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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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Literature Review

Defining Conceptual Framework

Supply side

- Perception toward Thai
Hospitality

=~ Service Design with Thai
Hospitality

- Service Delivery Process
with Thai Hospitality

4 sectors of Hospitality Businesses

Qualitative Method

Methods Tools
In-depth Semi-structure
Interview Questionnaire

Demand side
Customers/Clients

- Customer’s perception
toward Thai Hospitality

= Customer’s
experiences derived
from service delivery
with Thai Hospitality

Data Gathering

Qualitative Method

Methods Tools
In-depth Semi-structure
Interview Questionnaire

Observation Check-List Form

Semi-structure
Questionnaire

Focus Group

- Thai Hospitality Characteristics
- Pattern of Service Design with
Thai Hospitality

Observation

Observation
Form

Content Analysis

1
1
1
Descriptive Analysis :
1
1

Customer’s perception
toward service design with
Thai Hospitality

Output

Pattern of Service Design with Thai Hospitality
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2.1.1 ASZUIUNISUINNS (Service Process)
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A1 “nszuaums” Teevhlumneds “BnnslagiilfiAenswasusuainingdu
(Input) tidng wawdn (Output)” mnuilugsfasiiudesdinaiunuand lulunssuiubude
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A service process according to the UST

- Body
- Mind
- Information
- Belongings :
service transformed
Suppliers — (transformation) customer customers
Process inputs | Ml process inputs

Adapted from (Sampson, 2001)

WHUNIWT 2 Unified Service Theory

fian; UszgnfaIn Sampson, S.E., C.M. Froehle. (2006)
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2.2) dwounnAn (Deliver Value) iutumeuiigiusnsnufiugsuuinisiiiods
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2.1.3 ATEUIUNITIDNKUUUINT (Service Design Process)
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1) 199NUUINs I TIudUAT (Look at your service as a product)

2) Tauddnyiudsslesivesgliidundn (Focus on the customer benefit)

3) Lsﬁﬂﬂag”luiaﬂsuaﬂ@ﬂ% (Dive into the customer world)

iy wesliiunnlug (See the big picture)

5) aamwuﬂ%ﬁumizﬁmmﬁﬂ% (Design the customer experience)

6) genuuUBIAUsENoUTiNaiulfveasuUINIS (Design a visible service evidence)
7) ﬁﬂﬁ%ﬂﬂﬂmﬁmiﬁqmaﬂﬁqm (Go for standing ovations with your service)

8) #5719 mmigﬂuﬁ%ﬂﬁjuﬁ (Demonstrate flexible standard)

9) a519MauATTIn (Create a living product)

10) 1AUNIzhe3asu (Be enthusiastic)
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Phase 3: Reflection & Implementation n15u1kuIAnlUnaaeuwazyifasze
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(Experiential Marketing)

2.1.4 M1399AT19855AAMAT (Value Co-Creation)

<

Wuskwifianisnatngaludildunissinasienaei (Value Co-Creation) 911w

(%

Usglovdiaunilnusnisuay N'ﬁ‘U‘U’iﬂ']ﬂU'ﬁULLUUﬂ']'iI%V]'ﬁWEJ’]ﬂiSUENLLC‘]ﬁ BhEJLWE]'i’J Nﬂua’i’]\‘iﬂmﬂ'l

Y

v s

riunalnufduiusnisuinisuaznisiions dagfuuimsegdeadsuaniunimain Passive 1oy
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ANUAIUITOVRINU (The joint creation of value by the company and the customer; allowing
the customer to co-construct the service experience to suit their context) (Prahalad,C.K.;
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2.1.5 9iiAdUIN1S (Servicescapes)
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QIiEIUSNT (Servicescapes) dawafan1ssuiAmnmnIsUINIsRgmandedllla
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(Spielmann N., Laroche M., Borges A. 2012; Lee, S. 2011; Ingrid Y. Lin. 2004; Bitner M.J. 1992,
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Types of Service Organizations Based on

Who Performs Actions Within the Thyslonl Complexity of the Servicescepe
Servicescape Elaborate Lean
Self-service (customer only) Golf Land ATM
Surf ‘n Splash Ticketron

Post office kiosk
Movie theater
Express mail dropoff

Interpersonal services (both customer and Hotels Dry cleaner
employee) Restaurants Hot dog stand

