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Abstract

To study the competencies of service personnel that affect work efficiency, and 2) To develop
strategies for developing the competencies of service personnel to increase efficiency and create
competitive advantage. This research is a combined method of research. Two sample groups were
used: 1. A group of 400 hotel employees who were responsible for providing direct service to
customers. The sample was randomly selected using a chain selection method. The instrument used
to collect data was a questionnaire. Data were analyzed using percentage, mean, and standard
deviation analysis. 2. A group of experts working in hotels who are responsible for setting strategies
for developing the competencies of service personnel within the organization, totaling 8 people, a
random sample group that does not use probability and uses specific selection methods. Data were
collected by organizing small group discussions. The data were analyzed by content analysis. The
research results found that: 1) The results of the competency of service personnel that affect work
efficiency in all 5 areas are: "Knowledge" has an average of 3.28, which is at a moderate level.
"Skill" has an average of 3.59, which is at a high level. "Self-concept" has an average of 3.63,

which is at a high level. "Traits" has an average of 3.65, at a high level, and "Attitude" has an
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average of 3.48, at a moderate level. 2) Strategies for developing the competency of service
personnel to increase efficiency and create a competitive advantage It can be divided into two levels:
Level 1 is the strategy that arises from the process of working together in the organization, and

Level 2 is the strategy that arises from the organization.
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Table 1 Show average and standard deviation of the level of opinions towards the competency of service personnel That affects

work efficiency in the "Knowledge"

Knowledge X S.D. Level
1. You have knowledge of various information about the hotel. 3.32 0.89 Meets expectations
2. You have knowledge in the art of hospitality and service. 3.44 0.90 Meets expectations
3. You have knowledge of the rules and requlations of hotel operations 3.50 0.93 Meets expectations
4. You have the dbility to communicate and coordinate. 3.34 0.90 Meets expectations
5. You have the dbility to solve immediate problems that arise. 2.62 112 Meets expectations
6. You have the ability to use a computer for work. 3.17 0.92 Meets expectations
7. You are skilled in using office equipment. 3.31 0.94 Meets expectations
8. You have the ability to provide full customer service. 3.56 1.02 Exceeds expectations
9. You can communicate in foreign languages. 3.18 0.96 Meets expectations
10. You have knowledge about tourist attractions near your hotel in order to 3.32 0.92 Meets expectations

provide information to customers.

Total 3.28 0.95 Meets expectations

AMNAI997 1 TEAUANHAATAUTIT A ANTTAULVBIYARINTATNINLENTT TAINAADUTZANEN N
Tn15¥i191 “AIUAING (Knowledge)” T@m‘aquﬁmmﬁﬁﬂg"fmzﬁumuﬂma (X=3.28 uay S.D. = 0.95) \{a
o ¥ a o o/ ! ! = & a ¥ ¥ ! d A
Ae9eaiIngN D ELIRTNAIFUATLLL WL mummmmmm"ﬁuﬂﬁ%mﬂﬁgﬂmfmfam\imel (You have
the ability to provide full customer service) ﬁmmﬁﬂﬂgefmzﬁwm (X=3.56 uay SD = 1.02) 9998IHIFD VITU
ﬁmwgmuﬂg suifay ?Jmm‘aﬂﬁﬂ’ﬁmuefﬂiq 3N (You have knowledge of the rules and regulations of hotel
operations) AAeAzegy uszAuUIMNa9 (X= 3.50 uaz SD = 0.93) uazuafiinedsupafigaAonius
ﬂ’J’WNﬂ"Iuﬂ‘iﬂT‘LAﬂ"IiLLﬂYﬂﬁiyﬂ’lLQW’]ZWH"IﬁLﬁ@ﬁ‘H (You have the ability to solve immediate problems that arise)

ﬁﬁﬁmﬁlﬁ@gﬁmzﬁumuﬂma (X= 2.62 waz SD =1.12)
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#5797 2 WAPIATRAY UAZATEITEUUNNIRTIIN 2BITEALAHARILTIIRDRNITNUYBIYAAINTANINLENT danans
UsransamTunisvineu “awrine” (Skill)
Table 2 Show average and standard deviation of the level of opinions towards the competency of service personnel That affects

work efficiency in the " Skill"

Skill X S.D. Level
1. You can use Thai to communicate correctly. 3.65 1.02 Exceeds expectations
2. You have a way of communicating that makes it easy for listeners to understand. 3.66 0.97 Exceeds expectations
3. You can communicate well with body language. 3.49 0.95 Meets expectations
4. You can work well with others. 3.67 0.96 Exceeds expectations
5. You can give advice and help co-workers. 3.63 0.94 Exceeds expectations
6. You have the ability to influence others. 3.61 0.97 Exceeds expectations
7. You have the ability to adapt to solve problems. 3.54 0.95 Exceeds expectations
8. You are skilled in using office equipment. 3.51 1.00 Exceeds expectations
9. You strictly follow the hotel's regulations. 3.62 1.03 Exceeds expectations
10. You can apply knowledge in carrying out your responsible work 3.54 0.97 Exceeds expectations

