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attributes informants think support personnel need in order to perform their jobs well.  The focus group 
interviews elicited data relating to attributes considered important for support staff in private universities 
in Thailand.  Data from the focus group interviews were edited and complied into a 56 items questionnaire 
with 5-point rating scale ranging from 1 = highly disagreed to 5 – highly agreed.  The questionnaire was 
utilized in the second phase of the research project.
The second phase was designed to elicit data deductively relating to the agreement of support personnel 
regarding the competencies suggested by the informants.  Director of the human resource department 
distributed the compiled questionnaire to support personnel in their university randomly.  900 sets of 
questionnaire were distributed.  After the editing and cleaning of questionnaire, 540 usable sets of 
questionnaire were obtained. 

Results
Data were examined through Kaiser-Meyer-Olkin method.  The KMO was 0.872.  Bartlett’s test of 
Sphericity revealed that the correlations among the variables suggested the data set was appropriate for 
factor analysis procedure (p < .000) (Gorsuch, 2014).  The results were entered into an exploratory 
factor analysis and rotated by Equamax rotation method.  Items with higher than 0.30 factor loading were 
maintained (Kerlinger, 1986: Kim & Mueller, 1978).
Finding revealed 4 components with higher than 1.00 eigen value.  These 4 components altogether 
explained 61.963% of the total variance.  The first component included 12 items, the eigen value was 19.370.  
These 10 items in the first component could explain 47.696% of the total variance.  The second component 
explained another 7.395% of the variance, the eigen value was 1.592.  Nine items were covered in the 
second component.  The third component explained 4.184 of the variance, the 



SEAAIR2022: New Normal Education: Transitioning, Transforming, and Technologies Agenda

96 

Eigen value was 1.370.  Nine items were covered in the third component.  The fourth component 
explained another additional 2.688% of the variance, the eigen value was 1.067.  Four items were 
included in the fourth component.  Eigen values variances explained, numbers of items, and sum of 
squared loadings are presented in table 1.

  Table 1: Results of exploratory analysis model for essential competencies of support personnel in 
private university

Component Eigen value % of variance    Cumulative % of  Numbers of   Factor loadings
explained Variance items  

            1   19.370   47.696 47.696 12 .574-.691
            2     1.592     7.395 55.091  9 .524-.720
            3     1.370     4.184 59.275  9 .518-.646
            4     1.067     2.688 61.963  4 .543-.735

The first component included items related to interpersonal relationship.  The second component 
were related to critical thinking ability in work.  The third component included technical skills.  The 
fourth component included personality and characteristics.  The factor loadings of the items are shown 
in tables 2-5.

Table 2 The first component: Interpersonal relatinship

Component item Essential competency             Factor loading

Interpersonal  28 Want training by experts and specialists   .610
relationship 29 Communication skills with colleagues   .672

30 Motivation skills to motivate clients   .641
31 Improved positive work attitudes towards works, colleagues, 

and organization  .691
32 Knowledge and skills to create positive attitudes toward 

providing services .638
33 Teamwork skills  .672
34 Interpersonal skills with colleagues and clients .601
35 Want to create and enhance strong and effective teams that 

work toward the same direction  .612
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36 Activities to create good relationship among 
colleagues .610

37 Knowledge and skills to create good relationship 
with clients  .578

38 Improved personality, manner, attires .574
39 Emotional intelligence  .610

Eigenvalue 19.370
% of variance explained 47.696

Table 3 The second component: Critical thinking ability

Component item  Essential competency Factor loading

Critical  01 Knowledge and skills in solving problems  .719
thinking  02 Critical thinking  .720

03 Creativity in providing services  .675
04 Systematic thinking .566
05 Decision making ability  .645
06 Operation process analytic thinking .629
07 Planning .627
18 Positive attitudes  .524
19 Knowledge about the policy and procedures of work .527

Eigenvalue  1.592
% of variance explained 7.395

Table 4 The third component: Technical skills

Component item Essential competency Factor loading
Technical skills 08 Work process creativity  .518

09 Work structure redesign .570
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  10 Effective resource allocation      .589
  11 Enhancement of creativity in works among department   .597
  12 Enhancement of positive attitude toward the university  .584
  13 Work skills       .599
  14 Work process operation      .618
  15 New approach to perform works     .646
  16 Skills in providing service effectively     .643
   Eigenvalue   1.370
   % of variance explained 4.184

  
  Table 5 The fourth component: Personality 

Component item  Essential competency    Factor loading

Personality 20 IT knowledge       .543
  40 Development of personality in providing services   .565
  41 Persuasion       .727
  42 Development of characteristics     .735
   Eigenvalue   1.067
   % of variance explained 2.688

Twelve items were loaded in the first component, interpersonal relationship.  Factor loadings ranged from 
0.574-0.691.  The top three items with the highest factor loadings in component 1 were item 31 ‘improved 
positive work attitudes  toward works, colleagues,  and organization’, item 29  ‘communication skills with 
colleagues’, and item 33 ‘teamwork skills.’ 

Nine items were  loaded in the second component,  critical thinking.  Factor loadings ranged from 0.527- 
0.720.  The top three items with the highest factor loadings in component 2 were item 2 ‘critical thinking’, 
item 1 ‘knowledge and skills in solving problems’, and item 3 ‘creativity in providing services.’  

Nine items were loaded in the third component, technical skills.  Factor loadings ranged from 0.518-0.643.  
The top three items with the highest factor loadings in component 1 were item 31 ‘skills in providing 
service effectively, item 15 ‘new approach to perform works’, and item 14 ‘work process operation.’ 

Four items were loaded in the fourth component, interpersonal relationship.  Factor loadings ranged from 
0.543-.735.  The top three items with the highest factor loadings in component 1 were item 42 
‘Development of characteristics’, item 41 ‘Persuasion’, and item 40 ‘Development of personality in 
providing services.’ 
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Discussion
 
The essential competencies derived from the data included 4 components.  The first was interpersonal 
relationship skills.  The support staff reported they should be able to communicate with others, be it 
colleagues or clients as well as working in team.  This skill is very important to relate human resource with 
other people.  As personnel performed support jobs, they need to understand the needs or others through 
communication in order to provide appropriate services.  Moreover, interpersonal relationship skills 
enable them to understand their colleagues and could work together smoothly.  This created good work 
atmosphere and cooperation among the staff.

The second essential competency was critical thinking in order to solve problems in work.  Support staff 
should have creativity and ability to provide effective services to clients.  They were frontline officers and 
felt they should be able to make appropriate decision to service clients. 

The third most important competency was technical skills in performing their jobs.  They should be 
experienced in work and services.  Staff should learn the right procedures to perform their jobs.  Creativity 
and work skills were necessary to work and service providing. They should have technical skills to cope 
with problems in works.

The fourth most important competency was personality and characteristics.  They reported that they 
should have appropriate attires and persuasion skills in order to increase their credibility in their jobs.  
Pleasant personality creates positive impression and trustworthiness for them.

Conclusion and Implications
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