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Abstract

This research aimed to: 1) study the situation and service context of the international resort chains; 2) study
the guidelines for determining the service vision of the international resort chains service. It is qualitative research
using the case study approach methodology. Data was collected through in-depth interview from key informants who
are from SHA Plus certified resort chain manager in the western region and tourist, totaling 16 people. The finding
found that: 1) topography near the natural area is an important selling point of the resort including the design of a
variety of rooms in accordance with the core service, support service and facilities; and 2) the guidelines for
determining the service vision of the international resort chains service after the 4th wave of COVID-19 situation is

divided into 4 steps: (1) Target; (2) Service Concept; (3) Strategy; and (4) Service Delivery System.
Keywords: vison of service, resort chains, COVID-19
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