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Abstract
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The purposes of this research were 1) to analyze the current situations of
human capital competency of hotel employees in Chanthaburi Province based on
ASEAN Mutual Recognition Arrangement on Tourism Professionals (MRA), 2) to
synthesize the Chanthaburi’s Competency Styles of hotels employees based on MRA,
and 3) to propose the development approaches of human capital competency for
hotel employees in Chanthaburi Province based on MRA. The mixed method was
used as research tools. The results revealed the significant issues as follows:

1. Hotel managers and human resources supervisors realized the importance
of elevating hotel employee performance to MRA, however, it was unnecessary to
accelerate the development hotel employees to meet MAR. Particularly, they
wanted to convey the hotel service’s identity under the concept of “calm, peace, &
relax”. In terms of staffs’ competency perception, the staffs in Housekeeping (HK)
and Food & Beverage (FB) had the competency’s perception less than staffs in Front
Office and Food Production.

2) Mostly, the hotels in Chanthaburi Province were family businesses or SMEs,
the service experiences were passed on from generation to generation. Most of staffs
were new generations who lacked of organizational engagement and lacked of
professional pride. This led to high employee turnover rate and human capital’s

competency development were interrupted.



3) The development approach of human capital competency should focus on
curriculum particularly in terms of knowledge, skill, and attributes of employees.
Moreover the development approach should focus on elevating employees to the
MRA standard for preparing on future business changes. The HK and FB managers
should develop leadership skills, coaching skills, coordination skills, and service
psychology. HK staffs should develop specialize technical skills, English and Khmer
languages, safety and service. FB staffs should develop knowledge of foods and

beverages, serving technique, English and Khmer languages, and service psychology.
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