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 Chapter 1 

Amari Watergate Bangkok Overview 

 

1.1 History and background  

Amari Watergate Bangkok is a 5-star hotel located in the center business area of 

Bangkok at Petchaburi Road close to Central World, Platinum Fashion Mall and quite 

close to the  Siamarea.The hotel location is also close to BTS Chitlom station and the 

Airport rail link Ratchaprarob station which gives very convenient access to Amari 

Watergate Bangkok. The hotel combines spacious guest rooms with superb restaurants 

and extensive meeting and recreational facilities. Stylish Amari Watergate is the ideal 

Thai city getaway.  

For leisure guests, the hotel has variety of facilities to serve the needs of the 

guests such as swimming pool, spa, salon, fitness business center, and garden with 

magnificent view of Bangkok. Moreover, Amari Watergate Bangkok has 6 different 

restaurants available for guests: Thai on 4, Heichinrou Chinese restaurant, The 

Promenade buffet, Henry J. Bean's Bar & Grill, Pool Bar and Cascade café  

The hotel is suitable for the business traveler. Amari Watergate Bangkok has the 

high performance level of a world leading corporate hotel with 14 available function 

rooms or the Grand Ballroom for events of up to 1,500 people. 

 

1.2 History of ONYX 

“ONYX Hospitality Group is owned by Italthai Group and it is a leading hotel 

management company that combines the expertise of a truly global executive team with 

the hospitality excellence for which Asia is renowned.  

“ONYX manages 5 different brands. Saffron and Oriental Residence, our luxury 

brands, Amari, our full service brand, Shama, our serviced apartments, and OZO, our 

select service brand. Also, ONYX manages a collection of white label properties – “The 

Mosaic Collection” that provide quality accommodation in their respective destinations. 

“The history of our first property starts in Pattaya, where Col. George, a retired 

military officer opens the Nipa Lodge Hotel Pattaya in November of 1964. In 1964, Dr. 
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ChaiyudhKarnasuta purchased the Nipa Lodge Hotel Pattaya and appointed Mr. Kurt 

Wachtveitl as General Manager. 

 

 

History of ONYX group 

 

Figure 1.2 History of ONYX 
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 In 1973, the Orchid Lodge Hotel in Pattaya opens in February, while Italthai also 

takes over management of the Rincome Hotel in Chiang Mai and it opens with 172 

rooms. It is the longest established first-class hotel in the city including having a long 

history of accommodating distinguished guests including members of the Thai Royal 

Family. As we started to manage more and more properties, the name of the group was 

formalised to “Siam Lodge Group of Hotels” in 1975. 

In 1983, the Airport Hotel Bangkok (Don Muang) opens in September with a Sky 

Bridge linking directly to the airport extension, marking Amari’s presence in the capital 

city. Our first Amari property in Bangkok opens with 300 rooms. 

In 1989, Boulevard Hotel Bangkok opens in August with 123 rooms, marking our 

first 3rd party managed property within the Amari brand. 

In 1991, Palm Reef Hotel in KohSamui opens with 84 rooms, also as the first 

property from a hotel chain established in the KohSamui. It was recently also voted as 

Asia’s best beach hotel from the TTG Travel Awards 2011. 
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In 1992, Siam Lodge Group was rebranded as Amari Hotels and Resorts, 

solidifying our presence and a name in hospitality in Thailand. 

In 2008, current President & CEO Mr. Peter Henley was brought on to take the 

company onto the next level 

In 2009 in line with our new strategic vision, the Amari brand is revitalised across 

Thailand, with our properties embracing the fresh new identity from Amari Hotels and 

Resorts to AmariColours& Rhythms. 

In order to respond to market demands and ensure growth and competitiveness, 

two brands are introduced next to Amari: Saffron and OZO. The management company 

changes its name to ONYX Hospitality Group in order to distinguish between the Amari 

properties and the management company. ONYX was launched at the ITB in March 

2010, one of the world’s leading travel trade show in Berlin. The ITB 

(InternationaleTourismusborse Berlin) Berlin is a business to business platform for trade 

travelers in the hospitality industry.  

The Corporate Office for ONYX Hospitality Group is located in Bangkok, 

Thailand, and is situated within the Amari Watergate Bangkok hotel. In December 2010, 

a new office was built in an open plan format in order to facilitate cross-departmental 

communication. 

In early 2010 a Joint Venture is formed to create ONYX India, a springboard from 

which our expansion into the sub-continent will begin. 

In late 2010, ONYX Hospitality Group acquires Shama, a boutique serviced 

Apartment Company founded in Hong Kong. Since the acquisition, Shama continues to 

expand and strengthen its offering in Asia and reinforce its position as a leading 

provider of luxury boutique serviced apartments in the region. 

Our ONYX North Asia Office was also formed in late 2010 to look after our 

properties in the region as well as managing and operating new openings in this key 

strategic area. 
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Our long serving Sivara spa was also been rebranded as Breeze during month 

of July 2011. Breeze Spa offers a wide variety of blissful and soothing massages and 

other body and facial treatments, which have been carefully designed to combine the 

best of Thai, Asian and Western healing traditions for men and women. Breeze’s 

signature is to uplift the mood of guests on every step on their journey of the spa 

experience. 

In late of 2012, ONYX will open our first Amari property in Middle East, which is 

Amari Doha Qatar. It also indicates the beginning of our company’s expansion to Middle 

East Region. 

In June of 2011, ONYX was chosen by the Methodist Centre Limited (MCL) to 

manage the rebranded OZO Wesley, located in the business centre of Hong Kong. It is 

our first OZO hotel that has 251 rooms, opened in 2013. 

In early 2013, ONYX will open its first property Amari Ludhiana in India. This is 

also our company’s first property of expanding our company into the Sub - continent. 

