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Abstract

This research based on the concerns that the ASEAN Mutual Recognition Arrangement
on Tourism Professionals may de-differentiate the service delivery in the tourism and
hospitality, Thailand. Therefore, the holistic aim of this research is to analyze and synthesize
the distinctive hospitality competency for development of tourism and hospitality personnel
in Thailand. This research adopted the mix methods as the major research approach. The
samples are tourism and hospitality entrepreneur and instructor and experts in human
resource development. The researcher conducted in-depth interview with 80 informants,
opinion survey with 196 informants and 4 times of focus group discussion with 176 participants.
This research’s data analysis process used content analysis, word analysis, thematic

development, descriptive analysis statistics.

The results from this research identified 46 Thai hospitality competencies which can
be divided into three groups: biz savvy, people savvy and self savvy. The first five most
important competencies ranked by the research informants could imply the needs of tourism
and hospitality entrepreneur in developing the honesty and ethic, communication skills,
problem solving skills, image and mentality of professionals, and working as a team skills for
their employee. According to the informants in this research, attitude toward oneself is the
most important basis for competency, followed by practice skills and the least important to
them is knowledge of theory. Besides, this research reveals spiritual Thai Hospitality
competency in 9 terms based on Thai cultural value which are delightful mind, Thai courtesy,
generous, considerate, respectful, empathy, never mind, honest and sincere, passionate.
Results also show how to transfer or create hospitality competencies in two phases. First
phase is the phase prior to workplace including family based, juvenile based and bachelor
based level of transfer and also the recruitment of employee. The second phase is in the
workplace. There are three levels including the elementary transfer of competency or the
training, the intermediate transfer of competency or the coaching, and the advanced transfer
of competency or immersion. The latter one consists of five approaches which are the owner
as the role mode, the hospitality leader development, the service-profit and happiness chain,

the organizational culture and the religious based and CSR activities.

Keywords: hospitality competency, human resource development, Thai cultural value
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with others) 12. 23914 (Sincerity) 13. 1a1swusginel (Respect for tradition) 14. luinansersual
(Moderation) 15. A9 UAUBIABAINADINIT (Sense of belonging) 16. THUTN1T819% U299
(Promptness) 17. Snwntinle Andielagnen (Prudence/careful) 18. fiauda laieand (Humbleness)
19. §97u 1usu (Pragmatic/practical) 20. @wnsapiuauawedla (Self-discipline) 21. fixnsym

[

$innnazmeiz (Courtesy) 22. agfiuanIun13aia3e (Down-to-earth) 23. 1uling (Friendliness) 24.
UFudadniuaniunisel (Adaptability) 25..071aldaua (Caring) 26.5¢ 14738191115 (Calmness)
27 shaeehaiinugy Uoyful) 28. fila (Kindness) 29. Uswilusvuey fosfifered (Tolerance
of others) 30. TAuIn150E198LULLNY (Formality) 31.9§in'auﬁ’w§§u1§f (Harmony with others) 32.
S mthiuuinig (face) 33 annanasmdeileungiisurasnnnin (Power distance) 34. and

{]Jﬂ (Personal connection or

Cafle

s18ari8ynveIgna(Personalization) 35.1MeAdnsiuau

networking) 36. aua lvin31uLA13nEe171a(Veneration for the older) 37.nanidganinudaunds

(% [ b4 [ [ v s

(Avoiding confrontation) 38. Tiaaud1ftyiunsastauas SnwANUduRuSULTUUINT (Attaching

o

importance to long-lasting relationship rather than gain)
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Na1709AUFUNUSVOIEUINGINTT LWIAR Neuia1eq MbuesAusznaudifsy (fundamental
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2.1.1 A lumsasrwinsgsndnlugaamnssunisvisuiisuazuinisvasuszma
Inguazondeulutagiu

Tuthagty  Usemalnemdaundylymanuamnsalunsudstudisnag ndeyaluseny
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a A
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31Uy JUsznoums uag Jluinis lunfeuiu (nsensremsvieaiieiuazivn, wi 30)

NSNAUIYARINTIURRAMINTTUNTYIBUNEMATUSNT Ao lladladansendy  “u1nsgu
TN W3 “UnspIue1Tn” Tuseauues World Tourism Organization and International
Labour Organization (2014) N&@13914N115319971%4 (Employment) Tugnaivnssunisvisaiieauazns
a I | A a A ! [ . A
UINstan 91 eeEvnIsuMvisaieIuaEn1susNs 93U Labor-Intensive Industry 3®

Ao & o ] S A 1Y) ¢
geEmNTINddussuyeAaldud N yaaInsiugnavnssuNsvisuieIRensnensuyYd
wasidugudnansveafanssunmuatugaavnssy  Wuussluidouanamnssunnagdin sy n1s
UM TNNITIBAE AT UINITTIFBIATUINTFIUN TV LAUORE AN
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gousuTAuandRtnInTn  Tussdvendeou  way  ulsuiglunisndndadinuasiniuiunaing

gRamMnIsuNIsesieIuazuInIstulsemelng Jazeiuneluiemselull

2.1.1.1 11955 INNTHRLNEINTennateauTUTIAMANTRTA TN AN LT
nsANsIausdmTUgRaImMnIIINMIiBaTieIkarMsuIMstulsemalne - lasudnsna
a Y Y ~ ) a ' =~ ) a Py
NANUNY8UNTES 1AL TUsUn TR et uYaIaIANU SEN T RLLeanE YD NEYgLS 158
gy lngawdeulamrualilsemeaaundn Janusiudlslunisimunainuaiuisaluniswiaunu
giinedu  dnisensgduiasgdndmanenguendnluendey  waimwnludennassiudu
) wa a N v ] P a vy vaad & a Y o o vy
gnsEAUANALURUAaINTIVITNAUNMYBANgtonTeulvitiauauTindungousus i Jala
wiuraulutonnassiniuitmenissensuguaudiyaansiundnsunisiesdisrsndeu  (ASEAN

Mutual Recognition Arrangement on Tourism Professionals) wie azi3ungelufitiin ASEAN MRA

ASEAN MRA Rgntaslaonsafumnumetsniunsmunuussuiivinuginendou  Lie
deasunslaEiniausenuy  vlEmsienuLssnussUsema  (Foreign  workers)  (Julule
Tneavain Bnivazdieidenentamnsuiawaaunssny wasidou (Bridge) ATULANANINSELTIOUY
YoansanuluUsemaaBnenden  (Fukunaka,2015) MRA luen@uu AsaUARY 8 01TW LA

UINITIAINTIN UTN1IAINEIUIE UTnsaanUnenssy Ueyd n1sinmd Aiunuwie wagn1svioaiiien



d93U ASEAN Mutural Recognition Arrangement on Tourism Professional 38 MRA
Tourism ASEAN 1 lﬁﬁwmmmaaﬁuﬁﬂ@qmm Usewelve Tuuil 9 NOAINIYUY N.A.2555
(Fukunaka, 2015,p.3) seustfuifuiduduan anrfusimunypanTnIsienilen nszMTasnIviediien
warfn SunmhillumsmassunisiausazeenenseaziBonvosaussouzlszsdiumia Tuawn
A15159USY 4 UNUA 23 FWIALIL E1UINTTeniien 2 WU 9 FUMLINY SIUVIMLA 6 uRun 32

