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ABSTRACT

This research aimed (1) to study the level of corporate social responsibility,
organizational trust, job satisfaction, and customer orientation of staff of a commercial
bank, and (2) to study serial mediated effects of organizational trust and job satisfaction as
moderating factors in influencing corporate social responsibility towards customer orientation
of staff of the commercial bank. This quantitative exploratory study consisted of 190 staff of
one commercial bank from its head office as samples and used a questionnaire as a research
tool. The statistical data were percentage, mean, and standard deviation. The data analysis
was based on the Structural Equation Model (SEM). This research found that (1) the corporate
social responsibility, organizational trust, job satisfaction, and customer orientation were at a
high level; and (2) the organizational trust and job satisfaction were serial mediated effects as
moderating factors in influencing corporate social responsibility towards customer orientation.
The findings of this study can be used as a guideline for planning and designing strategies for
commercial banks in order to increase corporate social responsibility, organizational trust, and

job satisfaction which would contribute to customer orientation of staff.

KEYWORDS: Corporate Social Responsibility, Organizational Trust, Customer Orientation
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psAnsRatuayuAanssunisidiusuilunig
WarnnyusuLazdauegainate dAviaiy
4.46 ssimsiitiszuvinfiuteyavesgnieis
fiusyansnm flevinfu 4.19 uazesdnisiil
sruuUimsiamsmeluilsslauaznsnaey
laegedaau danindu 4.06 (2) wiineull
Hadomnulindalussdnislassiuiiaadvey
Tusgdfuann winfu 4.24 Wefiansansiede wuh
wiinaudifidadeannalindalussdniseyly
sefuInilan Ao ssdnsiiuluneiigaiiuns
sudugsialiavlndeduetradugusssy T
winifu 4.50 wagniinauiiidedunmsuiiavey
oglusziiuann fe osdmsifinnmuiuaadud
HOUTULNYAAANIEUBNDIANTT TANVNAY 4.41
p3AnsfdszuuUIMsIamsiduiseniuun
wilnauluednis daAwwiiu 4.05 uareIAns
Alvanuddyfundnaunnseduwindeui
AU 3.94 (3) ninaudidaduanuiisnalaly
silassudfidedsegluszduann whiu 4.03
Sofinsanede wui wihaouiitadoany
flanelalunueglusziun Ae ssdn1sfila
Temalstminanumeanuiifianinannsian
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limnnan fawiifu 4.23 eadnsfiiuloune
atfuayuidundnussiunsihanliuiniinany
ogstalau Taviiiu 4.07 esdmsiitiataning
Amngaudusumismhfnuluisassedu Tian
winfu 3.98 esdnsiilanmadeniiivinzan
somsvhanilunsiagniing Sauvindu 3.98 uas
psfMsTEMANINAITINsRsAB UMY
MUATINIANAINTA AU 3.88 uag (4)
wifnauiiiadensatugndlnesiuiiaede
ogluseiuann wihdu 4.27 Wefinnsansede
wui wiinuiidedensyatiugniegluseiy
1N Ao ssdmsiatuayuliniinanudiiunis
ousuLitensliuIsRAungnAegsaiiase
fiduvindy 4.42 sdnisiduleunedsjaniuli
anuddgyiunsliuInisuignAteg1atnla
fiewiiiy 4.39 ssdnsidalenalviminauy
fidusanlumsairsassandndnsifinovauss
ANUABINTVRIGNATLAYINTEAU TAinfiu 4.29
psrmsgathdvmiinaunssmindensliuinig
WAaNAMNIEAUINTgNTY TA1Wiiu 4.24 uaz
p3An"sATlsEUUUIMITAnIInsiuInisun
anfflazmnuazsanda fawvindu 4.01

3. HANNTIATIEAAMILUUANNTIATIAT
Tun s Wunansiesisianuduiusing
fuUszansanuannosBnsnanansikaznis
doufidamasionisjatiugndn danmi 2
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X 7

