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Abstract 
 
 This research investigates the attitude towards self-development of the three-star hotel staff 
in Bangkok for general standard of service personnel (personality, moral and ethics, general 
knowledge and standard, and language and communication skills) as well as for knowledge and 
skills of specific job positions (front service, food and beverage, and house-keeping/room service 
sectors).  It also analyses the three-star hotel policies on human resource management with the 
main aim to identify the approach to the staff development for three-star hotels in Bangkok.   
 There are some four hundreds operational level hotel staff who work in the front service, 
food and beverage, and house-keeping/room service sectors participate in the questionnaire 
surveys.  In addition, there are twelve executives and managerial level personnel participate in the 
one-to-one interviews.  The data obtained from the questionnaire and interviews are analyzed using 
descriptive statistics and cross-tab table.   
 The results show that most respondents are single female aged between 21-30 years old 
with high school and vocational school certificates.  The number of respondents are from food and 
beverage, house-keeping/room service, and front service respectively.  Most respondents believe 
that the development in general standard for service personnel is satisfactory adequate and do not 
need further improvement.  Among the four aspects, the personality standard appears to be most 
developed, then the moral and ethics, the general knowledge and skills, and the language and 
communication skills respectively.   
 For each of the four standards, the respondents also rate the quality that they would like to be 
developed most:  1) Personality standard: good manners, conversation skills, enthusiasm and 
responsiveness, and (time and place) appropriateness. 2) Moral and ethics standard: patience and self-
control, thoroughness, and discipline.  The respondents also feel that the development for good attitude 
towards the job, which is particularly important to the service sector, is still inadequate.  It is therefore 
essential for the organization to encourage more on this point.  3)  General knowledge and skills: labor 
laws and consumer rights, laws and regulations for accommodations, and computer skills. 4) 
Communication and language skills: knowledge of at least one foreign language other than English, 
English proficiency and the ability to use body language.   

The respondents' opinions on self-development for knowledge and skills of specific job positions 
are as follow: 1) Front service staff should be encouraged to learn more about relevant laws and 



management strategies, while specific skills that should be developed are foreign languages and cross-
cultural communication skills.  2) Food and beverage staff should develop their knowledge on hotel 
business and psychology for service sector as well as their English proficiency and skills to solve facing 
problem.  3) Housekeeping and room service staff, similar to the food and beverage sector, should  
develop their knowledge on hotel business and psychology for service sector, while the skills to solve 
facing problem and to learn new things should also be developed. 
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