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ABSTRACT

2566038

The objective of this study was to study work competencies, customer
relationship management, and teamwork toward employees’ service quality in Hotel
Business in Phuket Province. The hypotheses of this study were tested by Simple
Regression Analysis and Multiple Regression Analysis instruments. The findings show
that four hundred and five employees in 3 to 5 star hotels gave an importance on
teamwork, and customer relationship managementwith a level of significance 0.05. On
the other hand, employees did not give an importance on work competencies, planning,
objective settings, re-checking or proofing, and problem solving with a level of
significance 0.05. The interview method in the qualitative research was used to ask 3
employees in each department of Front Office, Food and Beverage, and Housekeeping
Departments in 3 to 5 star hotel businesses in Phuket Province. The findings of the
interview method explain that employees were positively in customer relationship
management as well as teamwork. On the other hand, employees were facing with
problems on teamwork system, PDCA cycle, and work competencies. These problems

were related to work efficiency but employees were ready to fix all problems.
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