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NEEDS ASSESSMENT OF DESIRABLE
CHARACTERISTICS OF WAITSTAFF OF
LEADING HOTELS IN BANGKOK : INPUTS TO
THE DEVELOPMENT OF TRAINING
PACKAGES TO ENHANCE CAPABILITIES OF
THE WAITSTAFF
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Abstract

The purpose of this study were to investigate
the

characteristics of them in food and beverages services

needs for training waitstaff and desirable
of the leading hotels in Bangkok Metropolitan area. This
was done to integrate the findings in developing the
training packages for waiters, bartenders and cooks. The
research methods followed four successive stages: 1) the
needs assessment of training areas for the waitstaff
according to the opinions of training or personnel
managers, 2) the desirable characteristics of waitstaff according
to the opinions of food and beverages managers, 3) the
development of training packages to increase the
capabilities of three groups of waitstaff — waiters, bartenders,
and cooks and to test the effectiveness of the training
packages, and 4) to find the efficiency of the packages
according to the opinions of the trainees and the food
and beverages managers.

The collection of data was done by the
administration of two sets of questionnaires to two
groups of samples selected by purposive and simple
random sampling techniques those who represented
training or personnel managers (20), and those who

represented three sizes (small, medium, and large) of

hotels, each of which comprised 20 people. The
findings from the study of training needs were newly
grouped and provided the basis for the development of
the second set of questionnaires. After these stages,
the researcher developed three training packages which
were multimedia ones. The packages were assigned to
30 students who enrolled in the Hotel Department,
Faculty of Liberal Arts, Rajamangala University of
Technology Krungthep. Ten of them were assigned
randomly to receive each package. The one-group-
pretest-post test experimental design was applied.
After the experiment the subjects were asked to
rate the efficiency of the training packages on a 5 point
attitude scale. The packages were also given to another
group of 15 food and beverages managers to rate their
efficiency.

The findings of data analysis on needs before
training showed that the appropriateness of knowledge
and skills in performing was viewed at more level by 20
administrators of training divisions in 3 groups: waitstaff,
bartender and cooking staff as follows:-

Waitstaff: it was found that the knowledge and
skills of setting meal tables were at more level in all
topics and placing tools on the table had the highest
value at ; = 4.45, S.D. = .51. In knowledge and skills
in taking guest’s order, two values were the order taking
at ; =4.80, S.D. = .41 and welcoming and offering the
menu at ; =4.60, S.D. = .60. Only one topic was at the
most level (serving food and beverage, ; =4.75, S.D.
= .44) in knowledge and skills of serving meal. In the
average of personality and dressing, the highest value
was hygiene and cleanness (; =490, S.D. = .31) and
the lowest value was relation with colleagues (; =4.90,
S.D. = .31) in knowledge and skills of serving meal.

Bartender: it was found that the knowledge and
skills of preparing service place in the bar were at most
appropriate level in 3 topics: cleaning the bar and tools
(; = 4.90, S.D. = .31), beverage understanding (; =
4.65, S.D. = .49) and structuring and planning the bar
(; =450, S.D. =
level in material and tools (X = 4.10, S.D. = .76).

.91) and in more appropriate

In knowledge and skills of preparing tools and mixing
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drink, 2 topics were at the most value i.e. technique of
mixing drink (; = 4,55, S.D. = .51) and choosing type
of glasses and using the right glass (; = 4.50, S.D.
= .81). The most values in serving drinks consisted of 3
topics: presenting drink list (; = 455, S.D. = .60),
serving drink (; = 4.50, S.D. = .61), and responsibility
for serving alcoholic drink (; = 4.50, S.D. = .61). All
topics in personality and dressing were at the most level
which the highest value was healthy and cleanness (;
= 4.90, S.D. = .31) and relation with colleagues (; =
4.60, S.D. = .53).

Cooking staff: it was found that the knowledge
and skills in preparing kitchen tools were at the most
level in 3 topics: choosing and using tools to prepare
food (X =4.75, S.D. = .72), cleaning kitchen tools (X =
465, S.D. = 59) and keeping kitchen tools (X = 4.65,
SD. =
cooking were at more level which the highest value was
X = 435, SD.

=.59). In knowledge and skills on cooking, there were 3

.75). All topics in preparing ingredients for
planning and managing the menu (X =

topics at the most level i.e. cooking hygiene (X = 4.70,
S.D. = .73), cooking styles (X = 4.55, S.D. = .76) and
4.50, S.D.

= .76). There were 4 topics at the most level in

safe for staff and customer’s life (X =

personality and dressing which the highest was hygiene
and cleanness (; = 4,90, S.D. = .31) and the lowest
was relation with colleagues (; =4.30, S.D. = 47).

The most needed in all types of knowledge and
skills to perform the specific jobs, whereas the needs
for the development of personality and dressing
were the most needed. The findings on the desirable
characteristics of waitstaff according to the opinions %f
food and beverages managers were similar to those
of the first group. The test of difference between the
means of pretest and post test scores of each gro%p
.05 The

efficiency of each training package met the creteria of

was statistically significant at level.
80/80. The efficiency of training package for the waiter
was 90/81, the bartenders 88/80.2 and the cooks
84.80/80. For the analysis of the effectiveness, the
subjects who received the package for waiters rated as

highly effective (X = 4.40); those who received the

the

effective (; = 4.60); and those who received the

package for bartenders rated as most
package for cooks also rated as the most effective
(; = 4.50). The food and beverages managers who
were asked to rate the effectiveness of the packages
rated them as highly effective, with X = 4.25, X =
4.16, ;3: 4.16 respectively. In conclusion, it could be
said that the newly developed training packages to
enhance capabilities of waitstaff were appropriate to
be applied in the food and beverages services as
expected.

Key words:  desirable characteristics, food

and beverages services, waitstaff, waiters/waitress,

bartenders, cooks,
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