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ABSTRACT

The objective of this research was to examine perceptions and assess service quality of Front Office Staff
of Boutique Hotel A Case Study of Shanghai Mansion. There were 25 representatives of this study such as Thai
tourists, foreign tourists, Front Office Staff and Front Office Manager. Data were collected via face-to-face
interviews. The findings showed that respondents gave high ratings to Front Office Staff of Shanghai
Mansion on five dimensions (SERVQUAL) respectively: Tangible, Reliability, Responsiveness, Assurance and
Empathy respectively. As for Reliability, the tourists were very satisfied with the reputation and well-recognized
image of Boutique Hotel. The hotel staffs were able to provide detailed information on hotel services, room
reservation, and tourist attractions. They offer accurate service to the customers. Moreover, tourists were highly
satisfied with Assurance dimension of the hotel. The staffs were equipped with their friendly nature, courtesy
and smile on faces. The customers were fairly satisfied with the hotel security. Tangible received the highest
level of satisfaction as the Guests were very much impressed from the hotel, lobby such as furniture, staff’s
uniform, as well as the hotel’s ambiance. Not only the tourists were very pleased with the uniqueness of the
hotel, but also the staffs are extremely proud of it.

In terms of Empathy, the tourists gave moderate rate of satisfaction. The hotel staffs were willing to
provide the best service to the guests by taking good care of them, particularly in the area of catering, to the
disabled, children, and the elder people. Meanwhile, the tourists gave high rate of satisfaction on

Responsiveness as the staffs are always ready to help the guests whenever they needed.

Keywords: Quality Service, Front Office Staff, Quality Assessment, SERVQUAL, Boutique Hotel
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