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Training and Development Service Quality on the Quality Management Cycle (PDCA) of Food

and Beverage Service Section at the Westin Grande Sukhumvit
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Abstract

The objectives of this study were to: 1) Study the result of the employees’ training and development of
service quality in Food and Beverage Service Section in The Westin Grande Sukhumvit Hotel on the quality
management cycle (PDCA). PDCA is consisted of i) PLAN (P), ii) DO (D), iii)) CHECK (C) and iv) ACT (A) on
customers’ satisfaction in the Food and Beverage Service Section. 2) Study factors of customer relationships

management (CRM) in terms of before, during, and after of services on the customers’ satisfaction in the Food and
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Beverage Service Section. Lastly, 3) suggest the guidance for employees’ training and development in the Food and

Beverage Service Section at the Westin Grande Sukhumvit Hotel. Statistics and data analysis were measured using a

demographic and an inferential statistics. The inferential statistics was described using the Multiple Regression

Analysis and the Mean Comparisons. The result revealed that the training and development service quality (PDCA)

and factors of customer relationships management (CRM) had a positive impact on the customers’ satisfaction in the

Food and Beverage Service Section in consistent with the in-depth interviews.

Keywords: training and development, food and service section
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