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Abstract

The objectives of this research were to determine the level of satisfaction
of service consumers and hotel staff in their performance and to search for the
guideline for increasing service efficiency of the hotel staff in hotels under
Patong Hotel Association, Phuket Province. The study is a combination of both
quantitative and qualitative approaches by employing 392 sets of questionnaire
with service consumers and 225 hotel staff. The sample was collected with
accidental sampling derived from the proportional stratified random sampling
technique. A focus group was conducted with 50 hotel staff derived from 15% of
the population. The data were analyzed with the application of SPSS statistical
program, using such statistics as arithmetic means and standard deviations. For
focus group technique, a content analysis was utilized for data analysis.

The findings of the study revealed the following.

1. Overall, service consumers show a high level of satisfaction with the

service provided by the hotels (X =3.82), with the following aspects in
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ascending order: with the staff (§=3.80), service (§=3.82) and building
premises (i =3.84).

2. Overall, hotel staff show a high level of satisfaction with the hotel work
environment (§=3.44), with the following aspects in ascending order: with the
physical work environment (§=3.72), relationships with superiors and

colleagues (§=3.74) and the work itself and equity in work (§=3.44). In
addition, they show a moderate level of satisfaction with other aspects as
follows: with job advancement (§=3.31), skill and knowledge advancement
(§=3.22), benefits (§=3.31) and policy and administration (§=3.32).

3. A guideline for increasing service efficiency is suggested in the
following manner: 1) increase in skills and knowledge via the use of on-the-job
training, training in general and visits to outside resources; 2) job advancement
through the allocation of task based on the staff ability and promotion made
based on the merit system, thus leading to the staff's service mind; 3) benefit
through provision of regular income as well as from service charges, providing
bus service to staff, leisure visits, life insurance or other rewards to provide
income and life security; 4) transparent policy and administration by putting the
right man to the right job, non-repetition of job assignment and staff being able to
make decision; 5) equity of job assignment through giving assignment in
accordance with staff's ability, providing reward to staff with outstanding
performance and equity to all staff; 6) good physical work environment by
stocking necessary material for ease of usage, work structure and staff's
responsibility posted on the board and staff's rest area provided; 7) good
relationship with superiors and colleagues by creating rapports and friendliness
with staff and organizing group activities for unity; 8) staff provided with a name

tag identifying job responsibility, any problem arisen be reported to the central
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unit, proper etiquette, proper dress, English class provided to the staff for
professional performance; 9) provision of good service, proper dress and
manner, proper work shift handover, good organizational communication,
adequate human resources, work auditing, staff readiness, lessenning repetition
of work process, evaluation of work performance and problem, and 10) regular
checking of equipment in rooms by building a premises unit, damaged or
deteriorated equipment replaced by submitting detailed form, satisfaction record

kept, and staff must be informed to use every equipment.
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