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Abstract

This study aimed to 1) examine the levels of leadership factors and organizational values
and culture influencing the competencies of customer service officers in international air freight
forwarding companies and 2) investigate the factors affecting their competencies. This study

employed a quantitative research. The sample comprised 178 customer service officers employed
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by international air freight forwarding companies, selected through convenience sampling. Data
were collected using a structured questionnaire and analyzed using descriptive statistics and
multiple linear regression analysis. The findings revealed that six independent variables, namely
team management (X;), influence and inspiration (Xy), analytical thinking and decision - making
(X5), adaptability and change (X4), organizational values and beliefs (Xs), and creativity and
achievement orientation (Xg), jointly explained 52.00% of the variance in employee competency
(R? = .520), with an adjusted explanatory power of 50.30% (Adjusted R? = .503). The regression
model was statistically significant (F = 30.87, p < .001). The results further indicated that team
management, influence and inspiration, and creativity and achievement orientation exerted
significant positive effects on employee competency. In contrast, analytical thinking and decision
- making, as well as organizational values and beliefs, demonstrated significant negative effects.
Adaptability and change showed no statistically significant effect on employee competency. The
resulting regression equation was: Y = 1.249 + 0.576 (X;) + 0.088 (X) - 0.170 (X3) + 0.087 (X4) -
0.115 (Xs) + 0.209 (X4). The findings suggest that strengthening leadership capabilities, particularly
in team management and inspirational leadership, together with fostering an organizational
culture that promotes creativity and achievement orientation, can substantially enhance
employee competency. The study provides empirical evidence that can support organizational
policy formulation and human resource development strategies aimed at improving employee
performance and service quality within the international air freight industry. Furthermore, the
findings contribute to the literature on leadership, organizational culture, and employee
competency by highlighting the contextual influence of organizational factors within the highly
dynamic and service - oriented air logistics sector.
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AnsesinifueusiduendlisenadesfusssumAvesuudnmamunmsvudsdudiniseinia 4
ANUAAYAU AINNTIAGET ANNYNADY LagNISRBLALBIRBANIUNISallaNE Wl (Rapid and Accurate
Decision - making) Wudndty Fsuundndinanasnadesiu Yuk, G. Maueiifiasdenldsuuuuns
dadulalimunzauiuaniunisainardneuzaesnu lnsangluanmiiadenidaulduiuouuay
fosnsn1snouausng 1Ty fiuazduitRnuasldnisdnaulavuil uguresdoyaifoame
Uszaumsn] uazanesgrumsufdRou innninmsldnssuumsliensindudouiurmadilu (K, G, 1998)

AuAdounaz IRUSITNOIANT WUIINTTAS19ETIALATNISY Wad el BnSnaeuinse
aussouy veiiadouuaranudeiidvinaiisaved19itedfny nan1sidesenanasiouinesinsd
duafun1sAndBu mafeud nmsuusiuewieiiios uaznisy wadunvd azdienseduliynains
fadnonuazamninnslinEnslénsedy Saenndestunufntanssuedngues Denison, D.
R. & Mishra, A. K. kag Schein, E. H. & Schein, P. A. Tuvaztf iy nNedAnsdni oAILgUNs Bku?
U URAANeE1ATIATAIUVINANNEATEN 81ATINANITUARIANENINYBIYARINITHALANAIINAINITO LY
miﬂ%’uﬁa(ﬁiamim?{EJuLL‘tJaqsuaqqmammaﬂa%aﬁﬂéﬂﬁﬁu (Denison, D. R. & Mishra, A. K., 1995);
(Schein, E. H. & Schein, P. A., 2016)
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nuamsidefiuandiifiui Jadedunnefinuasdadeduafonuar fausssuasdnsiivia
SvSnadavanuazideaudeanssnurveudmindidegnAduiusluuisndunurudadudissning
Usgimanisennia agvieuliiudsanududousesnsuimminensuywdlugnamnssuidteiiugs
Lazfoandnyiunsasuulasegnmna i mstwansiseluldusslenisndudesilednny
WlvaNvesusunMIYnuLardnwarnududiny Tudeleuis esrnsasiinudifuiunisnau
amggrhidunwaunaserinenistiuguatazaslisiunauaniinanu Tasowedasunisuimsiy
AUNITUTITTNLAZ N385 199y I NauazussTumalalidvsnadsuinaeanssauz e 19iliod Ay nIeada
(B = 599, p <.001) uag (B = .158, p = .031) auddy dauan1s3senvinfiunuinddaysonis
onsriuausIaurveadmiidhegniduitus vuzfedtu wleuiedunsilasunlasesdnsaisgn
oonuuuliaenadestudnuurnuifduneuyfiRuasdefmuaiuniuiaeafoegadunnlugsio
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Tngusuunumvesrfenainnisidunseudedsfuiiiasinia Tugnadunalnatuayunisdndulouay
nslsnadadulandtymianzniungndn meldnseuisfonazanigiunuuasnsedfinun
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agviouauuanAdsusunlddaaumniu Snvinsfnuidedeseremastaglfanusod anuma
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JuwaiFeuannmhlufifuteyalunisoonuuuvdngasiineusudmiuidmihfidegniduiusues
USTmiunurLdsduAnsEninsUssmanisennia Tnslamzndngasiissiamnsinuedunisuimsis
(Team Management) M3ansusadumalauazannzgil (Inspirational Leadership) n1sdeansiugnen
(Custorner Communication) N153AN15993 041381 (Complaint Handling) wazn1saadulaniala
A01UN1381L59AU (Decision Making under Time Pressure) %QLﬂuaMisauzﬁﬁ@maaqiﬁa Air Freight
Forwarder sialy
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