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ABSTRACT

This independent study explored the relationship between organizational climate
and service behavior of 4-star and better hotels in Chiang Mai. The samples were 310 hotel staff.
The tool for collecting data was questionnaire aiming for personal factors, opinion about
organizational climate and opinion towards service behavior. Statistics used were frequency,
percentage, mean, standard deviation, reliability analysis and multiple regression analysis.

The study of organizational climate factors show that standard was related to
concrete service behavior. Standard and responsibility were related to staff’s reliability. Standard
and support were related to staff’s reaction. Responsibility and support were related to trust.
Standard and support were related to getting to know and understanding service consumers.
Finally, standard, responsibility and support were significantly related to the overall service

behavior at the level of .05