ANLLAUTU

a v

FIEALLBUAVDININTFIUANTTOULIWIVTN dmSuNIneaiieIn gy Heedl

A1UIN5L5IUTH ATOUARLAMLMUNIIU 4 UHUN TAkA WHUNEIUVET wunuitu bNWnNeImng
(MINANDWNT) ATUHUNDWMNTUAZLATEINY SMSUAIVINITYIBUTET ATOUARNAILILIIY 2 LHUN

oA waungsfadied wagwaunu3msgshadnie)

Tuwsiazau 9zds18NITUINTFILANTIOUS 3 FEAUMBTY AD aussauzan aussausinly
Y a a < a 1 o 1 = v Yo
wazaussaurnunig Masluneazideavesusavsumnisnuluwun daupainslussdugdanis
wazninauaziisensaussaugauntinnuInn i winnuluseauufung dmsvaussous
MUY %39 Functional competency Hu fiswazidunuangosiuanasiululsazsumualy

YIUIN

A1UINNSLTY LATENVINITNDNNT LANWULYDIFNTIOULMANTIUNY 5 UTENS UBNINY
AUTIOULI LUV ILAALAILNUIUIZTNYaLLDANAANYARINUTEIN9ED9E19IN T LNE9LADI9RY

1nnteenenu Ul uLAazwELN

A1519 1 8UT5AULUAN (core competency) wazaussauznaly (Generic) Ay ASEAN

Common Competency Standards for Tourism Professional)

Usznnaussaue N13139633 N15via9Le"

Core competency Work effectively with colleagues  Work effectively with colleagues
and guests and guests
Work in a socially diverse Work in a socially diverse

environment environment



Usetnngussauy

Generic Competency

*only food production division

*only food production division

N1515905Y

Implement occupational health

and safety procedures

Comply with workplace hygiene

procedures

Maintain hospitality industry

knowledge

Communicate effectively on the

telephone

Promote hospitality products and

services
Perform basic clerical procedures

Use common business tools and

technology

Access and retrieve computer

based data

Develop and update local

knowledge

Manage and resolve conflict

situations

Speak English at a basic

operational level

Perform basic First Aid

Procedures

Clean and maintain kitchen

equipment and utensil

nNsviaaiien

Implement occupational health

and safety procedures

Follow safety and security

procedures

Develop and update tourism

industry knowledge

Communicate effectively on the

telephone

Promote products and service to

guest
Perform basic clerical procedures

Use common business tools and

technology

Access and retrieve computer

based data

Manage and resolve conflict

situations

Speak English at a basic

operational level



Usetnngussauy

*only food production division

*only food production division

*only food production division

*only food production division

*only food production division

*only food production division

and food and beverage service

*only food production division

*only food production division
and food and beverage service

division

*only food production division

*only food and beverage
service division and both of

travel division

*only food and beverage

service division

N1515905Y

Prepare and store food in safe

and hygienic manner

Apply basic techniques of

commercial cookery

Apply standard safety procedures

for handling foodstuffs

Organise and prepare food

products and meals

Present and display food

products

Receive and securely store in-

coming goods

Receive and store kitchen

supplies and food stock

Receive and resolve guest

complaints

Read and interpret basic

directions and/of diagrams

Process a financial transaction for

services rendered

Provide a link between kitchen

and service area

nNsviaaiien

Process financial transaction



USLANENITIOUY N1515905Y nNsviaaiien

*only food and beverage Provide food and beverage
service division services

*only food and beverage Develop and maintain food &
service division beverage product knowledge

Wares MRA Tourism ASEAN agvilifwausi® ..2559 Huduly aatunisfnwuasaniu
Usgnounis aganinsaueseaviBunaussausaina limwmdnansuwasynansta s3u8anis
\ndeuhsussnudnumsviendisaluendsuazazanuazantumerlunsiiisuiAsndinisinuuas
AnaniRusanuIndy agndlsfiny usih ASEAN MRA azimunduiieduasulmiannissasay
@¥nINT0e Inter-Regional Licence for Labor WinszuIun1sianan Mudeyiumnuyinmenale
Uszns Inslamnz maudlungszdeuneumanisngmnefiazfulssnuinalsemaeg e wiaz
UszimadsnsBatiengszidouineg 1wy Tulssmaniade wasiaulud Jseilsadeuidnsluns
oonluaygPLIsIUiIUssATasiesn  o1anantlddn ASEAN MRA lalldiAntundeusuns
#4133 Free movement of people WAlaUDE19 MRAS U84 European Union %39 Trans- Tanmanina
MRAs ( Australia-Newzealnd) Tuvaziiuszimaaundn EU annsaifumslunsginstueendiladl

WIUUAUNNNTFUIUMTI LTS ASEAN Samsagnglangszideuiisnisidiiiesey (Fukunaka, 2015)

]

uenani sfilyvguassadug Tumsaiaiussnuendeu Wy Munamenw amgay
AaAoaluNIUgIUMNNUTIMILTINUAENR LAy Wsanuviesdy nnsuidevaniindn
animnisy @eUin wwmedn  sdundusiifermundusivesnstunsdeuiililagdeiu
9UPU  Fukunaka (2015, p.10) 19A191 “...\What is more, even if a professional is registered as

an RFA in a host country, it does not ensure access to the labor market”

NAINN3ANYIUEY Fukunaka Masuuszinuddguaanisly ASEAN MRA 91 faudizding
UszavgUassauazmnuyinmelunisinuild ws ASEAN MRA azlunseulaeninsiianunsaviiliie

NsALIYRINITIANANY TN WTEY LasimuIAMAMYBINITIIUSNNIN N Sauedlne Ty

“...enhance conformity of competency-based training/education, recognize skills of
tourism professionals, improve the quality of tourism human resources and enhance

the quality of tourism servicers...” (2015,p.27)
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=
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q 9
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suilvruwiudusuiuann Gonezi and Hager (2010,p. 405) na1ituwwifnaussaus edosiu
mmmmsaﬁaﬁﬁﬂﬁ’mLLG}'ﬁWLﬁﬂ wioauanunsafiansnsaiineuls (Ability and Capability) wa
Auansafenandeadelostuaudnialunisvien Prahalad and Hamel (1990) fiaanandty
Pldlumadorty haussauziesdostunisiny waesaulddomaussauzinie nseunsre
MINgANISU  (Behavioral framework) wwinliguijdfa  (practitioner)  uazinnis@nw
(Education) finseunmsvihaulumsimunyarannsiidaay aunsailldlunmsiinszsidmumisny
(Job analysis) n1sARLdeALIINeIU(Recruitment)  N1SBUSH(training) ANSWRIUIBITN (Career
Development) 18uf Prahalad wag Hamel §aldauaiininii aussoue Ussnoudie Anuaiuise

nsnszdin walulad wenszuaunislag Amudviiliesdnsussatiuune (Prahalad & Hamel, 1990
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MTIATIPIITTUNTTUTAAUI  Snwalzulaziiley (job characteristics and  job

description) Awananeiu  gruvidsuenesiy anssouviazuanataiuesnld  (Jauhari, 2006)
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Umbreit (1992)

amiauzmwmmﬂuﬁﬁ’] Leadership competency
AUTIOULNITINNITNINEINTUY W Human Resource Management
competency

AUTTINULN1IRAIM Marketing competency
AUTIOULNITIATIZNNITRU Financial analysis competency
am’iauzmﬁmmiﬂmmw Total quality management competency

ausInUEinwen15d0813 Communication Skills competency

Sandwith (1993)

