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ABSTRACT

This objective of this quantitative research was to investigate the attitude
towards self-development of the three-star hotel staff in Bangkok for general standard
of service personnel (personality, moral and ethics, general knowledge and standard,)
as well as for knowledge and skills of specific job positions (front service, food and
beverage, and house-keeping/room service sectors).

The results show that most respondents were single female aged between 31-
40 years old with a bachelor’s degree or equivalent. Most of the respondents were
from food and beverage, front service, and house-keeping/room service sectors,
respectively. For each of the three standards, the respondents also rated the quality
that they would like to develop most. The first standard was related to personality,
including speaking politely, accurately and clearly. The second standard was related
to morals and ethics, including honesty. The respondents also felt that the
development for good attitude towards the job, which was particularly important to
the service sector, was still inadequate. It was therefore essential for the organization
to encourage more on this point. The third standard was related to general knowledge
and skills, including an ability to coordinate.

The respondents' opinions on self-development for knowledge and skills of
specific job positions were as follow. First, front service staff should be encouraged to
learn more about tourist behavior and needed to use the Thai language properly.
Second, food and beverage staff should develop their knowledge on psychology for
service sector as well as their Thai proficiency skill. Third, housekeeping and room
service staff should develop their knowledge of room cleaning and preparation for the

service sector, while the qualities of honesty and patience should also be developed.

Keywords
Development Guidelines, Service Quality, Human Resource in Hospitality

industry
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