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STRATEGIES TO ENSURE SERVICE QUALITIES OF SERVICE PROVIDERS’ ENGLISH: A CASE STUDY AT WATER
PARKS IN HUA HIN, PRACHUAP KHIRI KHAN
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Abstract

This study aims to identify strategies used to ensure service qualities of service providers’ English:
A case study at Water Parks in Hua Hin, Prachuap Khiri Khan. The data was gathered through in-depth
interviews with sales and customer service managers, and customer service providers at Water Parks in Hua
Hin, Prachuap Khiri Khan. The findings revealed that there are three main strategies. Firstly, service providers’
English abilities are ensured and determined by the entrepreneurs, i.e. when applicants apply for a position
at Water Parks and when they are employees. They need to participate in refresher English courses every
single 6 months. Secondly, policies of the way in which service providers must behave to customers are
set up and followed by service providers strictly. They must be able to use polite English language, respond
to non-Thai customers’ needs immediately, control their both verbal and non-verbal language in case of
problematic situations, and treat both western and eastern customers equally. Thirdly, physical facilities
and recommendation and warning signs are created in English, for example, the creation of the warning
signs of the way in which amusement machines are used. In addition, those three strategies are related to
all five dimensions of service quality (SERVQUAL). All of the strategies are conducted to respond
(Responsiveness) to non-Thai customers’ needs in providing customers with necessary information
immediately and politely when they need helps, to create reliability (Reliability) and assurance (Assurance)
of non-Thai customers towards the provided services, and to express service providers’ empathy to non-
Thai customers to ensure that they are given the best and safest services. Furthermore, water park owners

provide physical facilities or tangibles (Tangible), and recommendation and warning signs in English.

Keywords: Five dimensions of service quality SERVQUAL, English language, water park business, Hua

Hin, upskill
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2. WIRAAEN U NLINUAMAINNITUING

o 1

T vnsvanevinu (Kotler & Keller, 2006; Kerin et al,, 2008) lalianuminguasdnin “nmsusnis”

o 4

' ! < v = = avaw Q¥ A o av 1 5y
E]EqulnﬂlnEJ EJEJNIiﬂGHiJ Iﬂﬂﬁ'ﬂllLLa'] N1TUINTT UIYD ﬂ']iUgU@]iUSLSU Miamiﬂis‘wm‘lmm‘daﬂ‘l?}aAlLLagmmu

Y

Aaau (Kotler & Keller, 2006: 372) ¥5ananssuvisanausylewsy Nesnnsaauauliwnanan ekanlasuiy

Y

L v

ARUATU190EN LU analiu (Kerin et al, 2008: 213) lngazdedliiinnislounssudnddeidivesle 9 Fanns
uinslddndudesd Fouluynfiafuaudn Tudiuvesdionmves “Aainwnisuinig (Service Quality)”
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Wieuanude (Foauma ¥1IUTEEIg, 2553)

Parasuramam, Zeithaml & Berry (1988) l#a$1auufin 5 fffi3ondn SERVQUAL LiledYanainm
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WWIARAMAINNITUTNTS 5 §IR w38 SERVQUAL ¥84 Parasuramam, Zeithaml & Berry (1988) lagn
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vostfnvieaiilrvilne vie Andnduewy 2sdusiu (2561) 14 SERVQUAL Tumsinwiuuimisnisensesiu
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wArAUAIANTIVOITANFNANANTIAINTTUAENSLAZNITUTNIINSANYY (AN LRETARTYNE, 2549)
fhegranudvinstnsdulanansliifiuin uwwiAn SERVQUAL wes Parasuramam, Zeithaml & Berry (1988)
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3. gsnaauin
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