndnngy
(Mean Square between Groups)
MS,, LN ﬂ"n_li:mmmaomnmnﬂsﬂnumﬂumjw

(Mean Square with Group)

4 SS
lagh  MS, = 0 _”1)
SS
MS, = z
" (n—k)

SS, unu  WATWARIFEIIZRININGY
(Between Group sum of Square)

SS unw waswﬁwé’aaaomﬂumju
(Within Group sum of Square)

kooounu 319ungy

no unu aﬁmmﬂuslumjué"aama
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(k1) un  Degree of freedom &WIUNILUTHUIERIN
naa (dfb)

(n—k) unu  Degree of freedom §wiunsutlsnunale
naa(dfw)

[

nidwuaNuLand e ilnsdAynIeid  Jviimmaeseuldunegnzau
Wod1AY woaWn = 0.05 WIaTAUANNLTENW 95% vzl93T Fisher's Least-Significant
Difference (LSD) \Hal3ouifinudnafomnoguaindudiaing inagirglatniniuandraiu

laolfgasasis (Maen Nizdnys. 2546: 258)

b n#n;; LSD = t MSE i+i
: 1-——;n—k nl_ nj
o n=n,: LSD = M8
' i I'g;n—k n;
Toodi dfw = n—k

]
o A o

LSD uwhni ﬂ"]wa@mﬁfﬂﬁ’mmwmmm”l,@i”ﬁ'm%'umju

d0EINGUTN | Uaz |
MSE un% €1 Mean square error (MS,)

k LN ﬁ‘i']mumjmaaﬂa;uﬁ';amdﬁl‘*ﬁmaau
n m ﬁwuaunéwé’aaﬂ’mﬁ”’mm
o W% AIANUARIALAREY
n, Uni ﬁiﬂuaué’aaﬂ'ﬂaluﬂajuﬁ i
A

n, N ﬁiﬂuaué’aaﬂ'ﬂaluﬂajuﬂ j

5.3.4 §ATNTIATIZRANNULTUTIUNAELT Brown-Forsythe (B) lFlunsdin

>

mmLLﬂsﬂnumauwiazn&immmhoﬁ'u (Hartung. 2001: 300) 13130t 38% laaath

MSB
MSwW!



Taudn MSW' =

Lfia B LN
MSB unH
MSW' unu
k L
n 1573
N LN
S’ unn

k
(3
i=1 N

drafanlgfansmnle Brown-Forsythe
ANULLIUIIUITNINNGS
mmmLLﬂsﬂnumﬂ‘lun@wﬁm%'uaﬁ )
Brown-Forsythe

wIUNgNAIEN

PIANFNADEN

PUAUIZTINT

ﬂmmmsﬂs’aummmjwéﬁgaﬂw
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nitinanInesauiiaNuLandvedelinssagyeata azvinnmesauuinsg

iagiflglafiuandranulasldis Dunnett's T3 (WBys inafsn. 2543: 116) Agavaadt

ot
t =
st
MS,)| =+
n; I’lj
e ¢ unk - danenlsiaTanl t-distribution
MS,, wni Anvzanmasamandlsiunalungy
(Mean Square within group) §1%31 Brown-
Forsythe
Xi  unu ANafYeInguaoneg |
X,  unuk  @uafuvedngueiatnei |
n, WU UGB VBINGNN |
n. N ﬁﬂmué’aamwaomjwﬁj

5.3.5 mﬁmm:ﬁmmmaﬂwmm (Multiple Regression Analysis) a9t

NAFAUANNFUNUBTIZWINIAMUT 2 a2y ﬁ%as:ij’ﬁaya 2 74 ag’lum@m

AUAT NMARIBUIATIDATIEIN I@mlﬁ%mﬂmmzﬁmmmaﬂwvmm (Multiple Regression

Analysis) (U T3 382070 . 2541: 143)
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FUMINANAIWAATA Y = a + bpXo+ byXat......o X,

a
$\

A
Y

X']! X2=

b2= b3

ATUWUNENNTDIUBIAUNUN (AauLl5A1%)

Y 6

andInenImh

0AABILTUDADBLFINTY Y ﬁgﬂﬁmfmﬁm X
ANUTH (partial slope) VBILFHOANDLEIATL Y 7
anNYNWLeIY X,