Board of Directors 

 

 

 

 

 

 

 

 

Figure 1.2 Board of directors 

(Source from  http://www.amari.com/watergate/, Orientation’s presentation from training 

and development department, Amari Watergate ,Bangkok) 
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Khun Premchai Karnasuta, Khun Nijaporn Charanachitta, Khun Yuthachai 

Charanachitta, are our owners and are amongst the Board of Directors, and part of 

Italian-Thai Development.  

The group has consistently been at the forefront of the Thai hospitality industry 

and has built up reputation for high standards of customer service and value for money. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1.2 Organization charts of Amari Watergate Bangkok 
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1.3 SWOT Analysis 

 

 

 
 

Figure 1.3 SWOT 

Sources: Berry, T. (2008). Use a swot analysis. In Plan-As-You-Go Business Planing. 

Retrieved February 12, 2014, from http://planasyougo.com/use-a-swot-analysis/ 

 

Strengths  

• Amari Watergate Bangkok hotel is located in the center business area of 

Bangkok at Petchaburi Road, close to Central World, Platinum Fashion Mall and 

quite close to the Siam area. The hotel location is close to the BTS Chitlom 

station and the Airport Rail Link Ratchaprarob station, which gives very 

convenient access to Amari Watergate Bangkok. 

• Amari Watergate Bangkok has a good reputation for a quite long time, since 

1992, when it was called Amari Hotel and Resort. The hotel changed its name to 

Amari Watergate Bangkok in 2010. 

• Amari Watergate Bangkok has plenty of facilities. They include: swimming pool, 

fitness, spa, conference rooms and 6 restaurants such as Thai, Chinese, 

international buffet, Bar & Grill and Pool Bar and Café 
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• Special benefits for the guest on Executive floors as VIP Private check-in and 

check-out and complimentary late check-out until 3 pm on your day of 

departure, Complimentary buffet breakfast, Complimentary beverages and hors 

d’oeuvres from 5:00 pm to 7:00 pm daily, Complimentary use of hi-speed 

internet at no extra charge and Pillows of your choice 

• 5 types of rooms available such as Deluxe Room, Grand Deluxe Room, 

Executive Room, Corner Suite, Executive Suite for a total of 569 rooms 

• Experience staff who have worked at Amari Watergate Bangkok over 10-20 

years  

• Loyalty program Chorus Rewards is the hotel loyalty program of Amari. The hotel 

is also a member of VOILÀ rewards, is a unique hotel reward program that unites 

a variety of properties including four and five-star independent hotels and 

resorts from around the world –   

Weaknesses 

• Amari Watergate Bangkok is recognized as an old property, compared with 

others building in the area, as it was built over 20 years ago.  

• Inefficient training because the number of staffs attending the same classes is 

highand may lead to a lack of concentration. 

• Lack of staff in some departments during the peak seasons such as 

Housekeeping and F&B as it really difficult to attract new employees when the 

salary is low. 

• Pressure due to the objective of maintaining occupancy without reducing the 

price. 
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Opportunities 

• Peak season from November – April when there is a high numbers of tourists are 

visiting Bangkok. 

• Tourism authority of Thailand TAT is doing a very good job promoting tourism in 

Bangkok and Thailand  

• The growing Asian tourism market benefits to every area in south east Asia. 

ASEAN Economic Community and various free trade agreements between 

ASEAN partners will attract both businessmen and tourists to travel and visit 

Bangkok as it is of the main cities in terms of commercial activity 

 

Threats 

• Political instability in the area, as protesters often close Ratchaprasong 

intersection during political turmoil  

• The number of hotels with the same standards are increasing in this area, , such 

as novotelPlatunam, glow by zing or Berkeley hotel. 

• Global economic slow-down could be a threat, but so far it has had little impact 

on tourist arrivals in Thailand. The country is heading for a bumper record year 

2012. The Kingdom had a total of 8,871,930 visitor arrivals for the period of 

January through May 2012, up 7.27 percent compared to the same period in 

2011. China was the best performer with 943,161 visitors, up 26.13 percent with 

the largest market share for an individual country of 10.63 percent. (BY 

ANDREW J. WOOD, ETN AMBASSADOR | JUL 10, 2012) 

• The Thai Currency (Baht) has been strong, which might cause tourists to change 

their mind to travel to other countries which have similar facilities, culture and 

lifestyle in order to save their budget  
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• Other countries in South East Asia are becoming more appealing to tourists such 

as Phnom Penh, Hanoi, Ho Chi Minh City, Vientiane and now Yangon, so there 

are more choices of destination other than Bangkok. 

 

1.4 Porter’s Five Forces Model   

 

 

 
 

Figure 1.4 Porter’s Five Forces Model   

 

Sources: Porter, M. E. (2008). The five competitive forces that shape strategy. Harvard 

business review, 86(1), 25-40. Chicago  

 

 

1) Threat of new competition 

As the business hotel market yields high returns and still has room to grow, it is 

very likely there are a lot of competitors that are interested in grabbing some market 

share from business hotels in Bangkok. The threat of new competitors can be analyzed 

from the following aspects: 

The existence of barrier to entry – The demand for accommodations is quite high for 

both domestic and international consumption. Although running a business hotel 
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requires high investment, it is still an interesting business for investors. As for Amari 

Watergate, barriers to entry are high because the business is quite complicated and 

expensive.  

Brand equity-Amari brand is one of the leading Thai Chain hotels and has had a good 

reputation for years. The company itself has built a strong connection with other 

businesses. For companies who are considered as “non-chain hotel” might be 

confronted with a lot of effort to build its own brand equity to equal Amari. 

Switching costs- There are many choices and hotel brands for customers. Switching 

costs will be occurred with some booking for products and services such as Pre-paid 

booking, package, the lowest price with some conditions etc. However, switching costs 

for hotels is low. 

Capital requirement-Business hotels require high capital 

Access to distribution-Amari Watergate has many channels of distribution such as direct 

either website or hotel, Travel Agent, Direct Sales in each segmentations, Events, etc. It 

can be clearly shown that the Amari Watergate covers all major channels in the market 

place, so competitors might have to work hard to distribute as broadly. 

