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GUIDELINES FOR SERVICE QUALITY DEVELOPMENT OF BOUTIQUE HOTEL'S
FRONT OFFICE DEPARTMENT A STUDY OF CHIANG MAI PROVINCE

Naphannop Doungkaewkool and Chawalee Na Thalang

Faculty College of Management University of Phayao

Abstract

The objective of this study was to study 1) the personal characteristics of tourists using
boutique hotel's front office department in Chiang Mai Province, 2) the behaviors of tourists
using boutique hotel's front office department in Chiang Mai Province, 3) satisfaction of tourists
with the service quality in using boutique hotel's front office department in Chiang Mai Province,
and 4) guidelines for service quality development of boutique hotel's front office department
a study of Chiang Mai Province. The content validity of English Survey questionnaire was reviewed
by experts and implemented to collect data from 400 customers of a boutique hotel in Chiang
Mai Province. In addition, the data were statistically analyzed using percentage, mean, and
standard deviation, inferential statistics methods on chi-square test.

The results were found that majority of the tourists were single female aged 21-25
living in Asia. Their average employee salary was 15,001-20,000 THB and most of them got the
bachelor degree. They selected the easy access Boutique Hotel for relaxing in the average of
3 nights stay. They mostly got the hotel information on the press and focused on the room
rate of THB 501-1,000 per night. The satisfaction of tourists toward the service quality in using
boutique hotel's front office department in Chiang Mai Province was found at the significant
level of 0.05. In addition, customer’s different behaviors in using the hotel’s service in terms
of the trip purposes, result of stay and duration of stay affected the tourist satisfaction toward
the service quality in using boutique hotel's front office department in Chiang Mai Province
differently at the significant level of .05.

In the development of service quality of the front desk, Boutique Hotel Chiang Mai,
receptionist should be developed for foreign language skills. The heart of the service should
demonstrate visitors that the staff is ready, willing, enthusiastic to service. In addition, physical
appearance must be visible, tangible and modern usable. Moreover the personality of the service

staff must be neat and graceful, always ready for service as well as satisfy the tourist's needs.

Keywords: Behaviors of Tourists, Satisfaction, Service Quality, Boutique Hotel
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L
ANUNINELIADANNINNITUINTS H¥e (n = 151) HVEJ (n = 249) Chi-Square P-Value
Mean Rank

Y1 138.39 126.03 2.041 0.153
Y2 139.39 125.16 2.839 0.092
Y3 149.14 119.95 11.004 0.001*
Ya 143.22 123.30 4.819 0.028%
Y5 213.32 192.72 3.786 0.052
Ytot 114.64 122.49 5.306 0.021*
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AuTiawelasie 21
ANNINNTT 18200 21250 26300 31-35U 36400 41457 4650U <511 Chi- P-
uIng n =56 n=111 n=93 n =46 n =60 n=14 n=14 n==6 Square  Value
Mean Rank
Y1 134.28 125.80 12759 13217 120.00  165.6 167.3 1452 7610 0368
Y2 137.02 128.84 129.45 12568 12471  146.7 1275 1923 4671  0.700
Y3 14244  121.49 13089 13070 12055 19117 1199 1845 1301 0072
Ya 130.89 124.63 12636 12518 12805  176.61 146.4 2126 1081  0.147
Y5 219.69 188.13 20378 19327  199.23 2332 185.8 2236 5972 0543
Ytot 13331 124.20 12852 12648 12394  177.8 144.8 2030 8846  0.264
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a1
Anudisnelane Europe USA East Asia  South Asia  South East Asia  Australia ~ Middle East Chi- p-
ﬂmﬂ?wmiﬂ%mi n=>52 n =139 n=72 n=:62 n=27 n =42 n==6 Square  Value
Mean Rank
Y1 150.61 135.94 108.02 131.07 116.83 136.50 115.50 9.902  0.129
Y2 151.52 130.56 119.82 133.49 106.06 138.00 104.88 7.631 0.266
Y3 151.41 136.86 115.20 127.07 111.94 135.21 79.00 10.052  0.122
Ya 153.08 124.82 119.68 138.01 124.14 140.25 76.50 8.592 0.198
Y5 202.9 207.28 192.64 197.10 203.3 195.64 172.75 1.679  0.947
Ytot 155.86 132.00 111.30 132.45 113.92 140.88 90.12 9.561 0.144
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A0UNN
AnuiswelasonunInTg Tan ausa ERERN Chi-Square P-Value
TEQRE n =273 n =105 n=22
Mean Rank

