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641220020 : Major TOURISM, HOTEL AND EVENT MANAGEMENT
Keyword : Service robot, Five-star hotel, Service quality, Acceptance, Technology

MR. Boontawee JANTASUWAN : Innovative Service Robot Adoption using
Service Quality Assessment in Five-Star Hotel in Bangkok Thesis advisor : Assistant
Professor Dr. Kaedsiri Jaroenwisan

The five-star hotel industry in urban areas is highly competitive to attract
customers. The innovation of service robot technology has been introduced to
provide convenience for customers and interest of the hotel business, including
providing recommendations, serving food, and entertainment. At the same time,
service staff need to learn how to use service robots to ensure smooth service.
Service staff will have experience working with robots, which is the key to the quality
of service on the provider side. This study focuses on exploring the adoption of
service robots working with employees in five-star hotels. A quantitative survey was
conducted with 60 samples using the SERVQUAL service quality factors as a tool. The
results showed that the employees had a moderate adoption of the use of service
robots. Tangibles, reliability, responsiveness, and assurance were factors that had a
significant relationship with the level of adoption. Empathy was a factor that had a
moderate relationship with the level of adoption. Reliability and assurance had the
greatest influence on the development of the adoption level, while Empathy had
the least influence. In addition, the study showed that service robot technology is
developing and has the potential to be used in the hotel industry. Management
should focus on service quality factors, especially customizing robots to work
properly, building expertise for employees, emotional connection, and reliability and
safety of use to increase adoption and create a good experience for both staff and

customers.
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Predictive comparison between actual adoption and calcualated adoption
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