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ABSTRACT

 This independent study aimed to examine employees’ characteristics of Successful 

Boutique Hotels in Chiang Mai Province concerning both quantity and quality aspects. The study 

utilized questionnaire constructed from comprehensively interviewed data of 9 persons ranked 

from supervisor to manager class. The questionnaire then handed out to 64 front desk personnel, 

18 back-supporting personnel, and 100 clients. The outcomes from this study are concluded as 

follows;

 Group of supervisor to manager class consider the most important characteristics for 

front desk personnel which are Working Skill, Experience, Special Skill or Talent to perform 

Multi-Tasks ability, and Multi-lingual; and their most important service abilities are Rapid 

Customer Service, Respectful, Gentle, and Friendliness. 

 Group of supervisor to manager class also consider the most important characteristics 

for back-supporting personnel which are Working Skill, Experience, Educational Quality, and 

Special Skill or Talent to use computer software or special tools; and their most important service 

abilities are Work Proficiently, Rapid Customer Service, Respectful, Gentle, Service with smile, 

Friendliness, and Take care customer’s problem as self-problem.

 Hotel personnel consider that employees should have high level of mentioned 

characteristics in general which are (1st) Working Skill, (2nd) Experience, and (3rd) Educational 



Quality consecutively. The hotel personnel also consider that employees should have high level of 

mentioned service abilities which are (1st) Kindness, (2nd) Reliability, and (3rd) Safety 

consecutively.

 Hotel clients consider that front desk personnel should have high level of mentioned 

characteristics in general which are (1st) Working Skill, (2nd) Individual Profile, and (3rd)

Educational Quality consecutively. The hotel clients also consider that front desk personnel 

should have high level of mentioned service abilities which are (1st) Safety, (2nd) Make known of 

good service, and (3rd) Kindness consecutively. 

 Additionally, the hotel clients consider that back-supporting personnel should have 

high level of mentioned characteristics in general which are (1st) Educational Quality, (2nd)

Working Skill, and (3rd) Individual Profile consecutively. The hotel clients also consider that 

back-supporting personnel should have high level of mentioned service abilities which are (1st)

Safety, (2nd) Reliability, and (3rd) Customer Respond consecutively. 
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