AUTIOULNTANLTNES19@35A Conceptual-creative competency
amiausmazmm@u@ﬁﬂ Leadership competency
amiauzma?ﬁlamiiwdwqﬂﬂa Interpersonal competency
AUTINULNITUINITINU Administrative competency
aussauzidanaila (ANU3uazTinye)Technical (Knowledge and

Skills) competency

Sparrow (1994)

AUTIOULLTINGANTIY Behavioral competency
ANTIOULLTINITANNIT Managerial competency

au33nuLunan Core competency

Nordhaug (1998)

AUTIOULLANIZNUN Task-Specific competency
AUTIIOULIANIZBIANT Firm-Specific competency

AUTTDULIANILYAAIMNTIU Industry-Specific competency

Agut et al (2003)

aussnuslanAila Technical competency
dussnusalU Generic competency lein dnenmlunisineuind

UsEEnan 1w Job performance efficacy, NM5AIUANAULBILAY

ee
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aussourluauidedl avunaussauryana (Individual competency) Wunan

NNTNUNIUNTIEDVB Rychen and Salganick (2003) wutadanaiinaulain aussauy

uana WWuaussaugiiyaraassulunu annsufduiusivdseud lnesssuvfveaussous

! gj IS L3 v ¥ I
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1) ausssaugndunsufduiusisneuiungunadinuiunnsneiu (interacting in socially
heterogeneous groups) laun
2/ [ U o‘r-u'd (% ﬁldll
a. ANNEINIalUNTaTNANNAUTUS AR UL DY
b. AnuamsalunsUTzaILIu
c. AnuanIalun1sdIanIsiasLiluAuTaLe
Faluauiiuues Gonezi and Hager (2010) Wininluaussaugidfyuay
o & ) a & A Y o a [
Juduluszavuund wszinduaussauzidonrassiuuinisvesnnnudu

ANNANABINITAIULYN D MUANUNAINVANYNITIMUSTIU FIFUTTOULANUNINBE

lunsdeanssenineyanavzeglunguil
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2) aussnuziyanauanIeanianedase (acting autonomously ) luaussaULTUNUgIUTNN
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WAEEUSUAINADINITVBINULEY @NTVBIRNY ANNEAULD AUADINITULALUDINNAVDIAY
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3) aussauzlunisldiaTesile wIediseus (using tools interactively) WU AXEMTaLY

n15ldnw1 N15FRANNAILAITNYS N ANS Toya Inemans adlnAnans uaz
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P99l azlsssuAvesansausi@uslag Rychen and Salganick (2003) Lilean
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M99 4 A79E19UBIUTANANTITOULIIMUNAUSTTUTIRVDIANTTaULILEaUDlag Rychen and

Salganick (2003)

AUIIOULNITIANIININYINTUY WY Human
Resource Management competency
AUTINULN1TRAIN Marketing competency
AUTTOUZNITIATIZNAITHY Financial
analysis competency
AUTIOULNTIANTAMAIN Total quality
management competency
amiauzﬁﬂwzmﬁ%ami Communication

Skills competency

UINUNIY USLNNVDIANTTOUS Uszianvasaussausinuslag
§I5UVIAVDIANTTOUS
interacting in acting using tools
socially autonomously | interactively
heterogeneous
groups

Umbreit aussauzazandugih Leadership v

(1992) competency
v




UIUUNIIY UTTNNVDIAUTIOUL UsTLNNUaIaNssausLLlng
§ITUBAVDIANTIOUY
interacting in acting using tools
socially autonomously | interactively
heterogeneous
Sroups

Sandwith AUTIOULNITAALTIAS19A35A Conceptual- 4

(1993) creative competency

[ ¥ o . /
ausIauzN1IwANLUUNUT Leadership
competency
4 : v
FUIINUTNTADFNTICWINUANG
Interpersonal competency
AUTIOULAITUINTIU Administrative
competency 4
a a ¥ U /
AUTTIOULLTUNAUA (ANFUALINYY)
Technical (Knowledge and Skills)
competency
Sparrow AUTIOULLTINGANTIY Behavioral v
(1994) competency
ANTIOULLTINITINNT Managerial 4
competency
anssnuzuan Core competency
v v v
Nordhaug AUTIOULLANIZNUIN Task-Specific v 4 4
(1998) competency
< - v v v
AUTITOULLRANITDIANT Firm-Specific
competency
v v v

AUTIDULRNILYAFINNTIN Industry-

Specific competency
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§3TUVIAVDIANTIAUL
interacting in acting using tools
socially autonomously | interactively
heterogeneous
groups

Agut et al aussouzunAila Technical v v v

(2003) competency

aussousvily Generic competency
Tgun fnennlunisyieuiisiusyansam
Job performance efficacy, N13AIUAN
AULBILarANNANRUSAUF AU Self

control and social relationship Wg#AnIsa
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Winwesgninyana agaun1sundym (Gonezi and Hager,2010)

v a o

soulul 1991 uwiAnFesauTTaUENUMANIIUNTANYIASE Tu Finn Report gninan
Anwiiuiy wazvenaduaussaugdn 7 aussaug Tusieawiniienin the Mayer Report Tudl 1993
Ingaussaugaenanioindu Employment-related competency uisUssinronainside aussauy

[%
v

P19 7 @UTTOUL bOLA

- ANNEINTAlUNTITIUTIN Aeeikazdnseideuteya (Collecting, analyzing and
organzing information)

- mmmmmsl,umi?iamim’mﬁmLLazeﬁayJa (Communicating ideas and information)

- AMNENNTATUNTTINULAZNNTIANITAANT Y (Planning and organizing activities)

- avwannsalumsvhauiugduuagnisiemadudia (Working with others and in
teams)

- anuasalunsldiuAnuasiatianisatinmans (Using mathematical ideas and
techniques)

- anvausalunisuAtgy (Solving problems)

- anuannsatunisldwalulad (Using technology)

- pouEanselunsuanseendseudleluTausssy (Displaying cultural

understanding)

HAIINNIFUNEUE Finn Report Uag the Mayer Report Tuaaainside lagausenielvinnig
UfsumsAnuluvssmadinaniialan fagu anudseneumsiuantugaudnuilulsemauniaide 7
fnmssufufvueaussousvesiudin  flasdanyhauluganvnssumsvioniiswazuinisves
wnalde ( Shariff et al, 2015) lagAsmsfiiieraussouzinidugaaudnandunisianvangns
nsAnwil Sendn Competency Based Education %amﬁmmgﬂuwé’aﬂdn ADIDIAENITVINNU
FuTEnINAIANFnykaran1uUsENauN1TluNITENIEAUAMNINNITUTNTVBIN TN UsDY
AP ufhaadunisfinwuazanuusznounisazanilgesieeng devied stusfafunndnaiuly

wanns wildusesdudunantunisfinwiwazmhsnunedy aewenau desihanusiudulunis



AVUAANTIAUENABINTT (Ridzuan, Ahmat and Azdel, 2014) Tnevialuuds AI59EFARIINTYTNINTT

