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Committee: Asst. Prof. Dr. Monthira Jarupeng, Assoc Prof. Dr. Skol Voracharoensri.

This research had the purpose of comparing desirable characteristics of staff in the hotel
industry based on the SERVQUAL model, with the concept of Pasasuraman before and after the
psychological training program. The population consisted of third-year students in the summer
semester of the 2016 academic year in the Faculty of Liberal Arts and the department of Liberal
Arts Hotel Management at Kasem Bundit University, Bangkok and starting an internship. The
sample selection criteria were as follows: the lowest mean score of desirable characteristics of staff
in the hotel industry responding to join a psychological training program, with a total of twenty eight
applicants. The item discrimination was between 0.6 and 1.0 and the total of the Cronbach’s alpha
coefficient (Ol-Coefficient) was 0.95. A psychological training program to enhance the desirable
characteristics of the hotel industry. Furthermore, the psychological theory, techniques and training
techniques, such as modeling by Bandura and the group activities used in this research.

The results were as follows: the hypothesis found that the desirable characteristics of
the hotel were higher when entering the psychological training program with signification at a
0.5 level of assumption. Overall, the samples changed their desirable characteristics in the
hotel industry at a lower level (MD = 0.34) after the psychological training program. The
aspects that were higher than the overall mean, such as responsiveness and reliability, with
responsiveness as the most desirable characteristics for hotel industry staff after psychological

training and aspects below the overall mean of empathy, assurance and tangibles.
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