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Abstract

This guideline aims to establish a strategic framework for elevating service quality
standards at Centra, one of Bangkok’s premier shopping and lifestyle destinations. The
engagement, and the mall’s positioning as a luxury and cultural destination. Through
qualitative research methods, including customer interviews and employee feedback, the
guideline identifies factors critical to a memorable shopping experience: prompt and

courteous service, multilingual assistance, cultural sensitivity, and the creation of a visually
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engaging environment. The guideline further outlines actionable steps for training, quality
assessment, and service innovation to ensure Central delivers a consistently high level of
customer service. By addressing current service gaps and aligning with international best
practices, the guideline supports Centra mission to provide an exceptional retail experience

that resonates with both local and international visitors.
Keywords: service quality, Central, Bangkok, Tourism
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