NNIEDIN (Two ways integration) 1éiln

1) andunisfnynhaussougdninidmuasuivaniudszneunislivysannisiunis

E]E]ﬂLLU‘UﬁéJﬂQG]? NIFYUNTADY LAY

N A

2)  @nuUsENaUNSUNANSIAULATINANNAUATINAUADNUTUNSAN NI BAAUA LAY
uI&JmEJ%’gmamLﬁuLLuawwﬂuﬂﬁU%mﬁmmumzﬁmmqﬂmﬂﬂumﬁm (Gonczi and

Hager,2010, p.404)

msﬁmsnLLazﬂwsammuuﬁugmmaqammuz (Competency-based Education /Training)

1y findnnns Ae nsysimuiyraInsvesgaamnssy Awaamuluinseuindnweylussuu

= cs'

= & Y] = = Y va PN v &
N1IANYT MINILAUBDIYIANTYN E}ﬂllﬁﬂ‘lﬁﬂ LWaLWiﬂNWiaMIW@JﬂNiiﬂugﬂﬂﬂqu‘u58ﬂ@‘UﬂWi(§]@\‘1ﬂqﬁ LUB

[
=1

mslumsdnnisfinyvsedneusuifiilomiuandreiuly  auegivladenateusens wu  any

uanA1veIHAndueiLazuINslulsaznamn sy ngszidguuleungmunisinwiuazdaasy

[
= o

\ATEgRaveusarginAviTeusazUssna  Aeliuguwuulunsimunaussougiivainvaneduegiu
anunseiiglu watnsvesgaavnssutue vsenainsatnesAussnaunieuen dasdu ms
Waguuwlasvaaginssuguslan  msivdsundammenalulad maddsuwlamaasegia ey

RN IEwarTEIdeUs1eY 817 L

nsivualian ulsznaun1svsen1ngeavnssunundldusnlunTininynangns
- MR rangassiussrIvantugaufnunivaniulsenaunis

- MSIANITYIUINITNITIEUAUATSINAU (Work Integrated Learning)

- nsliuaivayunisiandadinunandugaufn

- msmsaaiunseusufifidevmsivininduausnans (Academic Oriented) Tuaniu

Usznoums agluvansquits seunlawmuinarsiluanidunsfine wu aantuleygn

Ao Tulszinelne w39 CPAU Academy 1 Uudu

auiulddn  msthaussauzannsimwiyaaInstiy  fssendunisvhaudszatuiuegidl
Usaninmuesaainindiu Mean1dugaudny) uardnIuUIENauNTs M9EeINIAdINIEABIYIAIINTT
msvhaulunsiawyeainsundy. nMensfnedadesusudiidusgiann fessuilinudenis

YosanuUsznoUNsIteIN sisnuladiaifanssousuutla  wamntluusunangns Usuisms



SYUNISADU  DIUNDALAENAIUNANTIOUSTNAN B IARSINUAMUADINISVBIANUUSENBUMS  LiNa T

[

AnNM33199EmMployment) Aigeiign duasiiulainannisisguralveldinauiusesnnsgu

[
[ [y

wazUszliununMnIsAny) Useidiupuninvesanidunsfiny nevdduladeain Ao dnsinisla

Nuyhwazlauiiassauve e

2.1.2.2 WUIARLIRNENTIOUL VIR MNTIUNTYBUTIEIUAZUSNNS

gRaMNIINNTYoLNEInazNUINS Wuanamnssuivszneudegsnausnmsinainiaiy

a 4 N Y

FIUVIUNIN NANFIANINETT Usenousme §snaninusy §snauTeniyaselszaunisalnisviesdien

uaznslesuuimsifuntivieniion vide fuidouBeu enananlédn gramnssu msvieaiieanay

nsusmsiugeainnssuves Wt uazgudeu (Host and Guest Industry) MswmuNaNSTOUE

wifnaulusadnsfunsvienioanagnsuinig Aeansanssauzfiuana1saInesdnsiyjautunisuan

duf1 mavieafiuarmsuinistatunsdeuUszaunisninisuinig ve Service Experiences

e?fw‘judauwﬁﬂl,ﬂwgﬁaL%wﬁzaumszﬁ (Experience Economy) (Bitner et al, 1994)  d1%¥u
o A

gnaIMNIIUNSYBANELarUINIswa yaansiludididyian wmssdudidweuuszaunisal

Jauhari (2006) na1dsanssauzdmiuyaainslugnavnssunisvisuigatazn1susn1sin W

anaInssunsadddniinauieadianael (Value) wu Tuanuinislsansy nonaulsawsy Wuaiu

wsn wazaugaieglunisaiieaudserivlannguisuusnig dwdndnaudauseg wiinouiie

AUy NENMUSIUIENTTUENN wltuianuazeiaves viveuduintdnaudsnluieseins

¥

winaunndundslulsusy lngtanizod1e8s wilnauseauufuRnis (Operation Staff) 1Uuf

kY

rousugnan unlelym vilifaanuauigla wasilvinauienelageanluvaugnaniuinusy

wagluanvinsvieadien yaainsaumsveaieliinaziluinamaduioninauiunuiedas

'
=

lngans e1nfunumiansduag AUsnw iWeukaridayanasudiuuazgnies Aty ANNINYEY

Y

QAAMNTINVBUTNYINALUINIT ADAMAIN AU YTB YAAINTUBIDIANTHANTIAULEIaniazvinlu

A3UUINsSusiANuanelanazUseriula (Harrell-Cook, 2002)

IINNITNUNIUITIUNTTU WUTT FUTIOULVBIYAAINTIUOAAINNTTUNITHOUTEINITUINIGE
NaNuUa18I5n1591uun (Jauhari, 2006) fnuvaduussianlvgaosussian fie 1) @aussausniy

UsELANe1Tn 1 @ussauzeinnensy aussouzeinninaiudeusy aussouzeindaaman way

I Y

2) USUNVBINUNNAN®I b9U ausssousvaIntnaruusnistulsenelneg Tulsawsy Tuaniu

Usznaunisuaazuns 1Judu Jaminfiansanlundtl wda n1sdnwiIdeanssauzvesynainsly
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gAFINNITUU 9199zAnilauiuIIARIUAFIAUYRAIUNITND U LY LLfﬂlﬁLN%iy UA3IIUNINY

Y 9

Wwuieaiu denldedusielitieiu Tu 2.1.2 wmszlunis@newrddeauanssaugluynusun
99amns3 dn13ldAn (terminology) ey (definition) MdANUATIEATS iudeu Lazilsieaziden
wndosuand1eiuly dudu s1eaz8envesaussausdzngn (Chef) WasdLvufes wuandl

AUTINULNINDY 35 U9 (Zopiatis, 2010)

(% (3 (Y (Y

npUsrasAnanveswifeil Aenslessviaussauslanieu Mhlvignamnssunisvieaiien

wagn1suinsvesssmalnedanuauisalunsudstuiliansadlasieudesds dau §3deu

@ =

11 wiinssunsIURUENSSauE ( Literature of Competency) avuansliliiufasnanisaussausiduy

[ 1 v
Yav A o =) a o W o & ¥ (Y

FIUIUNN UARAS

'
a =

Testa and Sipe (2012) léiiasgrianssourlugnanvnssunmsvieafienazuing Tussief
vannmane 1y Tswsy $wewns gataddien Wudu wazwuin aussauzvesgramngIIg
vieafieauarnsuinng azdenilugnsainseufiewslanngnéi “.. facilitate guest satisfaction...”
(Testa and Sipe,2012) ¢UW3Tevee Testa and Sipe Fdldaupaussaughuilunisusnig Fend
Service Leader Competency Model Fadunsevaussouzdnuinis Aivmunnigld Guest-Centered
Framework  @eazgaitfuaussouglunislsudnsungnd/dundendeudundn (Testa and Sipe,