Y1 126.41 144.80 111.53 25.038 0.008*
Y2 129.14 137.48 113.77 1721 0.423
Y3 129.54 135.39 118.90 0.828 0.661
Y4 127.86 141.44 110.27 3.184 0.204
Y5 197.46 207.23 206.07 0.755 0.686

Ytot 127.03 114.90 103.83 24.921 0.009*
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Aufianelaves dsen doendnwn  Usenalls USgges  Ysaln Ylaygien Chi- P-Value
Tnvieudlende finwn poutany  UnTIvNTN Square
ANNINNITUINIS nOUAL
n=21 n=93 n =285 n=99 n =69 n=33
Mean Rank
Y1 132.50 133.34 122.68 116.54 150.64 140.64 8.190 0.146
Y2 134.00 133.41 126.33 119.88 144.64 132.75 3.880 0.567
Y3 137.64 133.99 122.11 120.18 142.01 144.32 4.800 0.441
Ya 148.57 140.02 131.29 114.51 135.46 127.09 5.545 0.353
Y5 223.69 213.83 179.70 199.44 201.28 203.30 6.168 0.290
Ytot 141.79 138.19 124.53 114.57 145.72 132.64 6.098 0.297
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ANuTawelaves HniSeu winauvesly  widnawuidn gsfiedwdn S§lamna Chi- P-Value
tvieuileare n = 106 n=17 n = 100 n =49 n =68 Square
AMATNNTUINS Mean Rank
Y1 129.64 135.14 132.15 121.27 131.86 1.005 0.909
Y2 135.27 131.35 128.68 119.11 134.93 1.600 0.809
Y3 134.06 130.09 127.05 123.85 136.55 1.044 0.903
Y4 128.52 130.03 130.73 138.39 126.91 0.634 0.959
Y5 21.2.38 201.73 171.78 206.71 218.34 11.488 0.022*
Ytot 131.43 130.73 126.89 130.08 134.65 10.303 0.032*

*TudnAgyneanan .05
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Telaneifiou
Audisnelaves TlaiAiu 10,001- 15,001- 20,001- 25,001- 1A Chi- P-Value
Wnvieadiuade 10,000 15,000 20,000 25,000 30,000 30,000 Square
ANINNITUINNG n=30 n=93 n=118 n=45 n=>56 n=>53
Mean Rank
Y1 130.81 141.03 11491 135.19 141.51 131.90 6.998 0.221
Y2 147.67 139.57 119.19 131.31 143.26 113.02 7.890 0.162
Y3 123.26 136.30 124.20 135.31 143,58 118.91 3.721 0.590
Y4 120.98 133.16 124.46 134.02 139.89 132.60 1.828 0.872
Y5 195.13 214.48 192.52 188.37 194.28 212.37 4.150 0.528
Ytot 129.90 138.66 120.04 133.27 142.08 124.81 3.420 0.636
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Auiianelaves Wemswnkeu  iefedegsia  Lilefeugnd  LilensAnwn  ChiSquare  P-Value
finvieaiiearenanimns n =241 n=76 n =69 n=14
uIns Mean Rank

Y1 128.97 140.00 122.72 143.89 12.064 0.045%
Y2 129.46 138.00 130.52 106.67 21.757 0.024*
Y3 127.60 135.34 141.50 97.39 3.853 0.278
Ya 134.65 126.54 126.21 102.94 2.252 0.522
Y5 195.35 211.36 207.73 194.57 1.845 0.605

Ytot 129.07 135.95 132.53 144.28 26.789 0.008*
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wigraluNTEenlswINYAA
il As s . viewindl  Tswsill Adiwe ussem miadwen Chi- P-
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n=49 n=123 n=55 n =65 n=11 n=45 n=22 n =30

Mean Rank
Y1 130.4 134.20 135.6 123.1. 124.00 116.6 116.6 154.9 25.886  0.025%
Y2 151.3 129.54 121.16 134.9 82.43 125.6 126.1 135.9 27.571  0.013*
Y3 143.6 137.0 1159 121.7 94.50 138.7 124.2 135.5 26.788  0.014*%
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