0.790 0.758 0.739 0774

0.677

0.785 0.829 0.833 0.822 0.750

or 0.783 —»
0.448

CSR

0.360

AN 2 LEUNNANUFURUSVDIFILUUFNNITIATIASN

/o

0.503

Co1

Co2

080
0.809+ o3
Q
6’03
a
.&0‘9

co4

CO5

A5199 2 ANUAUNUSVDIDNTNANNTILALNI9DDUVRIANUS URAvaUsdInY Anulndlaluesnnis

wazauianelalunuiiidenisyatugn

fiauus (LV) AMNNANLYS | BNSHa CSR oT JS
nssatiugnAn (CO) 0.492 DE 0.360 0.000 0.440
IE 0.233 0.344 0.000
TE 0.593 0.344 0.440
Auanelalusu (JS) 0.613 DE 0.000 0.783 0.000
IE 0.530 0.000 0.000
TE 0.530 0.783 0.000
AnulTslaluesdnis (OT) 0.459 DE 0.677 0.000 N/A
IE 0.000 0.000 N/A
TE 0.677 0.000 N/A

nueLin: DE=Direct Effect, I[E=Indirect Effect, TE=Total Effect, N/A=Not Applicable
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NN 2 WaEmISIT 2 wanaduns
ANMUFUNUTHILUUFUNITIATIES 1 nUd1 (1)
ANNSURAYaUADdIANLarAUianelaluau
19nSwanansanenisyuiugneAn (DE=0.360
waz 0.440) TasflarusuRinveunedinuuas
AnulinalalussAnisiidnSnan1oeunanis
saiiugndn (IE=0.233 uay 0.344) (2) anuld
NnalalussAn1sidndnaniansmannuianela
Tus1u (DE=0.783) TnefianusuRnwousadanms]
dndnannwwaumroauenalalueu (E=0.530)
way (3) ANUSURAYEUADAIANIBYIENANIINTS
sonnulinslaluesdnis (DE=0.677) Fatiuna

nnageuagllann anusuiaveudedanuiu

A13799 3 a3UNaNITVIAFRUANLAFIUNITINY

Jadundanudifgyiazuinsesduinlinisys
LWUGNANYDINTNMUIALTY win1sUaeuLUas
& o [~4 2 Y3 o v 6
AT dudosandetademulinnadalussdnis
warAUNaNelalu UL YU lgaANUFUNUS
agusiailles Jgyhlvdadunisyatiugnaives
winouuTuingaullufiam g

4. HANITNAFBUANUAFIUIINNAIT
AASITAAUUANNSIASIAT19ANU ATy

I3 = I~ [ o:/

paAnswazAnuianalatuudutadenunais
wuuaUNSUTeNlednSHaTeIANSURRYRY
AodiANgn15y wiugnAveIntdnunnyI
AduUsEANSAUNIITAULANA9Tule F19
AN 3

Hypothesis Coefficient (Coef.) t-test Results
H1 CSR — OT 0.677*** 14.755 TG
H2 CSR — CO 0.360%** 4.818 aﬁfuayu
H3 OT — JS 0.783%** 30.987 aﬁfuayu
H4 JS — CO 0.440%** 6.792 aﬁfuayu

NUBR: ** N804 p-value < 0.01 %30 ANt > 2.58

NPT 3 wandlidiuh msuRinveu
sadinuildninanoninulinadalusernisuay
nMssatugndn egnslidudifymisadaisysu
0.05 lneiipadanageuiindu 14.755 waz
4.818 mua1su ANulINglalussrnisiansna
doaufisnelalusy sgrefiduddymiadng
seeu 0.05 Teediadnnaaeuilviiu 30.987
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a {

wagAuNanalaluauidnsnasonisy iy
o I AU o W aad Y} =
anA1 egditdeddynneananseau 0.05 agdl
ANADRNAFDUTLYINNU 6.792
5. NANNSILASILTONTNAVBIFIUTAY
NaNMUUBYNIY (Serial Mediation Variables)
dl’ I o d' v d' v v} I3 1
FUUUNILUTNLV U IURYUANUAUNUTTZUIN
AU59asEAUMILUTANY TaafwlsAuNand
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AN5199 4 NANISNAADUDNTNANIID DUVBILATIASIANUAUNUS

