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Abstract

This research article aimed to examine service quality, repeat patronage, and the
development of English language competencies among front office staff in small hotels in
Ratchathewi District, Bangkok, within the context of accommodation businesses facing
limitations in budget, personnel, and continuous training opportunities. The objectives of this
study were: 1) to investigate service quality factors affecting repeat patronage among foreign
tourists staying in small hotels in Ratchathewi District, Bangkok; 2) to explore the needs for
English language competency development among front office staff in small hotels in
Ratchathewi District, Bangkok; and 3) to develop and evaluate the use of an English e-book
for front office services among front office staff in small hotels in Ratchathewi District, Bangkok.
This study employed a mixed-methods research design. Quantitative data were collected from
385 foreign tourists staying in small hotels in Ratchathewi District, Bangkok. Qualitative data
were collected from managers or heads of front office departments from 18 hotels. In addition,
the English e-book was implemented with 36 front office staff members. The findings revealed
that: 1) service quality based on the SERVQUAL model was positively related to repeat
patronage, with the assurance dimension exerting the strongest influence; 2) small hotels had
the greatest need to develop English language skills for front office services, as these skills are

essential for communicating with foreign tourists; and 3) post-learning scores after using the
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e-book were significantly higher than pre-learning scores at the statistical significance level of
p < 0.001. The findings contribute to linking service quality with the development of front
office staff competencies and propose the use of digital learning media as an appropriate tool

for personnel development under the operational constraints of small hotels.
Keywords: Service Quality, Revisit Intention, Front Office Staff, Small Hotels, E-Book
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VWIAANTUIVATITNT NFUNNAIUAS

M19197 1 HANITIATIBYANUEUTUSTENTNAILUIAUAINANTUTNNT

faus Tangibles Reliability | Responsiveness | Assurance | Empathy

Mean 3.84 4.02 4.05 4.16 4.21
S.D. 0.65 0.61 0.63 0.59 0.57
Tangibles 1 0.318** 0.260** 0.295** 0.276**
Reliability 0.318** 1 0.368** 0.352** 0.341**
Responsiveness 0.260** 0.368** 1 0.427** 0.412**
Assurance 0.295** 0.352** 0.427** 1 0.468**
Empathy 0.276** 0.341** 0.412** 0.468** 1

v v o w A

*seavugainn 0.01

911999 1 U dlefinnsamanisiinsgianuduiusseninedinds wuin fRaunm
nsUsNsneudanuduiusidauIndefuegnlidedidgn1eadia lngauduiusgegaeysening
msassanasivlatuanaeleld daumnudusiudingnegszninedefisudesldiun snevaues
uagsnanuandlfiiui Tunssuivesinteadiearemnd auamuimslulsusanadnldldduee

AUANBUENINIEATNUDILTILITUNEIDE1AYT WHLNEIVDIDE19UINAUANUAINITVDINT NI WU

nstideya asemulinge sevauswelaym wazquagneieg1alngadn

M13197 2 nanTIATIEanneenyAn (Multiple Regression) Y3duAaAIMNSUSNNSNdHARBNNT

AU IUSN59N1U99UN VD N8IT1 IR

f2uUs9d52 (Independent B Beta t Sig. (p) | Tolerance | VIF
Variables) (5))

dafisusiadls (Tangibles) 0.08| 007 |185| 0.065 0721 | 1.386
audedold (Reliability) 0.12| 0.11 |[268| 0.008** 0.653 1.530
N13MBUEUBY (Responsiveness) 0.15| 0.14 |342| 0.001* 0.618 1.617
msasaauiule (Assurance) 0.22| 021 |5.15]| 0.000 *** 0.582 1.718
Autelald (Empathy) 0.19 | 0.18 |4.32| 0.000 *** 0.569 1.758
R? = 0.56, Adjusted R2 = 0.55, F = 95.21, p < 0.001