Total 3.59 0.97 Exceeds expectations

r . s e A v . -
A1NANTNT 2 sTAUANARTTINTITRDANTIANLEBIYARINTATWITNLE NS TiaenanaUsE AN
Tunnavinen “anwinez (Skil)” Tnasandaeizegiezdusnn (X = 3.59 uaz S.D. = 0.97) Wafiernsiu
. o Co ) L g e - '
F1LIBIBBIANAIAUAZUHNNIAT MuEHNsavineusaniurdulniuasneil (You can work well with others)
finuadeay wszdunin (X= 3.67 uaz SD = 0.96) 309an17e nuiasnisdeansiinlywaeilalaane

(You have a way of communicating that makes it easy for listeners to understand) # A 1taa Elﬂgljéfui:mvumﬁﬂ

v ! v !
a =

(X= 3.66 uay SD = 0.97) uazzafifianafsussfigafoniuainisafeansnaenieinig [pes19s (You can

communicate well with body language) ﬁé']mﬁ'ﬂ@ﬁmzﬁumuﬂmq (X= 3.49 uaz SD =0.95)
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UsrAndnmnTunnaineu “auarnAndiuAsfunues” (Self-Concept)
Table 3 Show average and standard deviation of the level of opinions towards the competency of service personnel That affects

work efficiency in the " Self-Concept "

Self-Concept X S.D. Level

1. You have determination and determination in your work. 3.74 1.03 Exceeds expectations
2. You are responsible. 3.68 1.03 Exceeds expectations
3. You are a punctual person. 3.65 1.07 Exceeds expectations
4. You have honesty and integrity. 3.72 1.10 Exceeds expectations
5. You are patient and tolerant. 3.63 1.03 Exceeds expectations
6. You can work well under pressure. 3.54 1.02 Exceeds expectations
7. You are a person with good relations. 3.57 1.02 Exceeds expectations
8. You are part of the good image of the hotel. 3.56 1.01 Exceeds expectations
9. You have a passion for service 3.59 1.07 Exceeds expectations
10. You are strives for constant self-improvement. 3.57 1.03 Exceeds expectations

Total 3.63 1.04 Exceeds expectations

4 " A - Al A
91NANT9 3 TLALANNAATIUA A ANTTONLVBIYARINTAININNLENNG AaINanaLseaNEN
o v - < ! o ' ' l o _
Tunnavinem “aupraAainfiaaiuaues (Self-Concept )” Tnagsaniinnadsagiuszsiunnn (X = 3.63 uaz
S.D. = 1.04) WafiersoniinanguaBaemnaiuAzuEWL MuRAHse fate Twnn9vineu (You have

determination and determination in your work) ﬁmmﬁﬁﬂﬁu‘izﬁumﬂ (X=3.74 uaz SD = 1.03) 904aNHAD

a

Wﬂuﬁmf]u%@ﬁmﬂq%m (You have honesty and integrity) ﬁmmﬁﬂﬂﬂu‘i:ﬁuu’m (X=3.72 waz SD = 1.10)

' '
=

¥ dld ! dl ¥ A a oo ¥ o/ yd
LACADVHANRIRYUDLVIYARD mummﬁﬂﬂgmmumﬂ?m WsINARUIAR (You can work well under pressure)

q

fandzegluazdulmnans (X= 3.54 uay SD =1.02)
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Table 4 Show average and standard deviation of the level of opinions towards the competency of service personnel That affects

work efficiency in the " Traits "

Traits X S.D. Level
1. You have a polite and polite manner. 3.66 1.03 Exceeds expectations
2. You are a smiling, cheerful person. 3.71 1.05 Exceeds expectations
3. You dress cleanly and neatly. 3.68 1.02 Exceeds expectations
4. You have a healthy, strong body. 3.61 1.04 Exceeds expectations
5. You are energetic in your work. 3.66 1.04 Exceeds expectations
6. You are a person with a good mood. 3.66 1.01 Exceeds expectations
7. You can position yourself appropriately. 3.64 1.00 Exceeds expectations
8. You are a humble person. 3.63 1.07 Exceeds expectations
9. You can provide friendly service. 3.60 1.10 Exceeds expectations
10. He places great importance on having a good personality. 3.64 1.05 Exceeds expectations

