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Abstract

The objectives of this research were (1) to study the level of importance of
organizational innovation at The Emporium Department Store; (2) to compare the level of
importance of organizational innovation at The Emporium Department Store divided by personal
factors; (3) to study competency factors of service providers that affect organizational innovation
at The Emporium Department Store; and (4) to study psychological factors of service providers
that affect organizational innovation at The Emporium Department Store.

This was a quantitative survey research. The study population was service providers
employed at The Emporium Department Store in Bangkok, comprising 667 sales floor and back-
office personnel. Using the Taro Yamane method, a sample size of 267 was determined, and
samples were chosen through stratified random sampling. The data collection tool was a
questionnaire. Data were analyzed using frequency, percentage, mean, standard deviation, t-test,
ANOVA and multiple regression analysis.

The results showed that: (1) Overall, the majority of service providers put a high
level of importance on organizational innovation at The Emporium. Broken down by category,
they placed high importance on process innovation and product innovation, and placed medium
importance on service innovation. (2) Comparing importance of organizational innovation by
personal factors, service providers in different age categories and different work divisions gave
different levels of importance to organizational innovation to a statistically significant degree at
significance level 0.05. (3) Core competency factors and work position-specific competency
factors had a statistically significant effect on level of importance of organizational innovation at
significance level 0.05 and, taken together, could predict 72% of the variation in organizational
innovation. (4) Psychological factors concerning personality, lifestyle and value perceptions
affected organizational innovation to a statistically significant degree at significance level 0.05
and, taken together, could predict 78% of the variation in organizational innovation.

Keywords: Competency, Service provider, Organizational innovation,
The Emporium Department Store
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