(n = 385)
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N1INAFDU Aade daudeauu t df p
(Mean) | u1asgu (S.D.)
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AIMNAISNA 3 HANITHUSHULT B UALLUUN BULAZNAINITANEIAIAULDIRINNUIED
a a 4 I a 1 = 1 ) 1 ~
Snnseilnd wudn AzkuuRfnaUTEWYNAY 21.47 diudeuuuuinggiy 3.82 wasaAziuy

=~ v a (- 1 a 1A 1 Y 1 o [ 6 o
WRAYNAIIYUNINY 27.39 FIULUEILUUNINGZIU 3.15 NANIINAFBUATNUUUNGUAIBYINANNUTNU

'
o w aaa

WU ArLUUVALSEUgININeuSsuagalidud A nealiansyeu p < 0.001

agunansAnen

[y

MU

a o

pUszasd 1. Wefnwiladenmuamnisuimsiidmadensnduanlduiniatives
tiviouiierymssnandinlulsusuvnadnlun s nwmamnuns 2. Wedsannudents
WawAnanmAunBIngwreantnyufousudwminlsausuuuadnlunsmnd NFINNnILAS
uag 3. Weauazussifiunanisidwisdedidnnsednd nmusanguiil ssmuumsdrumtidmu

winaudousudruminlsusurundnluwnsund nuvneniues nans3suasulain aunmn

q

ANSUSNIAULUIAA SERVQUAL fimnudunusiunisnauunlgusnisen tneddnisasieanudulail

a a A

dVENagEn sesmanfe Avwlald nsnevauss wasAuWeiald dwdidudaslalinudning

LY [ 1

Fewensalogedidedney wanenaruandimiviuit Tulsusuvunadn dnviesdgsnswid iaudfay

<

Aumuauisavasmdnaulunsdeans Wideya aseanulinneda wazanmuliuyuousening
maiinannItadesitunenmeedsaksy nan1FITednan Il Tswusuvuadniidednd;
AUIUUTEINA UARINT wazhatunsineausu Ingvinyeineinsiauninniianns nudinguie

UUITNMTEUNLN D989 BIAUNISAAR DA 9ETN UL NV BUN 819 R kazNSas19ANNTT Wl

unALITY (Research article) | 84-87



TU MIFIEIRSTIaE AL T 8 AUl 2 2569
RAC Journal of Multidisciplinary Academic Research and Development, Vol. 8 No. 2, 2026

a &

seINMain wazran sUsEunaulazraensidniidedidnnsetindnudn avluunduseugnd
1 a 1 N v o W aa Y @ ! v A a & a ¢ I Y &

neussueg Wilveddyveada wansdivivimisdedidnnsednddanudululalunisldidy
doatuayumsSeudvemiinaudeuivdwmilulsausurwiadn agelsinu nasainganasiam
ag1958lnsed Weasnmveaesliiinquaiunuuazdilalainnisidsusuamainssun1sinuase

vserasienuianelavegnAlunTIdenmauy

N159AUS1gNAN1SIVY

a |

Nan1533enudn BAnsaseenuiuladuladenidvinageganenisndvunlduinisdnves
Unvioaienyn e AN LULSUSITAENUYATITNT NFLVINNNILAT NaRINAIdDARE DI U
LWWIARA SERVQUAL fiefungingaunmusnisiiaannnsidiguiisuseninanumaniaiunissuiuinig
339 lngdiimsasianudulaneitesiuanngg anugam wazanuaansavemdnnulunmsasig
Aulianelaungndn (Parasuraman et al, 1988) ag19lsiniu nan1533edgr8e5 urai mANI
Tulsausuvunadn dnvieaaiedsnnotaldanuaiuisavasnnaualunindudunulunsusediv
AN NlATINvedlTMsy Weosnlsuwsuvnadnddedidnaussuuuinisuazdsinenuasaan
d‘ =1 % Gl 1
Waeuiul s sIvWInNaNUs 0UUA g