PwmaInennsal (@udsdasy)
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v

NAN1TALATIEH aya

mﬁ%’ua%ﬁ;ﬂiaﬁnmmm ‘33 ENMABIRNIUREANUIRTa s RN LN TNIRAT
nadannuaslalunisataansasninuliuinisnislnsdnriaasswiaisurenitely
nHnHEmILAY lunsiienzidayauaznsulanannunan waamﬁmﬁzﬁiagmﬁalﬁ
Lﬁ@mmjmmLiﬁlﬁﬂumséamﬂwmﬂﬁmaﬁu Rae lamnuasyansoidng 9 Alslunns

a 6 v o &
um‘n:maga 12NN

n W% IWIANFNAIENY

x N ml,aﬁlwaaﬂ@;wéﬁmm

SD  unwk @i'n,ﬁml,uummg’m (Standard Deviation)

t N aOANasaU T-test

SS NG WAUINTNRI&ITBIAZI (Sum of squares)

MS 18757} @i’]Laﬁ'Uwamﬂﬁ’lé'oﬁm“ﬂmml,mu (Mean of squares)

F Unw  ’OANAROU F-Test

df b N AL DR R IO b (Degree of freedom)

a LN @i'lm'mﬂm@Lﬂ‘§ausl,umimaauauu&gmw’%as:é’u
ﬁfﬂﬁ’]ﬁfyﬂ’maﬁaﬁﬁ’muﬁw (Level of significance

Sig. wnw  szeuisdAyneaidnmmesauldluainans
NARALFNNGAZIN

B wnw  ehaudsEEnsmInanesuesaaulTBase
(Unstandardized)

B LNt ﬁwé’wﬂs:ﬁﬂ%(mmmaUmmgmmaaé'mﬂsﬁm:
(Standardized)

SE Nt mmmammﬂﬁaummgmmmé’wﬂszﬁﬂ’ﬁsﬂ'ﬁmnaﬂ

(Standard Error of Mean)
AdR® unu  fdudsrEnimaiwefivsuuiugs (Adjusted R-
squared)
R wnw  dulszEnsmsrinuy (R-squared)
uwnu  arenuihasidudmIvuentufaynIan 6

o a Qs o L
r LV19h mawﬂs:awﬁaﬂauwuﬁf
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* W% wpdAYNIIRIaNIZaU .05

* W% fuidneaiafiszdy .01

H, UN FUNAZMAAN (Null Hypothesis)

H, LN FNNGAIIUIBY (Alternative Hypothesis)

Y WN anuadlalunsmeanzasnsineulagsaw
X4 WN FNUNAITIUNMITYJUAN

X, N FNUNIILNLDITNLTE

Xs N UM ITULA

Xy WN% UMV

Xs LN duANUiENdaum

Xe  WN% @‘Tfmmwjﬁna@ﬂmmmwLﬂuyﬂﬂaiug‘é"u
X, U duanuiinihanlidsauanudusa

mimuawan'\ﬁmmzﬁﬁ’aa&a

luﬂﬁﬁnLauaNamﬁLﬂi’]:ﬁf*ﬁagaLLa:miLLﬂaNamﬁLm’lzﬁia%lammmﬁ%'ﬂﬂ%of:
Aidnldiianzduazianelusluuuvesamadsznaudetung lasmsutinsiiaue
aniilu 5 &% awseL Gadl

Fandl 1 mﬁmm:ﬁ*’ﬁagaﬁ'"a"lﬂmaapgmaul,muaaumu lou twe 818 FOTUNIN
Meladaidan szuzna U ifnuuasszaunsane

fandl 2 mﬁms’]:ﬁ“ﬁa;&mﬁmﬁ'umsmmﬂaaﬁﬂs

§amd 3 ms"“ame:ﬁf*ﬁagaLﬁmﬁummmﬁawmﬂumsﬁ’m’m

§udl 4 mﬁLﬂﬁ'}:ﬁﬁagaLﬁmﬁ'um’méiv'ﬂﬂumimaaﬂﬂnaowﬁfmm

§uhn 5 MylesidayaiNenInasauruNGzIw

a ¢ v
HAaN13ILAIILHBYA
1 ci a & v o [
A2 1 msumnwmagammmaagmmmnaanmu
ms‘il,ﬂﬁ:ﬁ*’ﬁa%mﬁ'avl,ﬂmmg@ammuaaumu laun twe 918 ADIUNIN eldsa
Ao 12828 MIUJUANLAZIZALMIANE I@Uﬁ’]LﬁualuEﬂLLUUﬂ’ﬁLLﬁmLL%Gﬂ’J’]&JﬁLLa:
ARz UIINGNANIANTIY 2 a9#t
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G139 2 IWIBANND WazAITaLRS iﬂaaﬁﬁqﬂmﬂdgﬁlElllLLlI‘LIﬁﬂ‘LIﬂ’]&l

