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ABSTRACT

This study aimed to examine 1) the influence of effective front office staffing
allocation on customers’ perceived service quality, 2) the influence of perceived service
quality on customer satisfaction, and 3) the influence of effective front office staffing
allocation on customer satisfaction. This research employed a quantitative approach.
Data was collected using a questionnaire administered to 400 guests who stayed at
and used the front office services of a hotel in Phra Nakhon Si Ayutthaya Province.
The samples were obtained through convenience sampling. The data were analyzed
using descriptive statistics, including frequency and percentage, and causal relationships
were examined using structural equation modeling (SEM). The results revealed that
1) effective front office staffing allocation had a positive influence on customers’ perceived
service quality, 2) perceived service quality had a positive influence on customer satisfaction,
and 3) effective front office staffing allocation had a direct and positive influence
on customer satisfaction at a statistically significant level. In addition, the proposed
causal relationship model demonstrated a good fit with the empirical data. The findings
highlight the importance of front office workforce management as a key mechanism
for enhancing service quality and strengthening customer satisfaction in the hotel industry.
Keywords: Front Office Staffing Efficiency, Customer satisfaction, service quality hotel
industry
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Tuusunvesgsialssusuiunisuinisaiumi (Front office) Lugndulauwsnuazgndun
gnvnesEnIgnAiuesAns ninnudunthiunumlagassdunisdeuiu milideya nsudly
Uy wagnisadrauszaunisalidauanlviungiindn n1sdnassyaainsluikunuInisdIumi
a9l AV Tidnvsiludud uinyaaing ANINNZEaNTeIRITINnT ANNENNToLY
msmevauegni uazanuTIndlunsliuing Jaduthdudfyfidmarenisiuinanmuing
Y94gnA1 (Dewi et al., 2025; Esen, 2025)
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AMNMUINNSTINA1TUS (Perceived Service Quality) Munefia nsUsziiuregnei
seseRunsliusnsTldsuasadlaisudisuiuaunianss SnesunernunsounwIAn SERVQUAL
Usznousnedfenniidete msnovaues muthils amnuelald wavdsiidudedls wundnil
Ie¥umseensusgeniaunsunuddesuuinig iesnasvieulszaunsaivesgnanlsiosig
AseuAguItInIzUILNITUINsuAYan ILIRdENN1sUINT  uiteluuTunlsusimedine
WU grunmuInsfisusTienuduiusiBsuaniuaufianelavesgndi Instamzdafiieadesty
Wiina WU MNgam MNTIEY wegarmideaglunsliuing (Ngamlertlee, S, 2024;
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H2: A153asTUAaINTWNUNUSANSAIUNT 10819l UsEANSAINABVENaLTIUINsie
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H3: M3TuinunnUINsiiBEnalisuInseauianelavesgnm

Ha: nssuiamunmuinsvimihmdusulsdauanuduiussenininisinassyaains
wHUNUINsEumihegeliusEavsaniuauianelavesgnan

NSULUIANYBINISIAY

AMNINUIANS
ignAnsu3
Y Y

(Perceived Service Quality)

NSINATTUAIINTUNUAUINNG ANUTianela

druntiegeiiusz@nsnm
(Front Office Staffing Efficiency)

YDIGNA

(Customer Satisfaction)

Va v v [

adi 1 iRTeduaTeiannuwiRnues Parasuraman et al. (1988), Cronin and Taylor (1994)
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PRI RRL)
v £ d

m3ifensalifunsidedaUiina (Quantitative Research) i Wutunouuayisuduns
punsEuIuNg fall Ussrns ldun gnénildinuaglduinisvedlssusuuriands Tudanda
wsvunsAIegsen ngumets leuA gniniidiinuasiiusmsuunuinsdiumihueslsausudsna
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ynanseenafiuszavsnm @il 3 WunuuaeuamiAnafugunmuinsiignAniug dwil 4
Wuwuvaeuauieriuanufisnelavesgnin ludwd 2-4 Wudouanela Tanwamndu
1AsIELUTEI0AN (Rating Scale) InglunsazAaudidnoulsiden 5 sedu liuA 1nilan ann
Uhunans tiey uagiioedian

nsmsaEpuAmiATesile Tae 1) namTradpumufiBInsaduilen (Content
Validity) Inegidioannay st 3 viw ldmdsinnuaenndesseritemanuiuingussasdves
ilew (10C - Index of ftem Objective Congruence) 8g5¥#ina 067 — 1.00 Faduluaunes
2) MsaTIvERUAILTeTy (Reliability) Tnsnsmanduuszansuean (Alpha - Coefficient)
p3BUesAsEULIA (Cronbach) MduUszdviueannildannnsnsivaey aesening 0.855-0.957
fifnannndn 0.70 (Wanichbancha, 2006) fied1 wuuasuaniinnudesiulusefugs annsald
wudeyald