2012) Service Leader Competency Usenausmieg aussauraungy sausinglusy 3

Service
7 Leadership

Business Savvy People Savvy Self Savvy
Planning Interpersonal Accountability
Numberwise Communication Professionalism

Continuous Improvement Expressive Service Self-development
Strategic Decision Making Team Orentation Time Management

Systems Thinking Coaching & Training Spirit of Optimism

Technical Service Inspiration Change Management

Results Oriented Cultural Alignment

Networked

U 2 nguaussausgiinsuinig (Testa and Sipe,2012,p.652)



aussouLaNNaNl 1NNsaiailonIngAnTsUNSUIMINNguAIeE1sluNuYed Testa
and Sipe 13931UANUEAYFAONITATNAMNINNITUTNTITAUGS AUTIAULNGULIN Business Savvy
Ao aussausingteamsujifnuniivssansnmuazadrawamls Wuanssausiferdosivosdns

g3nalAERse Usenaume

N33 Planning

nslddayanaziiar Numberwise
miﬁ{ﬂﬁmu’lashwial,ﬁm Continuous Improvement
nsAndulaganagns Strategic Decision Making
nsAadusguy System Thinking
nslusnsiamalla Technical Service

m‘iﬂiﬂwaﬁwﬁﬁﬂﬂéf Results Oriented

(% v ¢ 1

oA A P v a v YA (%
dUIINUTNHUNEFDI People Savvy AR fﬁlliiﬂu%‘l/lLﬂ‘EJ'JﬂUﬂQﬁ@JWUﬁﬂUEﬂ@ULL@%ﬂ’]i‘W@JU’]

(%
v 6§ = =) [ s o

Uduius Feaussousnguil eslianulnalfesivasssousdjduiusiugouiavdaay Tugu 2

ammuzmjuﬁaaaﬁﬂizﬂaué’w
m‘iaﬂﬁiaﬁamﬁzwiﬂmﬂﬂa Interpersonal communication
NMSRUTNISITIUNLEUD Expressive service
nN"33jasiudis Team Orientation
nslmuuziazausy Coaching and Training
N19a3191390UAa1a Inspiration
NSNNUEDAARDINUTRILGTIN Cultural Alignment

N15d519:A59%18 Networked



AUTIOULNAUNAY AD Self Savwvy AR @UTIAULTIALITU N1FIANITHALNITHAILINULDY T

v 6

donAneafuaNTTaUBBUSAN U AUawes Tugy 2 laun
auuLdeiolunu Accountability
AuuilonnTn Professionalism
N1IWAIUINULDY Self-Development
N139AN154381 Time management
I radlun1sAauan Spirit optimism
mM3dnnsaUdsuntas Change Management

wasluaussaususiazngy usazsienis fesdiswazidenvesaussausiigonndosiulentay

sonluBnazdunaliinsenisaussausy Testa and Sipe Uawall ATEUAGUNITINIUUINITAIUS

[y Ly

seAuUuRnIsauiiaseAulmUANIL InTraNssourused duaussoundegn Muandliiiu

o

amgith Wy msadeusstumala vienslisuusiuarousy andiulddn aussousieanungs
489 Testa and Sipe § Simnudenndesusssurivesaussausfi@uslag Rychen and Salganick
(2003) 1m® Business Savvy fimnugenaasdiu Using tools interactively competency  Self
Savvy fimndenAaeiy Acting Autonomously Competency e People Savvy A

#onAABINU Interacting in socially heterogenous

luussmaussousyseunguuy  aussauziieadasiuay  (People Sawvy) %350

Auduiusiuau desduduiousiunu wiedugndn fednluaussousnguiddey wazusing

° -

aglusemsaussousNanyfeiuanavnssunsieaieuasuinsluduiuan esweuiun
YDIGAAMNTIUNTVIBANATNISUINT Fa“Au” (People) lududfyignvasninuaiuisaly
AT UVRIRIANs  Au  Wudrunieresnmaneaiednns LLazLﬂu;:ia%ammﬁqwa%LLaz

Uizaumiajﬁﬁ@mm (Value Experience) ufigna1 (Barlett & Ghoshal, 2002)

o w (3

Inuuagiauas (Pine and Gilmore, 1999) n&131 WIlAEAUBILIANTAIAUSAIT I

<

4 v ¢ (% a 1 < aa < V1 .
geamnssuReuiuleUszaumsallunisiuuins  Inlugeamnssunilauluddaey  (deliver)

Y

a gj 1Y a & . . L~ 13 A < LY 1 .
UINSTLe ungudesndeu (Visitor) viveuvngungeu (Guest) lagaziludiunudaey (Active



agent) wagthlugnisassAasieuszaunisalinlidian (Memorable Experience) (Becker & Gerhart,

I3 R
v a A

1996) feliuaussousveIuAaINT vio “Aw” lugnamnssunsviesfieanasnisuinms Jadud

A1AYHINTIEN WIINITIUNTIUAUANTIOULIAILNEINN ANTIULRIANT MvAlUAvaNIIauEYAAa

[y 1 =2

TEENQIVoR Ity syjsfnuaussouzvosypanslundnuasfnwinaussauglatenyaainsluy

)

qmamﬂisw’aqLﬁmLLazmsﬁmﬁmﬁwﬁ

Kay and Russette (2000) wag Groonroos (1983) Lauedn aussaugveIyaaInslung
THuU3ns mstidnuaeil “Wanuddnysatiusiogndn” viefiSonin Guest-oriented
competency w38 “fignAnlugudnans” win Guest-Centered Competency Feaussaus
sanaruduaussauiBenisuansaanldnau (Expressive Competency) 1NnNINaUsIauLLE

wAtla (Technical Competency) is1g3lugnaInnssunIsviediekazu3n1siu ninnuilena

Y o

lunshinsiesenineyana lanudgiuglduinisednslnddin (Singal, 2015, p. 118) Un3ed1unTs

a a Ky o A v = o |
UINTT LINAUITTOULUTLLANUAILANAAIEAFINY LYY

Brophey and Kiely (2002) 138171 Guest Care Competency ﬁaamiauﬂuwﬁ@uaqﬂﬁﬂ

Siu (1998) 138191 Guest Concern Competency #3aauIIaULAgINUGNA

Reynold (2000) 138011 “Focus on Guest” Competency %3aaussaugiyaiugnen

OKeily et al (1994) 158771 Human Relation Competency #39ai550uUrANUANNUSY

6
Y

Baum(1990) uaz Tas (1998) i38n11 Soft competency 38 Winwglunisindeiuuywe

seiu (Human relation Skill)

¥

LAEIINMTIATIETENTTauEIANd ARy tufagnAl Wuins1ensaussausalnsain

naulaidu 3 nau Ae
1) aussouglunsunlatlyn Problem Solving Competency
2) amiauﬂuﬂWiﬁamiizwi’mqﬁﬂa Interpersonal Communication Competency