Customers loyalty to established brands-Amari has it own loyalty programme called 

“Coral Reward” which allows guests to collect and experience with the high benefit from 

Chain Amari. However, it is easy for guests to try new products and services from 

competitors as the price and other reasons. So if guests are not satisfied, they might 

easily choose one that they like most. 

Industry profitability- For the revenue summary in year 2013, the company earned 449 

million Thai baht, with a 77 percent Occupancy rate, and a profit increase of 126 million 

Thai baht. Apart from the summary report, it seems to be attractive to new competitors.   

Conclusion: Moderate threat of new entrances 

 

2) Threat of substitute products 

For Amari Watergate, the substitute products are all kinds of accommodations. 

The threat of substitute products can be analyzed by the following aspects: 

An attractive price and number of substitutes-As they are many kind of accommodations 
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from the various prices and value for guests. For example, a standard room from a new 

non-chain hotel which is across the street from Amari is costing THB 2,000- 2,500 per 

night. The price is lower than Amari Watergate by around THB 1,000- 3,500, so it might 

be a good option for individual guests to choose as a lower price. Guest can even find a 

room rate as low as THB 1,000 for guesthouses around that area (Pratunam area) 

Low switching costs to customers- there is no switching cost for guests except some 

terms and conditions of each booking. 

Conclusion: high threat of substitute products  

 

3) Bargaining power of customers (buyers) 

The bargaining power of customers is also described as the market outputs: the 

ability of customers to put the firm under pressure, which affects customers’ sensitivity to 

price changes. Amari Watergate guests are not only the end-users but also the middle-

man (Travel agent) who buy the hotel’s products and services for a big amount.  

Since there are lots of hotels in different brands that are available for guests, the 

bargaining power of customers is high due to many options in accommodation. 

Therefore, since more than 40 per cents of our rooms are sold buy travel agents, so 

there are a lot of commission fees that the hotel pays for those agents. 

Also, the hotel receives a number of meeting and conference guests per month, 

which are derived from the private sectors. They are our business partners, associates 

and connections. So these types of those associates are having power in purchasing 

and negotiation.    

Conclusion: high bargaining power of customers 

 

4) Bargaining power of suppliers 

The bargaining power of suppliers is also described as the market of inputs. 

Suppliers of raw materials, components, labor and services to the firm can be a source 

of power. It can be analyzed by the following aspects: 

Degree of differentiation of inputs-Amari Watergate is considered as a large hotel 

consisting of 565 guest rooms. It refers with a high demand for raw materials. Raw 
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materials for the Kitchen department, for example, has a high demand and quantity for 

every order, so there are many suppliers that wish to quote the price with the hotel in 

order to receive a large quantity. 

Impact of inputs on cost and size of the company- As Amari Watergate is under Chain 

Amari, so some products are ordered from the same supplier such as raw materials for 

Housekeeping Department (bed sheet, duvet, pillow, chemical) are used in all 

properties under brand Amari. Once the hotel makes commitments or contracts with 

suppliers, the hotel plays a vital role to receive the best products at a reasonable price. 

Conclusion: low bargaining power of suppliers  

 

5) Intensity of competitive rivalry  

This is major determinant of the competitiveness of the industry. The intensity of 

rivalry among competitors in business hotel industry is having a high pressure among 

other’s profit potential. High intensity of rivalry means competitors are aggressively 

targeting each other’s market and pricing products. This is because the number of hotel 

is significantly increased from year after year due to the high remand in the market. 

Number and size of competitors- there are numerous brands of hotels in the market 

especially around Pratunam area which are the same level: (NovotelPratunam, Bekery 

hill, Centara Watergate, Centara @ Centra world, Novotel Siam, Pratumwan Princess, 

BaiYok Sky etc), higher level: (Grand Hyatt Erawan, Intercontinetal, St Regis, For 

seasons etc) and lower level: Zinc by glow, Grand Dimon, Baiyok Suit etc 

Product differentiation-Amari Watergate has been renovating and trying to introduce new 

products and services such as Breeze spa, Promoting CSR, new conference and 

meeting rooms, new style and decoration for guest rooms, High technology sport 

machines, etc. However the overall products and service are not differentiated from 

others. This makes the competition high as everyone has to complete to sell the same 

thing. 
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Brand loyalty- guests can enjoy with the Coral Reward programme, which is being used 

among all brands under the ONYX hospitality group around the world. Again, this is a 

common concept among hotel group, which makes it hard to distinguish from other 

hotel chains. 

Conclusion: high intensity of competitive rivalry  

 

1.5 Problem identification 

 

Actuallythe hotel itself is already quite professional in terms of service and 

operation. Amari Watergate is under the ONYX hospitality group, which is operating and 

managing hotels and resorts with both domestic and international brands. They have a 

strong management team that formed of both Thais and foreigners. The ONYX has 

several policies, regulations and methodologies to train their staff from the Budget to the 

Luxury hotels, resorts and serviced apartments to ensure that staff is able to provide the 

best service and which is standardized in accordance with each brand. Amari 

Watergate has an average occupancy rate of approximately 85% - 100% throughout the 

year. This is clear evidence to support the customer satisfaction of Amari Watergate and 

the growth of its business. The hotel has been run for almost 2 decades, but they 

receive thousands of guests per month. Clearly, Amari Watergate runs quite 

successfully. 

 

However, there are some small details that could be improved and enhanced in 

order to strengthen the hotel brand “Amari Watergate”. The majority of staff work under 

Housekeeping Department. Many of them are long-term staff who have been working 

here for a decade or two. They have a high commitment and loyal to the organization. 

Many of them are willing to work here until they reach retirement. There are some 

reasons for those to remain working in Amari Watergate. For example, they are used to 

the environment, tasks and people, so they feel more comfortable to work here as it is. 