Y a

aﬁaﬁiﬁﬂumﬁmiwﬁ%;ﬂa IHadfin1ud (Frequency) uwasdosag (Percentage)
Tunseduredeyadiuyana afifd1iads (Mean) wazdnidoauuinnsgiy (5.0.) eesue
sEAUANUARTLYRIRIILYT wagliaseideyamelunaaunislaseasng (Hair, J. F. et al, 2018)
\ovLdunnsdvwadaanunvesiuls Tngmvuiauasfieniauesdvina sonismaaoy
ANNADAARBINALNAUTENINlNRaNLRg Ui UTaYasUsEInY WUl Aradin Chi-Square/df
Ueynd1 2.00 A1 P-value 1NN1 0.05 A1 RMSEA, SRMR tlegninvizeiiniu 0.05 A1 GFI, AGFI

1NNNINAIDLVNU 0.94
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2. NAN1SIATIZAIULARFUNITIATIASNS
ATAATIEMUAAANNTDIATIAS (SEM) Tuusuela 3 fa waziwdsdannlaisue
15 #7 n1swdanasielusunsy jamovi Wunisduduminuaenndesvestayaidussdny

ARULUUERUANAUTLAATANNADARA DAL NALNAUAUNIUN N NTEDUTU

PSQ 1 PSQ 2 PSQ 3 PSQ 4 PSQ 5

Perceived
Service Quality
(PSQ)

FOSE 1 Cs1 Ja006
FOSE 2 2
Front Office
Customer
ffi
FOSE 3 Staffing Satisfaction 3
Efficiency
(CS)
FOSE 4 (FOSE) cd
0-4¢ 0.00
- FOSE 5 5

(Chi-Square : X°) = 99.2, df = 78, P-value = 0.053, RMSEA = 0.026,
SRMR = 0.028, GFI = 0.968, AGFI = 0.951

AN 2 BNENAVBINITINATTYUAINTUHUAUINTEIUVTNBE 1 EIUTEANTA M

HoRuAIMUINITHATANUNTNElITaIgNAY
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AN9197 1 ANEDAWALLNUNT T IUNITRINTUINTIVADUANLADAAABINANNAUYRILULAG

Anil Lneuat ANENA NANISNAITUN
A1 Chi-square/df <2 1.27 LN
A1 P-value > 0.05 0.053 LN
A1 RMSEA < 0.05 0.026 LN
A1 SRMR < 0.05 0.028 LN
fastl GFI > 0.94 0.968 LN eI
A1 AGFI > 0.94 0.951 LN eI

91NM15199 1 WU Anlaauaas (Chi-Square : X2) Awiiu 1.27 seautisdfgnisaa
(P-value) innu 0.53 ArAnuAaIAaaulunITUSEUNUAINISITMeS (RMSEA) diannnu 0.026

v a v

ALATFIUATTTINTRIA LRSS aEINvEe (SRMR) HAwwinfiu 0.028 A1duilinsseu

ANUABAAADY (GFI) TAwindU 0.968 AewlinseAuANUNaNNAUNUSULAD (AGFI) JA1winn
0.951

M13197 2 ANBNENANIATY BNSNANIID0ULALBNTNATINNAINAADINITINATIUARINTHHUN
USnsduminegaliuseansnm denanmusnisuazauianelavesgnan

Hypothesis Direct Indirect Total Decision

Effect Effect Effect

H_ nsdndssyaaInsuunuintsaum 0.71 0.40 111 Accepted
pgellUsEAVEA N HBVSHARaUINFRAMAIN

Usnsiignensus

H_ AaunmusnsiignAniug davswaieuan 0.57 - 0.57  Accepted

Ll PR NI BIER NG

H, N5INATIYARINITUNUNUINITA UM 0.44 - 0.44  Accepted
28190USEANTN N LBNSNARIUINIAEAT
Ll PR NI BIERRNGTY
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=) a a aa a a ! = 14 a1 a Aa
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