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Abstract

This study was qualitative research using a group of informants totaled 18 people
including front desk hotel staff, tour guides, hotel instructors, customers in the hotel and those
involved with hotel work at the executive level of in a 5-star hotel in Bangkok. Which was
hotels have been certified according to hotel category standards. The research instrument
was an in-depth interview to analyzing the content of the information obtained to consider
information about advantages, disadvantages, opportunities, obstacles, internal and external
environment of guidelines for creating excellent service quality for the front office staff of
standard 5-star hotels in Bangkok. The results of the study of the current service situation of
front desk staff at 5-star hotels in Bangkok found that 1) the situation surrounding the service
of the front desk staff of a 5-star hotel was found that: Strengths (S) employees provide service
and dress in a unique Thai style. Service with sincerity and care for customers according to
specified standards. Weaknesses (W) employees have outdated services. Obstacles (O)
unpredictable employees in customer service and opportunity (T) employees have high
competition for work Increase the potential for promotion or higher salary. And 2) the study
of guidelines for creating service quality and excellence of front desk staff in 5-star hotels in
Bangkok that: people involved in the hotel must implement employee training courses to
provide knowledge and understanding of appropriate services and instilling a good attitude in

employees with love and care in providing service to the most efficient standards.
Keywords: Service quality, Front office staff, Standard 5-star hotels
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