They do not want to be confronted with new challenges and unstable situations. For 

those reasons, it makes them proud and specialized in their tasks or duties. But when 
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things went wrong, for example, he or she made a mistake, it is easy to forgive and 

forget or even make it gentle. This is because “we are friends, we have worked here so 

long, we are close to each other, we help each other”. With all those reasons, people 

feel relaxed, which means they have less enthusiasm and less respect to their leader 

when it turns to work. But there are some positive points such as they work hard with 

long hours.  

Therefore, staff in the housekeeping departments needs to refresh again by 

“motivating and improving”. It is because quite often senior employees deny having 

training courses, which is provided by Learning & Development Department. They let 

the young participate. They assume that they know already what about what is being 

trained. Therefore, it sometimes the manpower is not enough to fill the team, so omitting 

courses is the solution for in such a case.  

Assistant executive housekeeping manger and team leaders said that the lack of 

manpower brings lots of problems to the team. Although they hire an hourly staff and 

casual staff to supply the team, this idea does not work properly. They wish to achieve a 

high quality of the tasks, but they can only reach quantity was due to those problems 

early stated. Supervisors rarely have a chance to perform their true responsibility 

because they have to be in charge of maids for such a long period of time. Of course, 

they work loaded hours a day. It seems that each has to take the responsibility on 

themselves such as whether the cleaned room has been sold without the supervisor 

checking it. If problems occur, they will handle it in an ad hoc manner.  This kind of 

dysfunction occurs for a periods of time. This is lead to lower motivation in the staff.   

I have experience as a Housekeeping Supervisor in a Luxury hotel from the 

Accor chain, so I can see the clear picture and problems. I also get respect from team 

leaders and team members. I gathered some significant information from the assistant 

housekeeping manager which links to and benefits my research. I worked closely with 2 

assistant managers and team leaders in mainly guest room and public areas. And I 

discovered mini-bar and store at the last section. I was also a junior consultant for giving 

advice, sharing work experiences and handling both guests complaints and 
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subordinates problems. 

I gathered some useful ideas and concluded that the staff in the housekeeping 

department needs to be motivated and needs to improve their performance. This is 

because most team leaders said they want to improve their English in order to better 

handle with guest preferences (language barrier). Some opinions about a pay for pieces 

rate such as getting THB 50 baht for cleaning a room (in the case of additional room 

over the number they are each responsible for). Some told me that more manpower is 

needed, and that supervisors should have to perform their real responsibilities. 

Moreover, they want to build trust and respect among the team and between 

supervisors and subordinates, etc. This is the reason why this “motivation and 

improvement” topic should be addressed. This research looks at existing motivational 

techniques and will identify the best practice for the housekeeping staff.    
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Chapter 2  

Literature Review 

 

Sahoo and Mishra (2012) illustrate that performance management is a 

continuous process of managing people’s performances to reach their mission and 

desire. High-performing organizations require effective performance management 

systems to promote and develop the values, principles and competencies in order to 

sustain optimal outcomes. As Drumm (2005) argues, performance management can be 

regarded as a systematic process in the entire organization that can improve 

employees’ performances in both individual and in a team. Business performance is 

associated with the success and the construct of “excellence” as proposed by Peters 

and Waterman in the 1980s. With the importance of performance improvement, hotel 

management should focus on how to improve performances for their staff. For these 

performance reviews, there are seven points to be considered: communication, training, 

generations and ages, performance review process, teamwork, attitudes and values, 

and pay-for-performance 

 

2.  Determinants of how to improve performances 

 From various journals, there are many determinants/techniques of how to 

improve performances of a staff. They are: 1) training, 2) generation/ages, 3) 

performance review process, 4) managing communication, 5) team work, 6) attitude and 

values, 7) pay for performance. These will be explained in further details in the following 

sections.     

 

2.1 Training 

Training is the process used for developing knowledge and skills that are 

needed to perform the tasks in an organization (Jaszay& Dunk, 2003) Also, Golgstein 

(1980) said that training is “the acquisition of skills, concepts or attitudes that result in 

improved performance in an on the job environment”. In regards to Wiley (1993), it was 

shown that American companies alone spend an estimated $200 billion annually on 
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employee training. For the budget, it is spent for three purposes: 1) Improve employees’ 

attitude, job satisfaction, productivity and work quality. 2) Improve overall perception of 

and organization by customers 3) Increase profit levels by reducing labor turnover and 

associated costs (Conrdeet al., 1994) In over the last 20 years, employers have more 

influence on organizational productivity of inappropriate or inadequate staff 

competences. There has been a significant rise in the level of resources being allocated 

to support the side range of employee development, and new methodologies  are now 

being utilized by training department (Lan, 1994) 

There are various training manuals in the management category science 

explaining the importance of training competencies and the propose of creating and 

delivering effective training (Pont, 1996). Regarding the research from Stuart (1976), it 

shows the vital dimension form in development of managerial skills and performances. 

Hotel business consists of many workers from diverse backgrounds, multi-skills, levels 

of education and experiences. Factors can be categorized in accordance with specific 

requirements and responsibilities in order to perform tasks (Kalargyrou and Woods, 

2011) However, there is some basic information to provide to the staff, as an 

“orientation”. It is first grooming their new employees to become familiar with the new 

environment. The most mentioned factors/determinants for increasing performance are 

training and performance review processes (Schonewille; 2001 and Doug et al., 2001). 

Moreover, it is in a positive result on the returns from providing staff whether training or 

education. Knowledge will be shared among employees, because the outcome is 

important incentives to invest as “Human Capital”.  

