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ABSTRACT

This research aims to analyze tourists’ demands regarding service quality, evaluate the
operational readiness of employees, and propose guidelines for enhancing employees’ service quality
in the management of tourism businesses for Thai tourists in the digital era. Data was collected using
questionnaires from 400 tourists and 190 operational staff. The data was analyzed using percentages,
averages, and standard deviations. The research findings show that: 1) There is a high demand for service
quality in terms of responsiveness (X=3.96), tangibility (X=3.94), and reliability, service assurance, and
empathy (X=3.93). 2) Operational-level employees demonstrate strong readiness to adopt technology
in service delivery (X=4.12), tour programs creation (X=3.90), and marketing communication (X=3.80) and
3) The study proposes 8 guidelines for enhancing service quality of employees. These include reliability,
assurance, tangible, empathy, responsiveness, tour program creation, marketing communication, and

the adoption of technology in service delivery.

Keywords : Service quality, Digital Operations, Management, Tour operator business
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