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Abstract

The purposes of the research were to analyze the causal relationship of the factors affecting the
excellence of hotel business in the northeast of Thailand, and to create guidelines for developing a model
of the causal relationship of the factors affecting the excellence of the business. The variables were
innovation in services, human resource development, service quality of, and service excellence. The
mixed research was used for the study. In depth interview was used for the qualitative research and
questionnaire was used collected the data from 385 hotel business executives and 385 customers for the
quantitative research. The statistics used were the percentage, mean, standard deviation and Structural
Equation Modeling (SEM) by Mplus program. The key informants were twenty stakeholders of hotel
business. The research results were as follows.

1. The results showed that the average use of technological innovation in hotel services of the
executives was at a high level. The average use of technological innovation in the services, service process,
physical environment of the hotel officers was at a high level. The average use of technological innovation
in interaction with the customers of the support officers for the services was at a high level.

2. The study showed that the average human resource development of the executives was at a high
level. Four high rated items of the human resource development were individual development,
organizational development, professional development and result management respectively. Additionally,
the findings showed that the average development of the customer service officers was at a high level.
Four high rated items of the human resource development were individual development, organizational

development, professional development and result management respectively
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3. The findings indicated that the average quality of the services was at a high level. Five high rated
items of the service quality were taking care, image, response, trust and confidence of the customers
respectively.

4. The study showed that the average excellence of the services was at high level. Five high rated
items of the services were database management, standard-based operation, service design, service
improvement, feedback management respectively. Additionally, the average excellence of the customer
services was at a high level. . Five high rated items of the services were database management, standard-
based operation, service design, service improvement, feedback management respectively.

5. Regarding the relationship of the causal factors and the service excellence of the hotel business,
the findings indicated that 1) the innovation in the services affected positively and directly the excellence
of the hotel business. The coefficient index of path analysis was .018. The factor affected positively and
directly the service quality. The coefficient index of path analysis was .081. The factor affected positively
and directly the human resource development. The coefficient index of path analysis was .0957. 2) The
human resource development affected directly and positively the excellence of hotel business. The
coefficient index of path analysis was .0973, and the factor affected positively and directly the service
quality. The coefficient index of path analysis was .101. 3) The service quality affected positively and
directly the excellence of the hotel business. The coefficient index of path analysis was .030. 4) The
innovation in the services affected indirectly and positively the excellence of the hotel business. The
coefficient index of path analysis was .024. W& 5) The human resource development affected indirectly
and positively the excellence of the hotel business. The coefficient index of path analysis was 1.022.

6. The guidelines for developing a model of the relationship between the factors and the excellence
of the hotel business in the northeast of Thailand consisted of improving physical environment, hotel
personnel development, interaction with the customers, creating active strategies, teamwork, connection
of working process and application of technology for the services.

In conclusion, the author has got strategies of TEC Passion for the excellence of hotel business. The
strategies consists of technology of the services, service officers, professional development, result
management, confidence, includes, support staff, administrative process, individual development,
organizational development, and customer interaction management. The strategies of TEC Passion should

be implemented appropriately for the sustainable achievement of the hotel business.

Keywords: Innovation in services, Human Resource development, Service Excellence
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Ala-aualsdusius (Y2 / df fawviniu 2.202 CFI &
ANYINAY 0.981 TLI fAvinfy 0.976 RMSEA Hdn
WU 0.056 SRM fiALiAU 0.062 dinlunaauns
lassaHradaduresfiininudinisusuaesnnqesiu
Toyadsuszdny uansin seusuaunAgiumdniin
lnamungufaenaseinauniuiuleyailieuszdny
Welfiansnan Ala-aunad (12 Sdnsinfu
687.313 aaAndasy (df) dAwviniu 312 agnadl
odAgn1eana (p - value) fA1vindu 0.000 Arla-
aupasduus () %/ dn danvindu 2.202 CFI flan
Wity 0.981 TLI dewviniu 0.976 RMSEA fidwvinfiu
0.056 SRM fAwviniu 0.062 @
NANSNAFDUALNAFIY WU
anuduiudidsaunauestadiidsmasioniy
Wuldanianisuinisvesgsnalssusuluain
nrTueaNduuniloveuinis nuasnnded
naunduiudeyaidausedng wud winnssuusnisd
dndwanismsadeuanaeanududanisnisuinig
gafalsansy egedifodrdgmisadfisedu 01 fld
duuszAvdidunaniiiy 018 f8vswanmsadauan
AEAMAINUINITVRIGIAALTITY agelidpd1AgNg
addfisesu 01 Ineflenduussavidumainty 0.081
LazuINNTIUUIAIT LBNTNANIATATIUINGDNT
WaumMIngInuywdvesgsnaliwsy agraltudAny
msadfiszdu 01 Tnedadulszandidunaviaty
0.957
NSNAUIMTNYINTUYWETBVENAN 1A THTIUIN
soauludaniinisuinisvesgsnalsausulunie
nyupenidsanile sgnsdiveddayneadffisedu 01

