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A study of service quality management of employees of a 3-star hotel in Cha-am district

Phetchaburi Province

ABSTRACT

The hotel business is a vital part of welcoming tourists, which provide quality service. Therefore,
employees need to have excellent quality service management. The research aims to investigate service
quality management of employees of a 3-star hotel in Cha-am district Phetchaburi Province. The
research's study purpose is to 1. Investigate the level of perception toward the service's management
quality of a 3-star hotel in Cha-am district Phetchaburi Province 2. Investigate the difference between
individual factors and the quality of service management of the staff of a 3-star hotel in Cha-am district
Phetchaburi Province

The research's participants are 400 The results showed that most of the participants were female,
aged between 25 - 30 years that had an education level below a bachelor's degree. Their monthly income
is less than twelve-thousand Baht with 2 - 4 years of work experience approximately. The participants'
perception toward the management of service quality includes planning, organizing, leading, and
controlling. The level of opinion regarding the quality of service management of the hotel staff was at a
high level (X=4.04). Planning was at a high level (X= 4.08). The management of organizing was at a high

level (X=4.07). Controlling was at a high level (X=4.03) and a leading was at a high level (X=3.99).

Keywords: Quality Management, Service
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