3) aussaueyatiunisliusnsanAn Guest Service Oriented Competency



TnediseazBunusinglunisnstneasnsme Uil

o 1

A1579 5 dUsTausNiAUEn

Atysisitiusia

Y 1 ¥

Y

anA1 (Guest-Oriented Competencies)

a A Yy W Y a 2 P ]
I1YNITHANIIAULNLNYIVBINY 318N192149849 UsZLAUNEDANRRINUANTIOUSN
ANNANRUS TN viuInIs Usinglunufnedug

vy
NURDU
Y
Manage guest problems with Tas (1988) Problem Solving Competency

understanding and sensitivity

Baum (1990)

Christou and eaton (2000)
Tsai et al (2006)

(Lin, 2002)

Resolving guests’ problem quickly,

efficiently and courteously

Hsu and Gregory (1995)

Solve guest problems

Nelson and Dopson (2011

Recognizing and solving guest

problems

Lin (2002)

Deal effectively with guest's

problems,”

Raybould and Wilkins,2006

Communicating with clients, guests

(Enz et al, 1993)

Interacts smoothly with a wide
variety of people- e.g., guests, staff,

contractors

Tas et al, 1996

Communicating with clients and

guests

chung,2000

Demonstrate empathy in dealing

with guests and staff

Raybould and Wilkins,2006

Actively and frequently listens
directly to guests

Chung (2000)
Herrera et al (2003)

Develop positive guest relationships

Kay and Moncarz (2004)
Lin (2002)

Tsai et al (2006)

Nelson and Dopson (2011)

Interpersonal Communication

competency




a Y
FENTENTINULNgITaaiY
o o g Q Y a
ANduNUSsEn el liiusng

oy
NUNBDU
U

S78N15919949

Ussiuiaannaaanuaussauzi

Usnglusu@nudug

Demonstrate cultural awareness in

dealings with staff and guests.

Raybould and Wilkins (2006)

Understanding

(subordinate/superior/guest) needs

Li and Wang (2010)

Developing a service-orientation

Ashley et al (1955)

Adapt the organization to meet

guest needs

Nelson and Dopson (2011)

Develops action plans to meet

guest needs

Chung (2000)
Herre ra et al (2003)

Process guest receptions, arrivals,

and departures

Raybould and Wilkins (2006)

Anticipate client needs

Tsai et al (2006)

Guest feedbacks skill

Ashley et al (1955)

Identify and defining problems of

guest relations

Chung (2000), Lin (2002)

Having knowledge in quality

assurance”

Kay and Moncarz (2004)

Maintaining consistent service

quality and work standards

Lin (2002)

Guest Service Quality Oriented

competency

wRavantusesil sludnisiauinsevaussousdmiunivanamnssunisvieaiieauas

A15USA1T Tude 2.1.3 wall

2.1.2.3 uwifAn “aussouslanau” ieiuaussaugInuinsiugramnssunveiietnasnis

Usnstuusenelne

[y

1l

efuseluuny 1 wideildlatyndulunsfinnsiusivaussaugimuafidaasie

pudFaRen1svinu waligaudulunismin ausseugle Wuaussaugiiazasismnulaniaiy un




anAMNSIUNISTBLTEIarn1sUSNsveslsemAlve W anssousdnuinisuuulve” wuidaises

' '
[ a

#U330UY %38 Distinctive Competencies agilanwagfiifiuinan aussouy fe aoaduaussauy
yARaYseeIAns Naudsduarlilaunsadeuwuul vsenitendt aussausnaiianulaiuieu
NNATHUITU (Competitive Advantage) (Eden & Ackermann, 1998) lnganssauzlanau A23

[ [

TADINANWULAIL

- fdtemilafenaziiddamumilaild

- mibsenlundued

- gndlesideunuy

- ihlemadimlsenniiaslsdua

- biiAeanulauseuluniswdaty (Bamey, 1991)

aussouglanruanisaaiild lnonsimuauumsunsaiessuuiiondidsaussous

oo Tdnazilu msimualiludmine Wusfavesesdns msaeaunsnlilunisviununagns
03Ans viousiinisldnalnmsimuminensuyed lugaamnssunsvieaiioauaymsuing
aussouryanaaninsniduaussourlaaiduld annsumsTaNTIINUI nausIRTiduALT
aussnuglaniufiameau Bouzdine-Chaneeva (2006) wuth gshvlnitufiosdusznauves
aussouslanau 8 iu lagdnszrinelausunvesgsnalid lowa dunisude (production) A
154911 (labour) MuAUNUIIAT (cost) AuAMAMN (quality MUNITaMU(INvestmment) MUAAIA
(market) AMuN13WYsdu(competition) waauANUAURUSTENINGNATUFA WYY

(clients/sales)

WA aussauglaneu gnianldluuunveswnaaioniien Avzmunefs “. those that
are unique to the destination” visedsluendnuvalluganunalarenianmsviesiies Jeluil
wnedgannelatenelaen1nsiy Wi Ussnelng Ussimeuiade wie Saiaguia dWudu

(Godfrey & Clarke, 2000, p. 131)



2.1.3 MIYSAUINNTUUIANIZBENTIAULIIN WAL TNmsviaaiienlussiusndeu
WnsguAMqAiTTAuaaufnyILiIUsEmALNY LaTITINNTINAIUENTIOULRAEINNTINNNS
visaifleauaznsUINNg

nsnumwssanssiluuni 2 Wudwddalunsiauiedesdentsideluund 3 &
aAetiaglfesfouisifodmauds (Mixed Methods) Tnenisysannisarandusaangfald
duddlumaiauyrainslugaamnssunisviondien ﬁqmﬂamﬁ’uqmuﬁnm anuUsznauns

P UNNGITDINUNITNRILIULIUILHINGTI NTESIHATEINBNITIVY ABIBIRENISELATIEN

LUIARATBANTIOULIINUMATBYaNRAET 3 wiawheiu laun

1. $19MIANTI0ULNINATEIIN TN Tiesiedluszduendounin dennassauiuii
shemseeuunuaLTRynanTIEndunseais1aBeu (ASEAN Mutual
Recognition Arrangement on Tourism Professionals) lne3delasiusisaussausnan
uaraussausily nvsaninislausaza I stendien

a [ a |

2. 1aspunandsEAUUTYY19T YesEvIn1svieuietkarnslsssu (uee.1) Beuidula

q ] A

)}

Qe

Anneiisgadnuazestainiifielsrasd 6 audnuae muglUAy InsgIuRaNS
Bouian 16 :19M5 BefAdenuin azvieuanssauginndiaenndesiunenisausious
vdnuazaussauzmluIndonnasiinfuinsenmsseusuanasRynanin Ty
mMyvieaiisrendou

3. IssunswiAnwaussauglugnamnssumsiesisanaznisuinig lnefideldysannis

YoLaUDUY Rychen and Salganick (2003) Way Testa and Sipe (2012) 1eiu

NAINNMSFNATITFANIIAULINTNENLLatTaya FITeliannsanisaussauzoanduay

nauvan fegu 4



General Concept of Competency

[ Knowledge ] [ Skill ] [ Attitude ] [ Trait, Value &Self-Concept ][ Motive ]

)

/ = ,,“. . ‘ = - ,‘ “,

Using tools interactively ] [ Interacting in socially heterogeneous groups ] [ Acting autonomously