 

2.1.1 Off and On-The-Job training 

A training programme can be grouped into two dimensions: On-The-Job and 

Off-The-Job training. Schonewille (2001) quotes that On-The-Job training means that 

people are trained and obtained their knowledge while working. With Off-The-Job 

training, on the other hand, staff receives a theoretic knowledge from their studies. It has 

been emphasized that Off-The-Job training increases productivity rather than On-the-

18 
 



Job training (Schonewille, 2001). Moreover, providing employees with training courses 

in relation to their field have an impact on productivity in the entire organization 

(Stevens, 1996). The research from Schonewille, (2001) argues that off-the-job training 

increases productivity rather than on-the-job training. Moreover, providing employees 

with trainingwhich is related to their field has an impact on productivity 

 

2.1.2 Human Resources practice 

 Human Resource Management plays a significant role in arranging and ensuring 

that staff is able to perform tasks in accordance with their duty. According to the Human 

Capital theory, a skillful, experienced and knowledgeable manager leads the firm 

productively and is adaptive to business environments (Becher, 1975). Training plays a 

vital role in improving staff performance (Frabotta, 2000). Human Resources practices 

influences staff relations, productivity and commitments. Career path planning enables 

staff to know what they should do, if they want to achieve their goal. Besides, giving 

feedback to the staff can show them where they stand with their performances or point 

out what can be improved, or something that is adequately performed (Doug et al., 

2001). This means that HR practices can lead to staff improvements in various aspects. 

Therefore, Dransfield (2002) argues that the HR process is concerned with gaining the 

best performance from both individual employees and team organization. 

 

2.1.3 Obtain higher education  

 As part of working life, education allows the staff to get to a managerial level. 

Obtaining a higher education is important for staff who are going to be a long-term 

workers, (O'Mahony and F.Sillitoe, 2001). This is because many job positions in the 

hospitality field are lacking in skilled or qualified workers. However, there are some 

barriers to achieve that stage: employees with insufficient finances might find it difficult 

to obtain a higher education. Although they are committing for years, as the schedule for 

hotel workers is working shifts, so the chance to participate in class might unsuitable for 

them (O' Mahony and F. Sillitoe, 2001) 
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2.1.4 New methods of training 

With times changing from one year to another, there are some aspects to be 

studied, for the future. In the hotel business, for example, the cost of training is a huge 

amount of money that Human Resource Management spends on each department (HR 

Magazine, 2008) The procedures and methods that are currently used might be well 

suited with the changes in technology these days. Human Resources Management 

considers how to organize the way to train their employees more efficiently.  Also with 

the trend of technology, devices are affecting people. E-Learning can be adapted into 

Human Resources practice by providing courses for staff. Also, using E-Learning is 

more suitable for attendees as employees can obtain training courses whenever it suits 

them (Kalargyrou and H. Woods, 2011).  

 

2.2 Generations / Ages  

A new generation of employees with an apparently different attitude, has been 

entering the hospitality industry (Barron, 2008). In the hotel business, there are lots of 

employees from various ages such as young inexperienced people to older ones who 

are more experienced employees. There are several scholars that explain the 

generational differences for these differences are based on shared social experiences 

(Bontekoning, 2007). Different generations are so defined: Baby boomers born 1945-

1964, Generation X born 1965-1980 and Generation Y born after 1980 (Eisner, 2005) 

With 3 age levels working under the same roof, it is important for the management to pay 

attention to the specific and clear duties that will be assigned to each member of staff as 

it is directly linked to commitments and performances (Lubet al., 2012) 

In Scotland, the number of senior workers in service industry is increasing 

whereas young labor is decreasing, due to younger people turning towards full-time 

education. (Evan, 1990). Also, a low birth rate is linked to a labor shortage and an 

unequal population within the society (Lyon and Mogendorff, 1991). But with the high 

rate of older workers in Scotland, there are more advantages than disadvantages. The 

study revealed that age stereotypes did not affect the small and medium size firms in 

Scotland. Clearly the data shows that having older workers can lead to more efficiency, 
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productivity, higher morale and company loyalty among the senior workers. However, 

there are a few disadvantages that occur with this group of workers, in the form of 

illness, and the ability to learn and self-motivate. 

 

2.2.1 Baby boomers (born 1945-1964) 

 This is the largest group in the general workforce compared with other two 

generations. (CBS, 2010) They are experienced and stable employees. This group of 

workers is also loyal to the company, idealistic and ambitious (Wong et al., 2008) Lastly, 

as with the suggestion of Kupperschmidt (2000) Baby boomers are very sensitive to 

their status. Noe (unknown) tells that promoting their self–esteem, insuring their security 

and showing them respect are needed for baby boomers.  

 

2.2.2 Generation X (born 1965-1980) 

 This group of workers represents the entrepreneurial category. They are 

independent and feel comfortable with the changes, but they are also less loyal to the 

organization (Yu and Miller, 2005). Generation X has also difficulties in dealing with the 

disappearance of boundaries between work and private life (Eisner, 2005) Generation X 

pays attention to the balance between work-life more than the other two generations. 

The people in this generation take more consideration into job security than  Generation 

Y. (Davidson et al., 2011) 

 

2.2.3 Generation Y (born 1980 and up) 

 Characteristically, this generation is comfortable with changes, are into personal 

development and enjoy challenges. (Eisner, 2005). However, according to the studies of 

Twengeet al., (2010) they are less committed to the firm than the other generations.Noe 

(unknown date) argues that generation Y is seeking opportunity, responses and 

security. They also believed to have high levels of self-esteem.  
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2.2.4 Work-Life Balance 

 The Generation X group pays attention to the balance between work-life more 

than the other two generations. The people in the Generation X group are focused more 

on job security than the Generation Y group. Both Generations X and Y understand the 

challenges and self-improvements more than Baby Boomers. (Davidson et al., 2011) 

The Baby Boomers and Generation X both hold a strong commitment and better 

efficiency. In contrast, the younger generation has lower commitment and is ready to 

change their job whenever they are not satisfied or see a better opportunity (Poulston, 

2008). So each generation has different technique requirements and approaches to 

facilitate their performances. 

 

2.3 Performance Review Process 

 Business performance is associated with success and the construct of 

“excellence” (Peter and Waterman, 1980s.) Performance management contains 

activities such as joint goal-setting, continuous progress review, communication, 

feedback and coaching for improved performances, implementation and rewarding 

(Drumm, 2005) Managing the review process is important to enhance staff’s 

performance. Gaetaniet al. (1986) illustrate “feedback is to reinforce when its delivery 

leads to an increase in a particular type of desirable behavior.” Mwita (2000) argues that 

performance management integrates with organizations improving process, 

organization strategic and promote its mission and value. 