HINATNAURIAAYIIAINITUING UszaumsalvesgnAninainmsuduiusseningnen
AUl lusnislunsagauInig uazdawason1sussilunanmuIn1staesn (Voorhees et al, 2017)

a | Y = a o w < a Ly =3 Yy 1 1
uusmsadvtddlanuddgduiey wswninnududideys uilvlagm wavananuliviuey
seminansnin Msndiansasenudulaiidvgnagenitauenlalduaznsneuaues ol
Unvieufigwnafseanisaudulaiteyan lasullanugndes Wedeld waglddndulalaase
1NNNIINSTUUS NSRS WS o ulinsii eaee10Fe)

HANISANYIAILA BINITH LA NEATNNTNITUR DUS VAL MU TSISUVUIALE NF BINTT
Wawinvenndinguiienuuinsdiunt lnglanizn1saeusu nsiideya mneud1ny wag
mssutesesiou dorunuiidenndosiunalisUsinannuinmsasenuduladuladvddyiign

o I3 A A A I Y ) Ve 1Y) v o v o a
wsenwsinguluesedlentiainnnuiula rulineda wareuidnuaendeliunignAsinani
I TYA N NUA WAL ULTITUTINUI T N NWENITE BANTVBINT NINTUFUNUS A UAINNN 9B lava
anAn uazAITITIdORAS B UaauN15aluSNN3ase (Husin et al, 2023; Jawabreh et al., 2022)

N o

nan1sveaedldnisdediannselindnudn Azuuundinisiseuiaininewseuegsliveddy

a

N9EdR wanedn E-Book Hanudululdlunisldiludeativayunsiteudvaaminnudeusudiunt
Tulsausuvunaidn iWesmnninauanusaseuslamenuesuasnuniutemidinuanuniouved

AULDY UITLAIUNTTEUTATTAlUEAaImMNTINUINITNUIY NsdldiusulunsiSeusAd viaves

NWEnMUILATUALUNITRLIANEANLAZ N ANTIUNITINUTaInNssula (Shang et al., 2025)

85-87 | unAU3TY (Research article)



TU MIFIEIRSTIaE AL T 8 AUl 2 2569
RAC Journal of Multidisciplinary Academic Research and Development, Vol. 8 No. 2, 2026

v oA

ag49l3Ainu nan1sveaestlmIsiauegeseinseds Wesnldsuuuunguiferinneunasnas
Lifinguanuau waziananaswuuauiidundn Fadsliannsaasulidn E-Book iluanmslnenss

Wigaademenvinlvdnen T nsandna Wiy
v
YDLAUDLUY

Jatauauuzidaulauny ngunIAsT 03AnTIVTNAIUNITISINTY aXANRUTENBUNIS
fivin wazanitunmsfine mssamtuimunsovanssousduiveamtnnufeusudumlulsus
vurdn lneidfuniwssnguilen15uinig msdeansduiausssu nslideyarignies was
nsdnnistedonisuresinvieniivainmnd susatuayundnansszesduniedeniviadlsusy
gumdnasaldlaneladediindiunan suuszana wasynans

FaduauusdaUun {usznounisiswsuvuimdnaisiauininanudousuduninn e
Yan1ssusuuuliga Wy nseusukaramezideudiin nslvdeyarioann niswugididunia
N135UTe50a58U Lazn1sAuReINn taeld E-Book $auAunsHNUUR n1sdnassaniunisal uas
MsUssdiuanimthau WelinsGeudimunlugnginssuuiniseds

toiausuuzdmiun1siseadedaly nsideadsreluaisldnisoonuuunisnaaesid
nauAUAIEoNguIUTBUTEY unsTanasungAnssunisuinisase mnuflawelavesgndn uaz

NSANAIUNATEEZE1Y SINTNITEERUAANwIUSLRd uns edaniavioufisndrnn WetUssuifiay

AVIWANANITBIANNINUS N SLazaussaugTis i luveminausieusudiumi

LONAITD19D9

&
= o/

auiiTonansive. (2567). 7 2567 eldgshalsausuuasiiinysusddunaulos usnsudatiugs msitum
galaity i, https://Awww.kasikorresearch.com/th/analysis/k-social-media/Pages/Hotel-
C1S3489-FB-08-05-2024.aspx

Bardi, J. A. (2011). Hotel front office management. John Wiley & Sons.