%
<

Concept of Competency in the Context of Tourism and Hospitality Industry

v————

|
[{ | G

I Knowledge in tourism and hospitality products Communicate effectrely with guests = | Accourtabiling I 5'!‘
£ o
. . . Communicate effectiely with colleasue = . )
Krowladege in professional ethics g Frofessionalism a: E
Communicate effectively with suppliers ; m
I Knowdedze in professional lawss: | ] I Self - development | g g
Actively listen g Z o
c = &
. 5
I lse of Thai language Represent empathy during Communication S' I Time management | :l:; 8
5 2 3
I Use of fargign language | Dherse cultural awarenass /understanding I Aciaptability | 0 'H
58
I Use of business tools | Retognize guest complaints I Honesty & Ethic awareness I ﬁ g
b
ldentify guest problems S =
Use of multisizcipling z Disciplined g
Sobee problem effecthely g’:
I Use of data.dizgrams& numbers | 1 I Spirit of Cptimism I
Solve problem courteusly B
=
=
I Ability to parform financial transackion | Sobve problam quickly
I Ability to think systematically Solve problem with sensitivity
I Ability +0 make decision stratezically | Perform standard senvice process o
bt
Asapt senice to customer nesss % =
Ability to thinking critically & analytically E ]
o m
Design action plan to customer neads 3 T
I Ability to plan | 2 ;,T‘E
Represent sanice qualiy assurance —E
B
= =)
- i Z 0 g
Ability to perform clerigauatlions Perform consistent senice E_ 3
— [l
] 3
I Beteam player I 3w
* g
I Leadership I E

Auie

| Coaching and training I
| Inspire people |

I Networking I

5U 3 s1en1saussauslugnannIsNMIBalieIuazn15uINTGg 1nen1sduaseiaInissanssy



913U 4 wansliiuanuduiudseninsaussousanaiunrasdoya WulssMieuleeszning
fu vhlidudnvazanudenlouasadoafaiuvesaussous  i9Inaus vinve viruad Ao

Ly

ANUAREIiURUeY kazksetuniely sudafeesiunsufduiusivaniniindeuniegsia fu

v v W

UAAA IEERNINGN nanledn FIEN1SAUTIOULTIMLATANAE TR AT AUR LS

[ %
a v

(Interdependene of Competencies) 3stilugnisdnnguanssaugosnduaungy dnvdu 44

[

NUNFAIUNU SIUNNTAUTTOULG 44 5189015 Hnadl

1 v ¢ 14

ngy 1. NUNYIUINITANS vinwe n1sUFuiusiuianitous uasaussausiingafiung

9 U

UfuRnunaznsaienanilsunosnns

mmﬁlﬁmﬁuNﬁmﬁm%mgu‘%mié’mmiﬁmLﬁmLLazmsU%ma Knowledge in Tourism and
Hospitality products

mmilﬁmﬁuﬁaﬁsﬁmm%w Knowledge in professional ethics
AnudiAafungszdsusazngrneiitisifesiuindn Knowledge in professional laws and
regulations

AnNansalunsldnielng Use of Thai language

ANNEsalunsidn wIneUsemna Use of foreign language
mnuannsalunsldiaiesiiogsfia Use of business tools
Anuansalunisldanuianinginns Use of multidiscipline

AnasatumMsldvoya wnunmuayduay Use of data, diagrams and numbers
ANNAENTluNTURURUAIUTINTSNN1SRU Ability to perform financial transaction
AnuEInsatunsAnldussu Ability to think systematically
ANNaEnsalunsdnaulalenagns Ability to make decision strategically
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donndeIny aussausliieatunsufiRnukazastmanlsiuesins (Biz savvy) wavaussousil
Neafunsinfedeanssenineuana (people savwy) Wty wazlilanseunquanssausieniv
AULDY (self savvy) FaTuiAURARLAYANUTILLAIAUAUBITDINTNIIUUSANT B9 self savvy Tios

Juaussaugildsunseduseeganiwnmnglideyanannnsiudeyaludaunauasids

AN NdRTign uasidugneonaussauznu3nis (Ultimate hospitality competency)

lngAaaNURuAaINTIVITNUTEUMUNTHDANEIAZNTL ST TR UM SUH TR

warad1ananlsnuesAns (Biz savvy) Uu laun

aussausvan: anudiiedtuanulasadeuazaun1nlunisinau (Implement
occupational health and safety procedures) , M350 Wimuazinnuilvivadoiae

(Maintain, develop and update knowledge)



aussouzly: nshideyanansiaeiuazuIN1swiLYn (Promote products and service to
guest) ,N19Y9UENINU Perform basic clerical procedures, mﬂ%’m%qﬁaqiﬁﬁ]LLaszT,uT,aﬁ
Use common business tools and technology, miLGﬁJ’lﬁﬂLLazﬂ']Wﬁa;JUaVl’Nﬂamﬂ’JL%% Access
and retrieve computer based data, msﬁmmLLasﬁﬂﬁmmﬁﬁaﬂﬁuﬁ’ﬂﬂﬁuaﬂaLaua Develop
and update local knowledge, MInan wdanguluseiulfiFiau Speak English at a basic

operational level

AuaNURYARINTIT AN LT UAUNTVIBATIEIMAE TS TUINEI TR UN SRR FENS

58n39YAAA (People savvy) Wi bk

AUTTOULVAN: Yinven sAAseEeasAULDY Interpersonal skills YiuiULNaUT UG
wunogeluszaNSAIW Work effectively with colleagues and guest iAiuARAEIAUALDUY
Attitude towards Other People gunsavineuludsiindenivainaiy Work in a socially divers

envirobment

dussaugyly: nMsAnredeasnensdnyl Telephone communication A133ANISHAE
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AENURYEIYAIINTIVITND T UMUNTVDLNEILAZNNTL T TUE uiluvaueiRedty AauaudR
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METAUSTTUTLANAT
fauanunsalumsidwaluladansaumnalunis Biz savvy 23.AUENNTalUNg
a 1« v & v a
fAnsadeans Janiden lwealulagansauna
sULvurRIMsLaweimzandmiuiTes uazgils 24 Foansfiuwunagnedl
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Aunnansiulaseng] Usyansnw
Uszdndamw 25 Aanunlaag
ATENINANMLUANAN
MITAUSTTUTILANATS
fenuanunsalumsldveiiaiugiumeadinenans | Biz savvy 26.AUENTAIUNS
wazafiAlun1suseana Tifoya wnunmLassa
ey
NsuUanUNNIY wagn13IATIEvayYa

wiaglidasaupguiiavian Aeilsnensvinuy w3 wavieaR 21 1en1sindesivansiaue
InusnswuulnenlidiaueanmansITe 46 5180115 Wienanandldn MINRUIAMIAIRAUSNNS
anansavilalagluszAueaufine wavanunsasiiudiusenisaussaugndaisianiaedmunll

luseazBeanan1sseus el UTIINTIeNTaNsTauEInUINIINe 46 aussourluasviouad
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lunansSeuivemangasiaualaae  welmlumasdAydiuniweimisaiesngiuanssaus
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5.1.2 nsuinquszasddail 2 uazdaf 3 sussausilanduvasdnuinisuuuineildlunisiaun
yAansmansvieaiisavading wazanuduiusszninaussauzivnussgaamnasuns
vigaiflgauazn1su3nis fu AudnwazIauinsuuuine