 

2.3.1 Job description  

 Sahoo and Mishra (2012) illustrate that description plays a significant role to help 

staff perform their duty. Clear direction in job descriptions helps staff to know exactly 

what they are going to do. Doug et al., (2001) shows that career planning advice to 

workers should be added in the performance appraisal, as staff is more able to achieve 

their goals. 
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2.3.2 Performance-Improvement plan (PIP) 

 It is important to have a performance improvement plan (PIP) between 

subordinates and their supervisors (Heinen and O' Neill, 2004) Using 360-degree 

feedback can show different aspects whether they are on the side of bosses, colleagues 

or customers. This methodology would prevent a biased opinion (Sahoo and Mishra, 

2012) Also, feedback is vital to improve staff motivation; morale and commitment (Doug, 

2001).  A well managed and well-integrated 360-degree feedback can help to 

performance manage improvements. (Sahoo and Mishra, 2012)  Locke et al., (1981) and 

Collins (1982) both illustrate that influencing goal commitment is an aspect where social 

influence can have an impact on the effectiveness of goal setting.    

 

2.4 Managing Communication  

Sharing knowledge among the team or others help workers have social 

connection and social interaction (Chalkiti, 2012). Employees and employers must share 

and communicate among the team in order to receive the clear and correct messages 

from both sides (Schonewille, 2001). Feedback is vital to enhance employees’ 

motivation, morale and commitment (Doug, 2001). Sharing knowledge is being part of 

the communication, meaning that the employees are enabled to deliver experiences that 

require the coordination and application of knowledge (Bouncken, 2002). 

 

2.4.1 Customer Contract Service Employees (CCSE) 

 The dedication is transferred for suitable outcome (Flaherty and Pappas, 2000) 

Employee dedication is the relative strength of an individual’s identification with the 

hospitality organization. This is a transfer relation between the hospitality organization 

and an individual in the firm. The process includes: communication with CCSE as 

individual, encourage downward communication, regular training and coaching & 

leadership (S. Gill and Mathur, 2007).  
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2.4.2 Verbal and Nonverbal Communication 

 Both verbal and nonverbal communication can be used to communicate 

amongst the organization, and it can be seen that establishing a non-paper information 

methods to communicate with staff increases the effectiveness (Smith, 1999). This 

includes face-to-face, where workers are able to gain immediate feedback to their 

suggestions, valuing the staff's opinion and treating them as equals in the process 

(Smith, 1999)  

 

2.4.3 Trust 

 Cook and Wall (1980) argue that it is significantly important to have social 

interaction by gaining trust among staff within an organization. The process starts with 

making a commitment to the firm, paying attention to the individual and self-fulfillment 

(Leat and El-Kot, 2009). Creating trust can lead to satisfaction, commitment, and 

determining organizational success (Cook and Wall, 1980). Mani (2002) concludes that 

subordinates who trust their supervisors tend to be more satisfied, thereby achieving a 

high percentage on their performance appraisal.  

 

2.4.4 Encouragement and inspiration 

 With encouragement and inspiration, the effective motivation mechanism can be 

organized within a firm. A firm can adapt the ERG (Existence need, Relatedness need 

and Growth need) theory scale to figure out staff's motivation preferences. Researchers 

suggest that leaders are a key factor that is highly related to motivation due to influence 

in an incentive exercise in terms of social relationships in organization. Leat and El-Kot 

(2007) stated that the Egyptians make commitment in their firms and pay attention in 

which productivity concerns them as individuals. Yousef (2001) in his research shows 

the manager plays a vital role to adapt the ERG theory. 
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2.5 Team work  

 Kalargyrou and H. Woods (2011) show that teamwork is formed by a group of 

people working together to achieve a goal As a part of a team, it helps to have the 

training and development to best interact effectively in their team.  Active listening helps 

trainers interact well with different types of people. Being a good listener enables a 

trainer to be more effective as well. Setting the right collaboration by sharing some 

personal information and providing a way to participate helps employees to get to know 

each other. The research supports this request, where 72% of participants found their 

peers to be an excellent source of information in the group experience. Maximizing 

collaboration allows organizations to leverage more learning in the group.  

 

2.5.3 Self managed team  

 Ingram (1997) suggests that to achieve success by working in team, the 

management should have the vision to inspire their subordinates. It might take time to 

do so, but it has potential rewards such as improved process and individual 

management as well as company improvement. Having strong teamwork is especially 

important for training professionals (Kalargyrou and H. Woods, 2011). It is also important 

to set the direction and keep the group focused on the learning objective. The group will 

function best with a clear learning goal and focused discussion. (Irs, 2012) 

  

2.6 Attitudes and Values 

Attitudes and values are an essential task for employers to set up. Herzberg et 

at., (1959) shows 2 factors: Motivation and hygiene factors. He states “only these factors 

can have a lasting impression on a workers' attitude, satisfaction and, thus, work.” 

(Herzberg,1959). Moreover, Steininger (1994) illustrates that employees perform 

excellent tasks when this stimulation (motivation and hygiene factors) are inner and work 

related. 
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2.6.1 Self-Determination  

 Self-Determination Theory (SDT) focuses on job motivation and shows 

organization behavior. The researchers illustrate that work is related to happiness when 

individuals take their personality as a motivation to serve an aim. A current research by 

Ankli and Palliam (2012) says that the individuals who are on top are resourceful and 

innovative as effected by their interests, internal good feelings and talents of the work 

itself and this is not influenced by external pressures or incentives. It is good for 

managers to know about self-determination theory (SDT) for job motivation. To develop 

one’s personality, it can be linked to the happiness to perform tasks. 