a a

Tneiipdulsz@nsiduniaminnu 0.973 uaziidnsna
NNATAFIVINADAUNINUINNTYRIGINILTINTY BE1ad
pdAgneatanszau .01 lnedaduuszansdunig

WinAu 0.101

8
AunNUINsIiBvSnamewmsadsuansennudy
Wdeni19n1susniseesgsnalsansulunin
ayTuponidvaunie sgndituddymadfiiszsu .01
Tneflendudsyavsidumarintu 0.030
uinnssuuinsiidvwaiiiuaivnmsdoinds
windeAududaniinisuinisvesgsialsasuly
Aenziueenidgunile lagr1udunIsuaa N
U3n1s egafideddynisadffisedu 01 taedian
duuszAvsidumaniniu 0.024
nsaumingnsuyudlisnsnalusuidu
awandaudauinsenududananisuinisves
gafalsusy lunmengiusenideanile lneruduns
fuamnImuIng agaiitedrdyaaifisedu 01
TneflendudssAvsidumarinty 1.022
7. HANMIFAATIEAANTNUINRBUAUTURUTLT
auvgvesiladefidmwadernuiiudavesgsialsas
Tunanzusanieanie
7.1 uInnTIUUINITTINALTWTUHUTU5A D9
Arilsiaanimuandennisnienmnieaniud n1s
panluUANUAIas N uadealsau ninaugy
usns danunieuuazanuaunsatunisiiuinig
finszurunsliuinisia fnmsliuinseesiesindiu
duleduazuoundiadu iioaduazaanuas
Usendaniaiuigndn dmsufjduiusiugnen wavidn
wialuladiieadeunllunsiamuning
7.2 A1UNISRAUINSNEINTUYRE Tn15019
Wanseyana WiloliuinuysuazUszaunsainig
Uinmsitariegndn fnsiineusuuasiauniineu s
Uszifilunan1sufiaauiienseduliniinnuiining
48U uarUfURmihfidaseuiufioveu uaznisiau
23An1s finsuiennaluladuazlusunsudniaguidn
wilglumsuinsau
7.3 auamuinislsusudasiulunsliuing
o8 1sdonsauazliaruiulalunisuinisieauss
Anudean1svesgnin nszdedefulunisienlaldiiie
asemnudseiiulaliungnén
7.4 anududanianisuinig Insiudeya
aneufiethlugmsimuafiamslunisuinsgnéuay
Wawinweninauganududalunisuinisedis
soileq
8. nan153veldlunalvduuszyndldily
sULUUIMA Wimdu (TEC Passion) ttel#idunsufoa
ielvAan1svesssfalsansuilaseaireuinnssy



UINIThagNITHAILINSNeInsuywdNTiuseansain
wazyinligsialsssuatusaaniuaussay
AudsausTainguszasd fal

Technological Option Employees

Career Development

Putme Ameet Sueviee sopporr (] o P o— New Caent
Mansgrment Demery omet Deveopment [— e

.....

uWKUAINT 1 A wivdu (MODEL : TEC Passion)
i naden mdni (2561 : 301)

8.1. waluladlunisliuinng (Technological
Option) 1unisiumaluladfiieadeanldlunis
faunuimsthduiidesnsvemainund iy

8.2 winauglAuIN15 (Employees) niine1u
uinisgnanlviinaiuaraInauly daunsey
ANuansalumsiusnisgnm

83N 1TWW UId1881T W (Career
Development) nsiaLyAangiietieliosdnis
aunsafsyaainsisianuansagadinninny
Tunnu

8.4 N5UIMsHan1sU TR (Performance
Management) nswautkazlgssuun1suseiiiuna
nsUftR Wensedulindnaudauudu uaz
UFtAnthiidheanuuRaeu
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