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Abstract

Thailand is well known for its innumerably beautiful tourist attractions and rich cultural
diversities. This is why Thailand is a destination where many foreign tourists prefer to come for
perfect unwinding. To offer such relaxation, quality service styles and English communication skills
are essential tools for hotel businesses to provide service satisfaction to foreign tourists and
customers. However, the Coronavirus 2019 (COVID-19) epidemic situation, has, until now,
affected the hotels, and hospitality businesses around the world, including Thailand. After the
epidemic situation improved, Thailand has officially announced the opening of the country. As a
result, a large number of foreign tourists have begun to come back to use the quality service
again. Although hotels, and service businesses recover accordingly, various factors such as service
expectations, technology, and hygiene and safety in the hotel business would necessitate better
quality service than in the past. Therefore, this academic article aims to present the concept of
quality of service concurrently with the integration of English communication, in order to fulfil the
hospitality service satisfaction of post-COVID foreign guests. Moreover, this academic article aims
to study ideas related to the behaviors of tourists or service users after the epidemic situation of
the 2019 Coronavirus. The finding would probably give rise to a number of adjustments required
of hotels and service businesses in the following aspects: service and excellent techniques; service

elements; service with guest impressions; the importance of English in service businesses; the
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integration of English with service skills; and effective English communication to create service
satisfaction. These outcomes would form quidelines for developing the potential of service

providers, customers, and quality services to reach the standards and create customer satisfaction.
Keywords: service; English; hotel business, qualitative services
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1) nsAnyuazlszanalyAAnenIzLaz A fneia (UTfiaawe (Applying technical terms and

vocabularies) 88194 1.1) room rate AHIYTY FRTTIATINEY 1.2) in advance AHIYTY NTSVTIRINNRA

“Mr./ Madam Ambassador” Lﬁuf;u

2) N19INNY LLmﬂ’l’W’I]@u’%’UQﬂg’l (Greeting & Welcoming customers) ﬁqgﬁllwﬂ’i‘ziﬂmfu “Welcome
to (Company Name) Customer Service. My name is (Agent Name). How can | help you?” %% Good evening,
welcome you to Heaven restaurant. %138 Welcome to Baan Suan resort and spa, How can | help you?

3) NMTURTHIFIBILATULLITHARWA N (Introducing yourself & Brand) faee1vUszleAian “Good
morning/afternoon.  You’re contacting (Company Name). My name is (Agent Name). How may | help you
today?”

4) m‘iﬂ'm_lﬂ’mmw&?mm‘i‘ﬂﬂ\‘lgﬂhyﬂ (Finding out Customers’ Needs) ﬁ')ﬂill’mﬂ‘jﬂilmﬁu “About your
inquiry, it would be great if you could tell me a bit more about...” %8 “For me to (Action), it would be brilliant if
you could give me just of few more details on.” %38 Where would you like to sit? 138 Would you like to leave a
message? #a® Would you like to leave a message?

5) mARlAn13as19AaNUszTutuASILsn (Useful First— Impression Tips) 12% nnsTrseausinde
‘Vi’WI’N LL@ZLL’J’JW’IﬁTZ&T"VQﬂg’W

6) m'ﬁﬂﬁwLm’(fﬂﬂfymﬁuﬁhywmqmﬁﬁf@ (Willing to solve problems immediately) famenetazlan
“| am very sorry for your inconvenience, for the quickest resolution, | would request you to ... %138 “Thank you
so much for your understanding, (Customer Name), | will do my best to help you..” %158 “We always value
customers who give us their feedback. | will be sure to pass on what you have told me to our manager team...”

7) NNAUEAIAIHIIN T AUN1TOIIB9gNAT (Acknowledge Customer Situation) fiapenvtlszlem L
“| realise that this situation is difficult, but let’s try and find a solution.” #% & “I'm sorry you are having this
problem. Let’s see if there is anything we can do to help the situation.”

8) m‘m‘;ﬁamwﬁusﬁ@%ﬁugﬂgw (Reassuring the Customer) faagnalazlon “Definitely, | will
make sure that this gets resolved for you.”

9) nALEHEAMHTIEWRDLAZ N ATUMEILNGNAT (Giving Instructions and Assistance) firaginailszlan
L"hl‘u “All you need to do is to just...” %38“A simple way / method to fix it will be to...” %@l will email you a
link to the web page and stay on the phone, if you need further assistance.” (Na Nakhon, 2021)
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Tuszmansnianuaniagnanfiunlavanianemiinnadnsaiuanufionalanazmudnfineesanauas
nduanlruanIadnanass pasAinisReananiuidenge @il 1) nsRnuuazazynalaA A ianizuas
cﬁﬁﬁwﬁﬁbqvfﬂﬁﬁﬂ%{m (Applying technical terms and vocabularies) 2) N9 NN 18 LLﬂzﬂﬂ’ﬁﬁTﬂu’%’UQﬂrﬁTﬂ
(Greeting & Welcoming customers) 3) ﬂﬁ‘jLLuzﬁﬁﬁfJLmLLﬂzLLU‘mﬁﬁuﬁT’] (Introducing yourself& Brand) 4) N4
ABUANHATNABINITIBIGNAT (Finding out Customers’ Needs) 5) mafian1aaatsnaxazyilaluafusn
(Useful First- Impression Tips) 6) ﬂﬂi{mﬂ LLfTT‘LI Ty Mﬂﬁuﬁ(g'}ﬂ Av1uf e (Willing to solve problems
immediately) 7) ﬂﬂ‘iLLﬂmmﬂNL{l/’]éf@mi‘muﬂﬁiﬁﬂngﬂﬁyﬂ (Acknowledge Customer Situation) 8) ﬂﬁﬁﬂ‘;‘/ﬁ\‘iﬂmm
siulalniiugnan (Reassuring the Customer) uaz 9) N1aiauaAINHTIEIMAaLAZ ALLENILNgNAT (Giving
Instructions and Assistance) 91AN1ANEAAAMNITUANSTTMAARILANIsYsoNIsAEndanguTugsia
Tasusnnemdssannisninsunsszinneesda3alalaw 2019 Fufuadssfioddydiniugsnalaous
Aamnaniduanisluniaianndnonimaesyiuanig gnan waznisu3 niaifiasnmblauinsguas
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