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A Competency Development Model for Hotel Personnel:
A Case Study of the Zign Hotel Chain

Pannapat Puvanont' Duangduen Chancharoen®
Krisda Tanchaisak® Narat Wattanapanit®

Abstract

he research article objectives were (1) to study the conditions and needs for developing
Tperformance competency of the staff of the Zign Hotel Group, (2) to create a model for
performance competency development, and (3) to assess the model of the performance com-
petency development. The research consisted of 3 steps. Step 1 fulfilled the first objective
through conducting in-depth interviews with 24 hotel department heads. Questionnaires were
also used to collect data from 692 employees. Step 2 was the development of a performance
competency model via Exploratory Factor Analysis (EFA) with Equamax rotation to extract the
related factors. Step 3 was conducted with nine experts recruited to assess the created model.
The research findings were threefold. The first finding revealed that the hotel considered
personal development as a necessity, and thus set a plan to uplift operational knowledge and
skills among the staff by organizing internal trainings. The training plan aimed at promoting the
staff’s continuous learning and multi-task ability. Monitoring and evaluation were also
continuously conducted to yield feedbacks for further personnel improvement and development.
The second finding indicated four skills derived from the factor analysis: Human relations skills,
cognitive skills, operational technical skills, and personality skills. The finding in this step was used

to develop the competency development model.
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(eigan value) AMUUSUTIY  vasAunUsUsiu  awds  dausznau
1 22.620 53.858 53.858 12 .509-.680
2 1.700 4.048 57.906 10 .518-.745
3 1.182 2.815 60.721 10 .536-.655
q 1.040 2477 63.198 04 .516-.808

JUAUTUSINAT AN = 63.198
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50 Juld
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Tunstl sUwvumsRmuanssourlun1sufon
NUBBIYAAINITRARIILALGITEUUTOINTAWN
yaang tnedduneudall

1. Input Ae Yeyaaninuazlgynilunis
WAIUNANTTOULVRIYARINTIUBIANT LaZAIY
ADINTVBIBIANT

2. Analysis A9 nsdaasIzan ndgmnay
ANHABINITVDIYARINTLUBIANT LaedTiATIEn
29AUTZNOUITNENT27 (exploratory factor analysis)
MYULNUIETS Equamax WagnuasAUseneay
vouinwy 4 ngu Ao (1) vinveruuyweduius
(2) vinwgsnuauAn (3) sinvgsumaiianig
UHURNY way (4) inyeauuaanam

3. Process tguuuunsimunaussougly
sanuuulasINsHneusy Waunlasinisineusy
nsasiunsEineuse Inedsmsaeuau/iseusily
NUMIYUILUIT MITEUIMEAULLT N1TIARN
auUTUMElULAZA1EUDNBIANT UarN1TANYIAIY

4. Output Usellung AnIsuLasRnAUNaNTS
UFtReuvesyaansildFunmsiamuas iUl
vinwglunsuiRa
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11eg9lsiinldegetu ludinsusuldsuds
Y a = =1 a ] a
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WisuLieu
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