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Abstract

The purpose of this research aims to develop a management approach for room
excellence at Maitria Hotel Sukhumvit 15, which the researcher uses qualitative research. This
article is a review of literature and theories on service quality that we already know, such as
hotel and restaurant management in the SERVQUAL model. In summary, this article found
that the management approach for Maitria Hotel Sukhumvit 15 must have the following
criteria: 1. Enhancing customer experience through service excellence 2. Continuous staff
training as a competitive advantage 3. The importance of quality control for consistency 4.
Integrating local culture to increase uniqueness 5. Room innovation as a driver of

differentiation 6. Commitment to health, safety and hysgiene.
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