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Wattanarungsun, P. M.A. (Hospitality and Tourism Industry Management), September
2015, Graduate School, Bangkok University.

Increasing Performance Efficiency of Employees in 4-Star Hotels in Siam Square

(87 pp.)

Advisor: Chonlavit Sutunyarak, Ph.D.

ABSTRACT

The purposes of this research were to study the performance efficiency of
employees in 4-star hotels in Siam Square area and investigate obstacles and
recommendations for performance improvement. 218 questionnaires for employees
and interviews with 3 executive officers were analyzed. Employee’s performance
efficiency was revealed to be high (X = 3.96). From analyzed information, approaches
to improve the performance efficiency were summarized as followed: (1) provide
authority to promote division of labor, allowing employees to participate in decision-
making process and systematically analyze the causes and find appropriate solutions
(2) set clear organizational goals and assign responsibilities appropriately (3) develop
capacity building for employees to fill vacant positions if necessary. The obstacles
related to employees were as followed: (1) Response to customer needs
(2) employee’s responsibility (3) foreign language communication (4) hiring process of
employees and interns. To overcome the mentioned obstacles, hotels should
improve the hiring process and encourage trainings e.g. customer service skills in
2015, followed by Chinese in 2016. Executive officers should address immediate
errors and endorse policies, encouraging employees to obtain skills to accommodate
different position if needed. Services and accommodations should be adapted to suit
Chinese customers. Chief of each division should closely supervise subordinates to
minimize errors and encourage employees to improve their skills or try different
positions with similar requirements. Employees should be more attentive, especially

tasks involving servicing customers, and be educated regarding Chinese culture.

Keywords: Efficiency Improvement, Employee’s Performances
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