
ABSTRACT 

This study considers the levels of satisfaction and the significant differences in 

satisfaction levels between customers, front-line staff and supervisors/managers in mid

scale hotels in Pattaya. Further to strengthen the results of the previous studies regarding 

potential impacts psychological and organizational variables can have on front-line staff's 

complaint handling performance, and the impact variables that would show the mid-scale 

hotels in Pattaya that the implementation of a complaint handling performance is 

beneficial. Using statistical tools analysis of one-way ANOV A and the Bonferroni 

multiple comparisons, it was found that most of the customers were very satisfied with 

the way the front-line staff handled complaint handling. It was also found that the 

supervisors/managers though satisfied, were significantly lower in satisfaction than 

customers and front-line staff Based on the evidence from Pearson Correlation analyses, 

it can be confirmed that the potential selected psychological and organizational variables 

of the study have a relationship with front-line staff's complaint handling performance 

and influence the satisfaction level of customers, supervisors/managers and front-line 

staff Regarding customer satisfaction, it is noted that four variables, customer's 

perceptions of staff' job involvement, staff's personality, staff's role perception and 

manager attitudes yielded stable coefficients and accounted for 55% of the variance in the 

stepwise multiple regression equation. Regarding staff satisfaction, it is noted that two 

variables, hotel standards, policies & procedures and staff's motivation yielded stable 

coefficients and account for 50% of the variance. Regarding supervisor/manager 

satisfaction, it is noted that three variables, staff's motivation, staff's role perception and 

staff's job involvement yielded stable coefficient and account for 71.1 % of the variance. 

This study also compared the perceptions of customers, hotel managers and hotel 

staff toward front-line staff's complaint handling performance. These three subgroup 

samples were chosen from the front-line staff and supervisors/managers who work at 

mid-price hotels in Pattaya as well as customers of hotels in Pattaya, many of whome are 

presume to stay in mid-price hotels in Pattaya. Using statistical tools analysis of variance 

and covariance the one-way ANOV A and the ANCOV A, it was found that there were 

significant differences in motivation and that customers' scores were higher than 

managers' scores, highly significant differences in biographical characteristics were 



found with customers' score significantly higher than staff's and managers' scores. 

Highly significant differences in empowerment where the managers' and customers' 

scores were higher than staff's score were found. 

Among the customers there were significant differences in perceptions based on 

age, nationality, gender, puppose of stay. Additionally certain demographic factors such 

as age and gender and the interaction between these two varia~les, also was affect found 

to the perceptions of front-line staff and supervisors or managers. They scored differently 

in some factors. Pearson Correlation analysis revealed certain relationships between the 

satisfaction of the three different subgroups and the fourteen independent perceptual 

statements. 

Hotels seeking effective complaint handling performance from front-line staff 

may consider psychological and organizational variables especially in the context of 

customer satisfaction that can result from a complaint handling behavior. The empirical 

results of this study provide support that positive and appropriately reinforced staff, 

empowered staff and staff with the proper biographical characteristics will perform better 

complaint handling performance. Staff who had the proper biographical characteristics 

have favorable customers' perception in complaint handling interaction. Managers should 

take the staff's biographical characteristics (i.e., age, gender, marital status, length of 

service with an organization or work experience) into account for hiring and training. 

Hotel managers should apply all this information to hiring criterion, job assignment, as 

well as the training process of complaint handling. The empirical results of the study also 

provide support that young female staff need to be separately considered regarding their 

job satisfaction, organizational commitment, perception of roles and specific abilities (i.e. 

emotional intelligence, mental abilities) which are lower overall due to a lack of self

confidence. Assisting staff's self-confidence in complaint handling especially young 

female staff through training is the key to success. Consequently, the results also noted 

that male staff tend to work as individuals instead of working as a team. This study 

suggests that in the long run, male staff perceptions of individual working needs should 

be corrected to a teamwork perception. 

From the study, hotel managers can see from the result of this study which 

variables are most important for keeping complaint handling performance satisfaction at 

appropriate levels. 


