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Innovative Service Quality Development Guidelines for Restaurant Staff of
Centara Grand CentralWorld Hotel
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Abstract

Great service quality indicated the excellent way in which customers can perceive and expect to receive from
the hotel restaurant. It related to different dimensions of service in creating an unexpected experience that satisfied
customers. This research aimed to provide innovative service quality development guidelines for restaurant staff of
Centara Grand CentralWorld Hotel. This research applied qualitative research with structured in-depth interview. It also
applied purposive sampling from 15 key informants. In addition, the researcher used content analysis to analyze data.
The results of the research revealed that creating new value, competency development, innovative strategic training
development, voice of employees, creating new service innovation, creating engagement and experience, and
sustainable service quality were innovative improvement guidelines of service quality for restaurant staff of Centara

Grand CentralWorld Hotel.

Keywords: Development guideline Service Quality Restaurant staff
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