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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 Region, and to create guidelines for developing a
model of the causal relationship of the factors affecting the excellence of the business. The
variables were service innovation, human resource development, service quality, and service
excellence. The mixed research was used for the study. The quantitative data was collected by in
depth interview from twenty key informants, stakeholders of hotel business and the quantitative
data was collected by a questionnaire from 370 hotel managers, and 400 hotel customers was used
collected total 770 people. The statistics used were the percentage, mean, standard deviation and
Structural Equation Modeling (SEM) by M-plus program was used for a structural equation
model analysis.

The research results showed that (1) the overall opinion of the hotel managers and the hotel
customers towards the service innovation was at a high level (X = 3.72). The six high rated items
of the service innovation were service technology (X = 3.76), employees ( X= 3.75) service
delivery process ( X=3.75), ambient ( X=3.72), support office (X = 3.67) and new client
interface ( X = 3.65) respectively. (2) The overall opinion of the hotel managers and the hotel
customers towards the human resource development ( X = 3.56). The four high rated items of the
human resource development were career development ( X = 3.57), individual development ( X =
3.57), organization development ( X= 3.5 6) and performance management ( X=3.55)

respectively. (3) The overall opinion of the hotel managers and the hotel customers towards the



service quality was at a high level (X = 3.87). The five high rated item of the service quality were
empathy (X = 3.95), tangibles ( X = 3.88), responsiveness ( X = 3.88), reliability (X = 3.85) and
assurance ( X = 3.82) respectively. (4) The overall opinion of the hotel managers and the hotel
customers towards the excellence of the hotel was at a high level (X = 3.72). The five high rated
items of the excellence were customer database management ( X = 3.78), service operation ( X =
3.77), service design ( X=3.75), service improvement ( X=3.72) and complaint handling
(X=13.69) respectively. (5) Regarding the causal relationship between the factors and the
excellence of the hotel, the findings indicated that the service innovation was related positively to
the excellence of the hotel. The coefficient of path analysis was 0.934. The direct positive
influence on service quality was 0.650 and the direct influence on human resource development
was 0.500. 2) Human resource development was related to the excellence of the hotel positively.
The positive influence on the excellence of the hotel was 0.027. The direct influence on service
quality was 0.234. 3) The service quality was related to the excellence of the hotel positively. The
positive influence on the excellence of the hotel was 0.023. 4) The service innovation was related
to the excellence of the hotel indirectly. The positive influence on the excellence of the hotel
regarding the service quality was 0.986. 5) The human resource development was related to the
excellent service indirectly. The indirect influence on the excellence of the hotel regarding the
service quality was .017.  6) The guidelines for developing a model of causal relationship
between the factors and the excellence of the hotels in the northeastern region consisted of
improving environmental workplace, preparing service officers and service process for the
customers, implementing active strategies for the services and technology application. The
researcher got a model of TEC PASSION. The model consists of technological option,
employees, career development, performance management, assurance, support office, service
delivery process, individual development, organization development and new client interface. The
model should be implemented appropriately to the hotel business based on the current conditions
of the hotel business for sustainable achievement.
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