”agaﬁﬂﬂmaaé’mammuaaumu 1929 Sauas
1. \Nel
T8 67 26.8
WY 183 73.2
N 250 100.0
2.1
§ni 23 9 33 13.2
23-281 162 64.8
29 - 341 38 15.2
35 f7uly 17 6.8
N 250 100.0
3. A0NHAN
1aa 213 85.2
GERL LTI 35 14.0
wemane/uennus 2 0.8
N 250 100.0

4. selanatnan

fnimSawriny 13,000 Ln 60 24.0
13,001 — 15,000 U 120 48.0
15,001 — 17,000 LN 35 14.0
17,001 L3y 35 14.0

N 250 100.0

5. 3382115 U TR

dniwsawiniy 1 1 101 40.4

2-37 58 23.2

4-59 58 23.2
, L

N1 5 Taiw b 33 13.2

3 250 100.0
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AN 2 (Fd)

v

agaﬁ’ﬂﬂmaaé’mammnaanmu DR %’aﬂaz

6. 3TAUNIIANE

e 225 90.0
ganinliyaned 25 10.0
PR EY 250 100.0

HANTAATIZRANNANTI 2 WU AN doyasuyAnfTaIAaLLLLRaLA NS
mjmﬁ'aamﬂun’]ﬁ%'ﬂﬂ%f:ﬁhmu 250 aw Sunnanaeudsle ait

WWE WU ;jﬁmamwmaumudm‘lmgLﬂuLWﬂmﬁa Nd1mwau 183 au Aaduiowas
73.2 uaztweTe A51wan 67 au daidusasaz 26.8 auiiay

818 WU pjﬁ@lammuaaumudmlmyﬁmﬂq 23 - 28 U #1un 162 au Aaiduiay
82 64.8 709897 A 878 29 - 34 Tiwdu 38 au Aailluiasas 15.2 maql@‘l;’mdﬂ 23 U 3un
33 au Aaduiapaz 13.2 uazany 35 ﬂ%uvlﬂﬁaﬁﬁmuﬁaaﬁq@ U 17 an aatdwiasas
6.8 AUAAL

#01HAIN WU ;jﬁ(ﬂaiuLmuaaumumulmgﬁamumw“[a@ V9uI% 213 an fa
\uiouaz 85.8 sasasmnianiumw ausa/agdiun J9min 35 au Aailuiasas 14.0 uag
Januwnmndnsueniuas ﬁﬁ‘hmuﬁaﬂﬁq@ Ao 2 au aaldusesaz 0.8 ANAIAL

selacatfian wuin ;jﬁmatuLmuaaunmmuhfyﬁsmvlﬁﬁaLﬁau 13,001 —
15,000 U §$1wan 120 an aaluiouas 48 sasasiningldaaisandininnieiny
13,000 U Hdwan 60 au AatduSesaz 24.0 aaunfingladalfion 15,001 — 17,000 v A
$192% 35 au aedludouas 14.0 wazdmelddaidon 17,001 vmawlud 35 au dediuios
82 14.0 UG

srazaIn1sdjuaen  wuin QﬁmauLmuaaumud’m‘lmyjﬁs:u:nmmi
UFiiaam dntudarinty 1 T 5w 101 au Aadufesas 40.4 sasnsundszozianing
UUaw 2 - 3 1 Fdwman 58 au Aaduiauas 23.3 uazszpziamadjuasu 4 - 51
f5wau 58 au Aandlufanaz 233 uaziiszoznamaUfianu annd 5 Bwld Sdwmau

v A

wasnge Ao 33 au Aatlusasay 13.2 eausau

=

szaums@ne wud giaeuuuuseunudmulngiiszaunsdnsdiyaneiil

o

)}

Aa

Fwau 225 au Aarduiasar 90.9 wazdszaunsanmgInilTyaied 9 1mm 10 au e

Wnsasaz 10.0



45

' 7

Nﬂﬂﬁiﬁmiﬂzﬁ@n&l(ﬂ'ﬁﬂﬂ 2 Wuin é’ﬂwmz*’ﬁagamuyﬂﬂamaag@ammuaaumw

(g
v A
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