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Low work engagement has become a major challenge among hotel service
employees in Thailand. This research explores an effect of positive psychological capital
and organization climate on service quality: the mediation role of work engagement of hotel
service employees in Ratchaburi province. The purpose of this study were: (a) To study the
effect of positive psychological capital and organization climate on service quality: the
mediation role of work engagement of hotel service employees in Ratchaburi province, and
(b) To study and describe the service quality of of hotel service employees in Ratchaburi
province. The mixed method research employs, through quantitative and qualitative
approach to answer the research questions comprehensively. First, the quantitative method
uses questionnaires to collect the data from 217 hotel service employees in Ratchaburi
Province. Then, qualitative method conducts focus group interview with 10 hotel service
employees who have received an excellent service quality award in the past 2 years and
selecting the hotel service employees who have excellent service quality by the
management. The result shown that most of hotel service employees in Ratchaburi Province
were female at 68.20 percentages and for the age older than 30 years at 35.02
percentages. Overall, hotel service employees in Ratchaburi Province have positive
psychological capital, work engagement and service quality at good level with an average
of 3.50 3.47 and 3.50 respectively. For, the organization climate was at moderate level with
an average of 3.06. The researcher defined the hypothesis by using the concept of Baron: &
Kenny (1986) and Sobel (1982). The result reveal that positive psychological capital has
positive direct effect to service quality and positive indiect effect :the mediation role of work
engagement. Also, organization climate has positive direct effect to service quality and
positive indiect effect :the mediation role of work engagement. As a result from the
quantitative approach, hotel service employees in Ratchaburi Province have self efficacy,
optimism, reward and support as the important key to do a good performance for the good

service quality.



