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ABSTRACT

This independent study on Service quality management of operational employee in the 3 star hotel
industrial businesses. (1) to study the opinions of service quality management of operational employee in the 3 star
hotel industrial businesses and (2) to study the relationship between personal factors and Service quality
management of operational employee in the 3 star hotel industrial businesses. The population used in the research
was total sample of 400 persons and had been calculated by using Taro Yamane with 95% confidence level. The
independent study used accidental sampling and using a questionnaire as a tool in research by statistics that were
used analyze the data, including the frequency, percentage, mean, standard deviation. and the chi-square test value

Research findings were as follows: that most of the samples were 274 female, accounting for 68.50%,
aged between 20-30 years, a total of 239 people, representing 59.75%. There were 215 bachelor's degrees,
representing 53.75%, with incomes below 20,000 baht. a total of 176 people, representing 44.00%, and most of
them have more than 5 years of work experience, a total of 170 people, representing 42.50%. (1) According to The
level of opinions regarding quality management services the level of performance in the industry as a whole in the
3-star level (X=4.11). Considering each aspect, it was found that the operational level was at a high level (X=4.31)
followed by monitoring and evaluation of operations were at a high level (X= 4.15),the operational structure
management the work was at a high level (X= 4.03) and operational planning was at a high level (X=3.97)
respectively, and (2) the results of the study of the relationship between personal factors and opinions regarding
service quality management of operational staff in the 3-star hotel business industry. It was found that the personal
factors of operational employees in the 3-star hotel industry Including gender, age, education level Monthly income
and work experience.There is a correlation with the service quality management of the operational employees in the
3-star hotel industry with statistical significance at the level of 0.05. The entrepreneurs must give priority to human
resource development by providing training and to establish standards of service.

Keywords: Service Quality Management
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