Total 3.65 1.04 Exceeds expectations

1 v '
p=3

MNANTNT 4 FEAUANHARTA SR aNTINLIBIYARINTATILLIENNT idananatlszAnBanTy
13711914 “ﬁyﬂuqﬁﬁﬂﬁﬂwm:ﬂﬁzéqﬁqqmm (Traits)” Tagisanfinnadees tusziunnn (X = 3.65 uay SD. =
1.04) illeRansasiiussanBasnadfuazimngen niiuasdsuen uasla (You are o smiling, cheerfu
person) fiAniadtag tuaziusIn (X= 3.71 uaz SD = 1.05) 30989KIAD NIHUAINIEAATA 13EUTDY (You

dress cleanly and neatly) ﬁmmﬁmﬂmzﬁuum (X=3.68 uaz SD = 1.02) uazreidAadsuaAigare Ny

fgpnin 579018 wdauss (You have a healthy, strong body) ﬁmmﬁﬂﬂﬂm:ﬁumﬂ (X= 3.61 uaz SD =1.04)
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#1597 5 LARIATRAY UATATEIWDENUNNIATTIN 2B9TEALANNARTINTIRABANITONELBIYARINTATKLENT TIaanans
Uszansnmiunisvinem “amuussgelauasiirmuni” (Attitude)
Table 5 Show average and standard deviation of the level of opinions towards the competency of service personnel That affects

work efficiency in the " Attitude "

Attitude X S.D. Level
1. You feel proud to work in this organization. 3.64 1.04 Exceeds expectations
2. You feel proud to work in this organization. 3.62 1.00 Exceeds expectations
3. Training helps employees perform their jobs better. 3.60 1.03 Exceeds expectations
4. You are given the opportunity to offer opinions for work 3.48 1.01 Meets expectations
performance.
5. Personnel in the organization are united. 3.45 1.01 Meets expectations
6. You have confidence in the knowledge and abilities of the 3.55 1.03 Exceeds expectations
organization's executives.
7. Your supervisor gives you good advice on how to do your job. 3.57 0.97 Exceeds expectations
8. Your workplace is safe for your life and property. 3.55 1.03 Exceeds expectations
9. The amount of work under your responsibility is appropriate. 3.57 0.97 Exceeds expectations
10. You received great help from your co-workers. 3.57 0.98 Exceeds expectations
Total 3.48 0.97 Meets expectations

9InM19197 5 ifz@"]’umwﬁmLﬁuﬁ'ﬁ@i@ﬂmmummqmmﬂ‘aﬁym\imu%ﬂﬁ finananatlszAninm
Tunnsvinens “amussgelauasiimnd (Atitude)” Tnesanfianiedenglussdusnn (X = 3.48 uaz SD. = 0.97)
i ofiesouniusneaniFesmaddunzumnun naugangalad tnugiaesluesanst (vou feel proud to
work in this organization) ﬁéfmﬁﬂ@gsﬁmzﬁumﬂ (X=3.64 Uz SD = 1.04) A9AIHIAD vﬁwgﬁﬂgﬁ%ﬁvf@?
Uﬁﬁﬁmu?wmﬁﬂﬁﬁj (You feel proud to work in this organization) ﬁﬁﬂmfﬁlﬂﬂﬁu‘j:ﬁuum (X=3.62 uaz SD =
1.00) LLﬂzﬁyﬂﬁﬁﬁﬂLaﬁﬂﬁﬂﬂﬁqmﬁ@ qﬂ@ﬂﬂ‘i?um ANsf A HaIT AR Y (Personnel in the organization are
united) finnidsogyusziuLunas (X= 3.45 uag SD =1.01)

i’mqﬂﬁzmﬁﬁ' 2 ﬂ@Qwﬁumﬁﬂ’mmﬂmﬁaummqmmmﬁymmuﬁmﬂﬁﬂLﬁuﬂﬁzﬁw%mwum
aaannlaFenlunisueds wesenlaiiy 2 s:iu Tnasedudl 1 iunagrsiifiniueinnszuaunns
URsusaniuluesans Seuuseanidu 12 Ussifiuges Taun nnslaszunfiaes nnafnufiRnasniainem
934 MaRmLHanani naimsAsAngnssrzdu nnatnanaiuiuiessingudnis n1eranenans
galalwmiisuAnray nsaaEnussnATunaREIYARNAIW Nslassuuie wiasien nalyAyn
Bavan n1alalpNIAAENSUAAIBDNLAZUAAIATINITIL NNTRINIATHKNIEATENITADETS LAENTTANgIY
PN 9207 2 unagvefifneinasans Ssuweanidu 4 Ysnduees Taun vntiwinenafiunauge

Tunnavinem vinbminemfiuewas vlunsinsnadingaiaaues uaz vinlminemadiumsneeeenues
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Figure 1 Compositions to create strategy to develop & enhance the capability of the hospitality personnel and create competitive

advantages: 3-5 stars hotel within Nakhon Pathom Province.
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