 

2.6.2 Working Condition   

Motivation is linked to working conditions because if the employees enjoy the 

working conditions, then they are motivated and the staff turnover will decrease 

(Demicco and Reid, 1988) As a result, a Job Diagnostic Survey (JDS) can be operated 

for hotel staff (Hackman and Oldham, 1980) JDS helps the management investigate, 

evaluate and organize to suit the needs of their staff's working conditions and therefore 

improve staff motivation. 

 

2.7 Pay-for-performance 

Dransfield (2000) explains that pay-for-performance is one of the compensation 

methods, which concerns employees performance. Whitfield and Poole (1997) explain 

the fresh way of creating employment should include not only team working or 

employees’ participation but should also be subject to contingency pay. Prendergast 

(1997) argues that incentives play a significant role for employees as it determines both 

an individual and organizational level of performance, as employees receive incentives 

as the compensation practice from their employers.   

According to Belfield and Marsden (2003), there is a relationship between 

performance related-pay (PRP) and organizational performance. PRP can enhance 

performance outcomes. There are a number of advantages for implementing pay-for-

performance such as: 1) Affecting employees motivation and performance. 2) Boosting 
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work motivation 3) Performing better in achieving tasks or goals (Armstrong, 2001). 

Carraher (2011) argues that managers need to know and understand that each worker 

may need different motivational incentives in order to ensure better achievement of a 

firm’s goals. 

Accordingly the “Economic theory” recommends that an incentive plan works 

well for motivating employees to perform their best, which is going along with a firm’s 

objective. Therefore, incentive plans are vital with a firm’s performance.  (Predergast, 

1999; Bonner and Sprinkle, 2002; Bouwens and Van Lent, 2006) Also, Turk (2008) 

indicates that “performance appraisal and the pay-for–performance system have 

guaranteed a highly motivated core of staff”. According to O’Halloran (2011) pay-for-

performance has a positive impact on job satisfaction depending on types of PRP 

workers gain, and workers are more satisfied with their organization than those without 

pay-for-performance. Piekkola (2005) said that PRP schemes can improve and increase 

firm performance without creating much on the wage side. It is, therefore, not a 

substitute for hierarchical payment. Conyon et al., (2001) state that this is a great 

opportunity for a firm to review and implement the PRP due to employees on these pay 

system having a slightly motivated approach. 

However, a study in Estonia by Irs (2012) shows that management is not sure 

whether they have enough resources to pay employees by their performance. Also, 

employees’ expectation of pay-for-performance is quite expensive. Marsden and 

Richardson (1992) and Harris (2001) conclude that the size of the compensation paid is 

a vital role of total compensation. 
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Chapter 3 

Research Methodology 

 

3.1 Population and sample 

This research paper aims to investigate the impact on techniques for improving and 

motivating hotel workers at the operational level (housekeeping department) in Amari 

Watergate Bangkok, Thailand. In doing so, there are 75 employees in from an 

operational level to managerial level who participated as the survey groups in order to 

see the differences in various factors. The survey group will be selected and based on 

positions by grouping into 2 groups:  

The 1st group: is concerned with employees in level (1) that comprise of room 

attendants, public areas attendants, florist attendants, clerks, laundry and uniform 

attendants, and gardeners. In total 50 participants who have at least 1 year of 

experience working with AmariWatergte Bangkok. 

The 2nd group: is concerned with employees in level (2), (3) that comprise of floor 

supervisors, public areas supervisors, florist supervisors, senior clerks, laundry & 

uniform supervisors, gardener supervisor and assistants. In total 25 participants who 

have at least 1 year of experience working in supervisory or managerial positions with 

Amari Watergate Bangkok.  

The overall research will cover how the 2nd group motivates or improves their 

subordinates, and which techniques or methods are mostly being implemented. The 

opinions of the 1st group on how they respond with those techniques and methods is 

also shown.  
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3.2 Hypotheses  

This study examines the factors, which are exclusively contributing to the success of 

managing a housekeeping staff. The 7 factors comprise of training, generation, 

performance review process, managing communication, teamwork, attitude and value, 

and incentive system. This study also measures the relationship between subordinates 

and supervisors, also how supervisors can improve, adapt or change themselves and to 

be more efficient and more productive. Also, this study will find out what techniques are 

the best practices for housekeeping staff. There are many researchers focused on the 

impact of the motivational techniques with performance. Furthermore, it is widely known 

that the techniques should be customized to fit each position. However, there is no 

concrete finding regarding how an organization could customize their technique. This 

research would propose hypotheses that would provide a better understanding of this 

matter.Therefore, the hypotheses in this research cover the following:  

• There is a significant difference between the opinions of operational staff and 

managerial staff with regards to the training factor to improve and motivate 

housekeepers’ performance at the operational level. 

• There is a significant difference between the opinions of operational staff and 

managerial staff in regards to the generations/ ages factor to improve and 

motivate housekeepers’ performance at an operational level. 

• There is a significant difference between the opinions of operational staff and 

managerial staff in regards to the performance review process factor to improve 

and motivate housekeepers’ performance at an operational level. 

• There is a significant difference between the opinions of operational staff and 

managerial staff in regards to the managing communication factor to improve 

and motivate housekeepers’ performance t an operational level. 

• There is a significant difference between the opinions of operational staff and 

managerial staff in regards to the teamwork factor to improve and motivate 

housekeepers’ performance at an operational level. 
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• There is a significant difference between the opinions of operational staff and 

managerial staff in regards to an attitude and value factor to improve and 

motivate housekeepers’ performance at an operational level. 

• There is a significant difference between the opinions of operational staff and 

managerial staff in regards to an incentive system factor to improve and motivate 

housekeepers’ performance at an operational level. 

 3.4Framework 

 

 

 

 

 

 

3.5 Methods  

This research is designed to use a quantitative method by using self-

administered questionnaire with closed questions to survey the opinion concerning 

which techniques is currently used for managing housekeeping staff at Amari Watergate 

Bangkok, Thailand. There are 50 items regarding all 7 factors and 1 outcome. The first 

part of the questionnaire is regarding demographic information of respondent such as 

age, gender and position. The second part relates to the factors of improving 

performance and insuring high quality performance.  The questionnaire was distributed 

to participants in March 2014. The survey form conducted within 1 week in a period.   