Tuunil 2 fAdeldmumussunssuienfivaussour damuin  aussausfrodnenmues
ninensuyudfinsounquantdwnety ffe Auf vinve wey simued JeUsznovegluaussaus

yana ibiaudinanuanansatunisviinu wasidudiuniwesaussouzesnnsdneie

dmsuaussaugdnuInisuuulng sguuiuguvesnsuduiussendng it (winaw
U3N3le) wasuangunideudou (guest) TeausTaueINUINITIENINEiIRINELTONIANT
@ @ aadogyvy v 4 o a o § v A - a 9 a
Vinwgwagiauad Nvihliddhursentdnauuinising viliguidendeuinaudseivlanasiin

v [

Uszaunisainsviosdiednasu3nisiin gidelduusUssanaussaureandy aussousiufduiusse

v
a N v fw Y 6 & v & a

Al gu3 amiﬂuz‘mﬂﬁﬁmwuﬁﬂugﬁuuazé’mu Lavansauriuyudiu Ufduus (Aauaznszsi)
somnmiduinies FeiduseunlaliuunAnues Testa and Sipe (2012) SafUNMINUMLITIUNTTY
u uausaugdnuinsuuulne 46 sremsmeiu ulsooniduangs
nguusn 14 :19ms WuanssouzifeniumsuitiRonunagmsairemilsunedng Gonlagge
11 Biz Savvy 579115 14 519n15lauA
1. mnufifenfundndusiuasuimssunisvionfieanazmsuinis Knowledge in Tourism
and Hospitality products
2. mmilﬁ'mﬁm%ﬂﬁiimm%w Knowledge in professional ethics
3mm§ﬁmﬁungiuﬁauLLazﬂgwmaﬁLﬁm%@aﬁuim%w Knowledge in professional laws
and regulations
4.AMUENLNIAIUNTIUN19TINE Use of Thai language
5.ANasalunsignIwIRnsUsEINe Use of foreign language
6.ruanansatunsliiaiesiiogsia Use of business tools
7. uanunsalunisldanuianingins Use of multidiscipline
8.ANuaINTatuNsidtoya wiunMLaEiIaY Use of data, diagrams and numbers
9.ANNENTAbUNMTURURMUAIUTINTINN1TRY Ability to perform financial transaction

10.a0@ 50l unsARTusTUL Ability to think systematically

11.anuaunsatunisdnaulaiienagns Ability to make decision strategically



12.A0@1150 MNSAATININELaZIIIATIENR Ability to think critically and
analytically
13.A0@50lUATIMEY Ability to plan

14 Anuansalunsufumaudingmu Ability to perform clerical skill

[
a =

FeraUWaINNTFUABAlTEN Nud Aemsaussauziidlunduusnildn gesenisd

15. Anuaunsatunskiwmaluladaisauwme Ability to use information technology

16. ANUEUNSa lUTAaURRaNgIa Ability in arts and craft

nguitses uaussaussrtunsindedeanssenineyana Senlngeo 91 People Savvy
fl 4 nauansIouzdos 22 Tonsansous THuA aussougsunsdomsTsinsyaaa
(linterpersonal Communication competency) ammuﬂuﬂ’mﬁlmﬂmm (Problem solving
competency) amiauﬂumﬂﬁﬁmi@mmwLm'LLGUﬂ (quality guest service competency) e

A v = a &
ANTIDUSVIAINDADE I (colleague-related competency) UIUALLDYARNIU

ﬂmmusé’wn755@57553%3’701;@% Interpersonal Communication competency

1.d@ea190uluneg19iluse@ndnin Communicate effectively with guests

2 @0ansnuLNauIURg9HUTEaNS AW Communicate effectively with colleague

'
=] a

3.aamaﬁu@ﬁwaéwaﬁﬂazam%mw Communicate effectively with suppliers

4. 2vinwrnsilseg1aliusz@nsnin Actively listen

5. dnsuanseandeauielaldlusenininisdeans Represent empathy during
communication

6 firnudlanazmszninauuansseiausssuRinang1e Diverse cultural

awareness/understanding

aussauzlunisunlyteyn) Problem solving competency

7 danuannsalun1siuiamemilveauun Recognize guest complaints
8 dauansalumsiaszidnuniymiveauan Identify guest problems
9 fmuanansatunisuileleymegsiiuse@nsnn Solve problem effectively

10.danuanansalunisuiledemiegnganin Solve problem courteously



1 1.ﬁmmmmiaiummﬁlsuﬂigmasms’mL%’JSoLve problem quickly

12 danuannsalunsuilatymmeniuazidenseu Solve problem with sensitivity

ﬁmmw?ﬁv?ms@mmwzm’mn Quality guest service competency

13 ImnuanunsalunisiiusnisnunssuIun1suInNggIu Perform standard service
process

14 fiauanansalunisussendnsusmsimagauiuAuaeen1sveIwun Adapt service
to guest needs

15 imnuaunsaluniseununsufuiRnuliaenadesiunudeinIsveawunDesign
action plan to guest needs

16mmam1saiumﬂﬁu‘%maﬁﬁammwﬁﬁulﬂéf Represent service quality assurance

17.A7M0@UNS0 M UNS AU NNSNTl AN NABE19EILE@ND Perform consistent service

9

'
= 1

ausInuzidamasiansiia1u Colleague-related competency

18.veuduiiulé Be team player

19.8mnandugin Leadership
zo.mamaaaumuuazmwammmilﬁ Coaching and training
21.aunsoaiaussiunnalaungau Inspire people

22 fimuaiunsalunisasnen3etne Networking

qui1 3 AeausIaULTIAUARNINEINUAWEY UTaTITYNN Self Savvy FaysunsviAuaAf

]

Y

endush Fndnenuusmsasasded Ssenisaussauzsiaiun 8 18073 THA
1 flaruundede 13l Accountability
2 fdanuduiieo®n Professionalism
3 JANABINITHAIUIAULDIRABALIAT Self-development
4.81315099715098118 Time management
5.danuanunsalunsususn - Adaptability
6 faudednduazia3usssuHonesty and Ethic awareness

73710y Disciplined



8. danuAauan uedlanluwdd Spirit of Optimism

NANITITELTIRUA N IENTEUN WRIFENI I 131E0150ENS BN TANTIOUETY 46

) %
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Usgnaunsuazanisanndunsane egnelsid WeRiansansiuiunansidedsuSuna i liiua
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o ¢ a 1Y i 3 & av v a @ o o v A 1’
NISANNWALVIANUTENOULAIVENUN Wudszwunlasuniseduneduainusiue LRS!

aussougTgiduNwelnaerunandn 1y Genuine self %o iausived winau

wenaIndeziudl  aussauzlunisdeansiuseun  wazaussauznsuilvlem  du  d
ANUEIAY WD TU T998911 FauansliriulisnudAnresanssauy Mdeaduaussaurinerdoadiu

anA1 Wnndaussausiganaia

dounfsanaussousildnsuuutosiian  9nsemsaussaus 46 99T Nee
Anasatumsldanuianineints, anuansalunisidteya wnuam duav, Anmansaly
NSUJURUAUTINTTUNITRY, AanuasatumsujiRaudinan,  anuaunsalngs
Aaurnanssy isensaussousll Suudiegluaussauziuy Biz savvy adw uansliiudnis

o o Ao o 61 2/ =) a va (3 & I U
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V94 biz savvy LUULAEITY
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va o

Na9NMsUsERungueas vlwRdewiutsnsiulavesdndiu Millenials 38 Generation
Y lUARIALSHIUYDIQAAINTINNSYIBANEIaN15USNNT Aetiy filduladudadaleunglunis
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