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Guidelines for Developing Service Quality of Medium-Sized Hotels

in Phitsanulok Province
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Abstract

This research aimed to study the guidelines for improving the service quality of
medium-sized hotels in Phitsanulok Province. The research group consisted of 12 informants:
food and beverage service managers and front-office managers, food and beverage service
staff, front-office staff, and hotel customers. The research results showed that 1) in terms of
knowledge and skills of service provider, most staff possess a fair level of English language
skills, but some cannot communicate in English. 2) in terms of responding to customer needs,
staff should be proactive in providing services and solving immediate problems promptly,
observing customers, and understanding their needs in order to maximize customer
satisfaction. 3) in terms of customer trust, the hotel must be trustworthy and safe. The
receptionist must greet the guests politely and greet them first. 4) in terms of environmental
factors in the hotel, the hotel should keep the environment clean, arrange the landscape

appropriately, keep the air fresh, provide an appealing smell, and have sufficient lighting.
Keywords: Service Quality, Medium-sized Hotels, Phitsanulok Province
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