Boot Boot Boot
Hypothesis Effect
SE LLCI ULCI
H5 CSR — OT — JS — CO 0.334 0.066 0.215 0.471

LUUBUNTUALBTUNEBNTNANINE BUTENTY
AwUsdaszuazAinlsniy Fanan1Inaasy
dviNanedau (Mediation Effect) Ntagusng
U ‘NI
AIRN3N 4

INANTIIN 4 WU NANITVRHDUBYVIENA
9geueInNlinglaluasdnisuasAuii

< [ A

wolalusnuduladeAunarauuusynsuiniiey
legdninavesnuTURnvoUsadInNgnIsaeiy
ane lagllAnanuvesduUszansveulunand
(Boot LLCI) flavauiumuu (Boot ULCL) N384
Anuweiiulingu 0 uaneyi dvigwavesaull
ilaluasAnisuazauiiswelalunudutade
AUNANUUUBUN ST BNTEIBNTNAVDIAIY
Suraveusadirugnisyaiugnan Tnedlveuiwn
AU 0.215 WALV UUAUUMNAY 0.471 &9
MINNENUINIFINNLANIMUALT ANYI9YRIAY
A o A g 1 o a £
WwedumluenveInannuesduUssansvaULYn
anawazveuauululingy 0 Jeviliay
1idlalussdnisuazanuiianelalumudy
Uaduaunansuuveynsy Jadutadeiiazidnun
WnsnUgeANFURUS Y lin1sy wdugnend

a

duusravmidunaiiugeula
N158AUIINANISIRY
1. U299anusSubnuaUsnodIny 910K

ANSATYNUIN ANUSURATIUADAIANTIDNTNA

dunauaatugaufAneanvuwiiUssmalng

sionulindlalussdnmauaznisjatiugndiis
NINTILALN DB Lﬁmmﬂ;:iu‘%mﬂaaﬁmMi
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pgsiaiiles naemauiinmst UG TReg i
e lianinianaeuniglussAn1siinAINg
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ﬁqiﬁﬁlasj'mé'fﬁu, 2559) Fsaonndesiunuisuves
Tho, Phong, and Quan (2015) ﬁaﬁfuayuumﬁm
11 ANMUSURAYDUADFIANYBIBIANTT U198
Lﬂuﬁ’jﬂwwﬁliﬁLL@ZWWQ@I@Nﬂ@NﬁUWUWWﬁWﬁmﬁ
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(Halim, Sumiati, & Rahayu, 2016) Wiauusas
@sulAENNUAALRIAARATUAMUSURATD UAD
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dalapgereiios (Korschun, Bhattacharya, &
Swain, 2014) Razaunsoasslminnisifiunig
yhauigatiugnénliifuesdnisesasmnzay
2. Jadeaulingdalussfnis anua
ns3denuln aulingalussanisiidnsna
mensaoanufiawelaluay lesnguims
Y35U1A5bA Y a1 i ndnauinauld
Nelalumsyhauiuesdnig wedaasaliifnm
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avvayulinidnauaiusaaieanuiaelaly
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anénldl Feaenndesiuauideves Siddig and
Kharshiing (2015) fiatfuayuin aslindalu
paAn1sinasanuianelaluy Tlneunum
vomthnuiisiaulindalussdnmsaiisvina
pgnsunsoANianelalunuventngu (Fard
& Karimi, 2015)

3. Yadeanuienslaluay a1ANanis
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srepudiula Feaenadosiunuiseees Dezi
and Mehrbani (2016) fiatfuayuin Ay
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1nenTs (Kohnesari & Hazraty, 2016)
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