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Abstract

The research aims to investigate Thai Hospitality applied in developing service delivery
process. The objectives are 1) To explore Thai Hospitality characteristics from the
stakeholder’s perspective 2) To study the servicescape design and service delivery process
with Thai Hospitality of the service business 3) To suggest the development of customer
experience creation and service delivery with Thai Hospitality. The samples include 72
managers and entrepreneurs who in charge of service delivery process in Tourism and
Hospitality Organization (Hotel, Food and Beverage Service, Tour Operators and Health and
Wellness Centre) were interviewed face-to-face, 4 rounds of focus group discussion with 113
participants and 115 customers were triangulated with the on-line questionnaires. Data
analysis was done by content analysis, word analysis and descriptive analysis. The findings
explored 6 characteristics of Thai Hospitality composed with 1) Compassion 2) Caring 3)
Culture 4) Compromising 5) Courtesy and 6) Competency. These characteristics were delivered
from service providers to customers through service personnel, servicescape, product and
service process. Besides, the service delivery process can be done through 3 Cs strategies, 1)
Customization 2) Co-Creation 3) Corporate Social Responsibility. Additionally, to create
customer experience and it delivered with Thai Hospitality, it is suggested that Businesses
should propose 3 strategies: 1) Deep understanding their customers 2) Creating exclusive
experience 3) Caring for customer relationship management. Therefore, some evidences from
empirical study can be applied for enhancing service quality and for increasing competitive

advantage of the Thai Tourism and Hospitality Industry.
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