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ABSTRACT

This thesis is a service quality improvement in Room and Front Office department of Hotel. The main
objectives of thesis are 1. To translate customer’s want to effectively service 2. To improve service for responding
customer’s want and customer satisfaction. Quality Function Deployment or QFD is main theory for this thesis.
Quality Function Deployment consists of 4 phases which are 1. Product Planning or House of Quality, proceed
customer’s demand data collection and translate voice of customer to substitute quality characteristics‘.“Z. Product
Design, deploy substitute quality characteristics to be subsystems and part characteristics. 3. Précess Planning,
analyze for process improvement decision which can respond part characteristics. 4. Production Operations Planning

- and Process Control, define control procedure and inspection method. As the results, service quality improvement by
using Quality Function Deployment is in main 4 processes which are 1. Customer Friendly Service, focus on how to
take care and follow up customer closely. 2. Employee support service, to improve employee by emphasis on the job
training (OJT). 3. Service Quality Analysis and Service Quality Audit, set up work instruction and inspection
standard in each service station. 4. Customer Database Control, introduce information technology to control and
analyze all useful customer data. Because of a time restriction, it could be implement only 2 processes at the
beginning, which are Customer Friendly Service and Service Quality Analysis and Service Quality Audit. Although,
it could not be evaluate by customer. But Room and Front Office department manager and an executive have opinion
that the new service quality improvement structure is very effective and trend to have potential for establishing
customer satisfaction. The assessment by performance measure found that waiting time between check-in is reduced
about 33.3%, waiting time between check-out is reduced about 16.7%, and error working of employee rating is

reduced to 30%
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