Cochran, W. G. (1977). Sampling techniques (3rd ed.). John Wiley & Sons.

Dutta, I. (2024). Adapting to change: Exploring contemporary issues in the tourism and
hospitality industry. International Journal of Advanced Academic Studies, 6(9), 1-6.
https://doi.org/10.33545/27068919.2024.v6.i9a.1262

Guba, E. G., & Lincoln, Y. S. (1994). Competing paradigms in qualitative research. In N. K.
Denzin & Y. S. Lincoln (Eds.), Handbook of qualitative research (pp. 105-117). Sage.

unALITY (Research article) | 86-87



TU MIFIEIRSTIaE AL T 8 AUl 2 2569
RAC Journal of Multidisciplinary Academic Research and Development, Vol. 8 No. 2, 2026

Husin, M. S., Ibrahim, R., de Mello, G., & Ariffin, K. (2023). Perceptions on English
communication skills training for hotel front office employees. European Proceedings
of Educational Sciences, 7, T73-782. https://doi.org/10.15405/epes.23097.69

Jawabreh, O., Masa'deh, R., Al Fayoumi, T., & Bareya, A. (2022). Customer satisfaction towards
communication skills of front office staff at the hotel: Case study five stars hotels in
Agaba. GeoJournal of Tourism and Geosites, 44(4), 1312-1318.
https://doi.org/10.30892/¢tg.44416-948

Medlik, S., & Ingram, H. (2000). The business of hotels. Routledge.

Parasuraman, A., Zeithaml, V. A,, & Berry, L. L. (1988). SERVQUAL: A multiple-item scale for
measuring consumer perceptions of service quality. Journal of Retailing, 64(1), 12-40.

Paulose, D., & Shakeel, A. (2022). Perceived experience, perceived value and customer
satisfaction as antecedents to loyalty among hotel guests. Journal of Quality
Assurance in Hospitality & Tourism, 23(2), 447-481.
https://doi.org/10.1080/1528008X.2021.1884930

Prombut, S., Winaitham, W., Prakongchati, N., Phuwichit, K., Klomkaew, T., & Niyomkarn, P.
(2024). The requirement of English communication skills of the hotel receptionists at
Kamphaeng Phet province. The Journal of Sirindhornparidhat, 25(1). https://so06.tci-
thaijo.org/index.php/jsrc/article/view/268886

Shang, D., Wu, W., & Ji, Y. (2025). Understanding employee digital learning engagement and
innovative work behavior in hospitality sectors: A machine learning based multistage
approach. International Journal of Hospitality Management, 125, 103985.
https://doi.org/10.1016/].ijhm.2024.103985

Suwarto, T., Pforr, C., & Volgger, M. (2024). Front-desk workforce cultural diversity and its
implications for service quality in the accommodation sector: A case from Australia.
Tourism Review, 79(1), 234-249. https://doi.org/10.1108/TR-12-2022-0646

Ulumuddin, 1., Indah, T. R., & Nasrullah, R. (2026). English communication skills of front office
staffs in Kendari: Study case. Klasikal: Journal of Education, Language Teaching and
Science, 8(1), 138-158. https://doi.org/10.52208/klasikal.v8i1.1754

Voorhees, C. M., Fombelle, P. W., Gregoire, Y., Bone, S., Gustafsson, A., Sousa, R., &
Walkowiak, T. (2017). Service encounters, experiences and the customer journey:
Defining the field and a call to expand our lens. Journal of Business Research, 79,

269-280. https://doi.org/10.1016/].jbusres.2017.04.014

87-87 | unAUIE (Research article)



