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Abstract

The purposes of this independent study were (1) to study the level of opinion
about service quality management of employees in 3 stars hotels (2) to study
the difference between person factor and service quality management of employees
in 3 stars hotels. The population used in this research was the employees in 3 stars hotels.
And there are 400 sample. The data were collected by convenience sample. The data
were analyzed using descriptive statistics: percentage, mean, and standard deviation.
And the reference statistics used T-test and ANOVA. The results indicated that in terms
of personal factors, most of the respondents were female (n = 233 ,58.30%), aged
between 31-40 years old (n = 148 ,37.00%), have graduated a bachelor degree or
equivalent (n = 212, 53.00%), average monthly income 15,001 — 21,000 bath
(n =200 ,50.00%) and working experience between 1-3 years (n = 150, 37.50%). In addition,
the result of the level of respondents’ opinion about service quality management
of employees in 3 stars hotels was high level. when individual aspects were considered,
an aspect with the high mean was quality control, teamwork, operation and planning
respectively. And The result of study the difference between personal factor and service
quality management of employees in 3 stars hotels found that Planning, operation,
teamwork and quality control have difference with education income and experience
and age factor with statistical significant at 0.05. Therefore, the employees could develop
in quality control with Service with courtesy, Effective communication.

Keywords: Service Quality Management; employees in 3 stars hotels
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