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ABSTRACT

The objectives of this research study were to study 1) services provided by spa business employees; 2)
challenges and obstacles regarding the service quality of spa business employees; and 3) guidelines for improv-
ing service employees in the spa business to support the ASEAN community. This research was mixed methods
research included both a quantitative and qualitative. The quantitative research population consisted of people
who had used spa business services. The exact number was not known, so the sample size was determined by
a formula with a 95% reliability and an error of no more than 5%. The population proportion was 0.50, resulting
in a sample size of 400 people. The data was analyzed using descriptive statistics, including percentage, mean,
and standard deviation for the quantitative data. A semi-structured questionnaire was employed for qualitative
research. The key informants consisted of 10 spa business owners and 10 spa business employees. The data
was analyzed using content analysis.

The results of the research found that:

1. The overall service level of spa business employees in terms of concreteness of service, response to
customers, giving confidence to customers, trustworthiness, and knowing and understanding customers was at
the highest, with an average of 4.38 and a standard deviation of 0.09.

2. Problems and obstacles to the quality of services provided by spa business employees were found
as a shortage of spa employees with necessary skills and certifications, employees’ use of foreign languages, a
lack of knowledge of public relations and marketing, unsystematic management, and quality control problems
in services.

3. The guidelines for improving the quality of employee service in spa businesses to support the ASEAN
community included developing foreign languages for entrepreneurs and service employees in the spa business,
obtaining a health spa operating license from the Ministry of Public Health for entrepreneurs, improving service

employees’ knowledge of spa science, and developing good service quality.

Keyword: Spa Business; Employee development; Service Quality; The ASEAN Community
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