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ABSTRACT

The purposes of this study were 1) to study the employees’ training and
development result from the PDCA's quality management cycle in the food and beverage
section towards customers’ satisfaction in the food and beverage section 2) to study
customer relationships management factors towards customers’ satisfaction in the food
and beverage section and 3) to suggest the guidance of employees' training and
development in food and beverage section. The statistics and analysis of the data were
described by the descriptive and inferential statistics methods. The Multiple Regression
Analysis and the Mean Comparisons techniques were used in this study. The result
revealed that the sample of four hundred customers was asked to fill out the provided
questicnnaire. The most majority of the sample was male, age 31-40 years, bachelor
degree and the Asian continent origins. The result revealed that PDCA's quality
management cycle to employees’ training and development in the food and beverage
section was positive impact to customers’ satisfaction. Moreover,the customer
relationships management factors were positive impact to customers’ satisfaction. In
addition, the qualitative research with interviews technique was used to interview ten
hotel execulives and fourteen hotel employees in the food and beverage section. The

result of the interview was found that they are well-planned people with the PDCA's



quality management cycle because they were trained and developed by the Human
Resources Management Section. In the same positive direction to the Customer
Relationships Management factors , which were positive impact to customer satisfaction

in the food and beverage section as well.