Health clinic Hair salon
Hospital
Bank
Airline
School

Remote service (employee only) Telephone company Telephone mail order desk
Insurance company Automated voice-messaging-based
Utility services

Many professional services

fan: U'ﬁsqmﬁmﬂ Bitner M.J. (1992) u.59
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2) nMsInanImiuiLaznisldanu (Space, Function) nunefis 35n159n39gUnsal
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2.1.6 3nUzng (Touchpoint)
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Nnduluwiazd I ugaUsneALAneeiu” (ServiceDesign.org) 3nUevy Felldezisnisnuriu

seniaggliuinisuargnd dslunisiuuinisudazadgnénaslddudagausmgensgauduma
U3N13 (customer journey) (Clatworthy S., 2011, ¥.15) 91NANUNNIBU19AU F901ana13L097 90
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(“Touchpoints include the physical environment in which a service takes place as well as the
tangible commodities associated with it-a package that we call “the servicescape” (Kyongsill

L., Kyung-won C., Ki-Young N., 2013) 630gUugIuAnfdn 1s1a1u15aeeneuy “9ndsne” Lty
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PHYSICAL ENVIRONMENT
& TANGIBLE COMMODITIES
Designable touchpoints

Most physical environments and tangible
commodities met in the service journey

are designable. Interactions are also subject

to design.

VIRTUAL INTERFACE
Designable touchpoints

Interfaces at ATMs, kiosks, websites,
and mobile apps are designable.

SERVICE PERSONNEL
Designable touchpoints

Uniforms and name tags of service-
providing staff are designable.
Non-Designable touchpoints
Interpersonal skills, attitude,
knowledge, and skills about the
service are not designable.

wHuN A 5 Inusngieanuuuldwavesnuuulile

fian: Kyongsill L., Kyung-won C., Ki-Young N., 2013
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“InuINT” gndau (Myara)RliuInis gusuusnmsvzegnen
2.1.7 3au3n1T (Hospitality)

Oxford Quick Reference Dictionary (1996 4.424) H4814AITURNIEUDIATIN
Hospitality 31 nsfeuiudeauduinsuazanndons wasiieadsarusuddlaliuundan
LBounsoAuulanniii (friendly and generous reception and entertainment of guests or
strangers’ or ‘kindness in welcoming strangers or guests) LguLA81u Collins Concise English
Dictionary Plus (1989 w.604) #ilmnunungliaenadasiu The Oxford English Dictionary (1970
405) 91 “hospitality’ e nisdseurionisiunulunistinisdeusuiilianududidla de
dawea faeaufan Mequain uagudeu nmsfuivinsildfinistydAnunuieuay
ANANYALTDITAUINISIWLALITU Hepple, Kipps and Thomson (1990) laasunenmdnuusved

“UINT” Wise “Hospitality” Alaarnnisnumivissanssulaun
<, Y] ! Y v v a = ada o w a v a
1) 1 JUNINUNUTENIINIIUIULAZHUNE DU TILAUNIUNIINNDEDIAELAL

2) Huesweslfduiug srufenisiieaiudussninsdliuinisuazdFuuinis
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3) Wudrunauvesdindudaslanazdudasluls

a) WIUIUTALATINNITUSNNSNDINS aUA8AUUADANY AINAEAINAUIETIIN G

AewaLNI9ha

Brotherton &z Wood (2000) 83uneaumnunevesdnuinisin iunisdnlugua
9 Y - vasa das | v o o a4 A =
dnnisfuyaraieliddinnaTy wu n1slasunnn emswazasenu Turaen Powers (1995, u.
461) BFUNLAMUNUNILVRRAVINITIULNVDIYUVIAINGILITIN “TRUSNTAnTLIRILAEANAIY FD
M IAves i UIIRNLAZ R TUARUAUN SR A YsY " Wattanacharoensil iU Kobkitpanichpol
uaz Chon (2014) Anwidadnuinsluyunesvaaefouazlalinnumnevednuinisn “Wunin

v Y £ A = )
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Carol A. King (1995 1.220) lalvianumanevesdnuinislidn “msvinligunigeusan

iilouegUnu (Feeling at Home %38 Home-like setting)” @awwiAnil gnirunldiaunluidnuinis
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