Data were analysed using the statistical package SPSS 20.0. In order to meet 

the survey’s goals, descriptive bivariate (paired sample t-test) statistical analyses were 

concluded. 

 

 

 

1) Training 
2) Generation/ Ages 
3) Performance Review 

Process 
4) Managing communication 
5) Team work 
6) Attitude and values 
7) Incentive System 

Influences for 
Improving and 
motivating 
housekeepers in an 
operational level 
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Chapter 4 

Data Analysis 

 

 In this chapter, all data will be presented from SPSS output.  Firstly, Pre-test of 

30 first questionnaires will be shown and the overall reliability from 75 questionnaires will 

sum-up for the reliability test. Then, descriptive frequencies will summarize all the 

respondents and after that all hypotheses testing will be analyzed.  

 

Reliability Analysis 

Cronbach’s alpha is a widely used method to run reliability test as the Likert 

scale can be easily measured and as if the result is more than half or in other word more 

than 0.6 is showed as an acceptable scale for questionnaire to be reliable. 

 

Table 4.1: The analysis of reliability for 30 questionnaires 

 

 
 

 
As the result for pre-testing on 30 questionnaires reached the scale of 0.825, it is 

reliable enough for further analysis to be tested. 
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Table 4.2: The analysis of reliability for 75 questionnaires 

 
 

 
The result from Table 4.2 shows that the scale of 0.851 is reliable on all 

questionnaires that are distributed. 

 

4.1 Descriptive Analysis 

This part shows the frequency and percentage on general information of 

respondents.  It would help describe who are they and what are their background. 

Table 4.3: Gender information 

 
From Table 4.3, the percentage shows that most of respondents are female at 

54.7% and male at 45.3%. 
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Table 4.4: Age information 

 
The range of age from research’s sample population is mostly range in between 

21-30 year (41.3%), 31-40 year (36%), 41-50 year (21.3%), and lastly is above 50 years 

old (1.3%). 

 

Table 4.5: Marital information 

 
From the result on Table 4.5, most respondents are Single (50.7%), Married 

(42.7%) and Divorced/Separated (6.7%). 
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Table 4.6: Education information 

 

 
The education level is mostly obtained in High School/ M6/ Vocational Certificate 

(44.0%), Junior High School (36.0%), Higher Vocational Certificate/Associate Degree 

(10.7%), Elementary and lower (5.3%), Bahelor Degree (2.7%) and Higher than Bachelor 

(1.3%). 

 

Table 4.7: Position/Level of Staff information 

 
There are two levels of staff which are Operational Level (66.7%) and Supervisor 

or Managerial Level (33.33%) 

 

 

 

 

 

34 
 



Table 4.8: Monthly Salary information 

 
The earning of monthly income shows on Table 4.8 indicates that the range 

between 15,001 – 20,000 Baht has the highest percentage of 54.7%, followed with 

“Below 15,000 Baht” of 37.3%, 20,001 – 25,000 Baht of 6.7%, and “More than 30,001 

Baht” of 1.3%, respectively. 

 

Table 4.9: Working Year information 

 
Working experience within Amari hotel is mostly ranged in “Between 1-2 years” 

of 38.7%, followed with “Between 6-10 years” of 26.7%, “10 years and above” of 18.7%, 

and “Between 3-5 years” of 16.0%, respectively. 
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Table 4.10: Experience within Large Chain Hotel information 

 
Most respondents had been working in a large chain hotel before their present 

working with Amari hotel of 69.3% and those who had not gain this experience obtain 

the percentage of 30.7%. 

 

Hypothesis Testing and Analysis 

Table 10: Means and Standard Deviation of Training Factors 

 
 

As presents in table 10, the respondents agreed that having training courses are 

significant important for performing tasks. Also, the career path enable leads 

employees to perform in order to be success in their job field. Setting the goal and 

combining with education for each staff will encourage and lead them to be 

success. 
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Hypothesis 1 

Ho: There is no difference between the opinions of operational and 

managerial in regards to the training factor to improve and motivate 

housekeepers performance in an operational level. 

Ha: There is a difference between the opinions of operational and managerial 

in regards to the training factor to improve and motivate housekeepers 

performance in an operational level. 

 

 

Table 4.10.1: The Analysis of Training Factor 

 
The analysis of variance in Table 4.10.1 indicates that the significance at 0.000 

is less than 0.05.  It means that the null hypothesis was rejected.  Therefore, it can be 

interpreted that there is a difference between the opinions of operational and managerial 

in regards to the training factor to improve and motivate housekeepers performance in 

an operational level. 
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Table 4.10.2: The Descriptive Analysis of Training Factor 

 
From Table 4.10.2 demonstrates detail of each sub factor under Training factor. 

In the sub topic “Training courses are important for my work”, Operational levels scores 

4.34, managerial level scores 3.68. Anova result shows that there is a significant 

different on the opinion of this item between these two groups. The means show that for 

operational level, they strongly agree that training is important for their work. However, 

the mean of managerial level shows that training is not that important to them.  
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Table 11: Means and Standard Deviation of Generation/Age Factors 

 

 
As presents in the table11, respondents feel more comfortable to be as in team with 

people from diverse ages. They value their colleagues by performance and ability rather 

than ages. However, they do believe in seniority whenever consults needed.  
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Hypothesis 2 

Ho: There is no difference between the opinions of operational and 

managerial in regards to the generations/ ages factor to improve and 

motivate housekeepers performance in an operational level. 

Ha: There is a difference between the opinions of operational and managerial 

in regards to the generations/ ages factor to improve and motivate 

housekeepers performance in an operational level. 

 

 

Table 4.11.1: The Analysis of Generation/Age Factor 

 
The analysis of variance in Table 4.12 indicates that the significance at 0.852 is 

more than 0.05.  It means that the null hypothesis was accepted.  Therefore, it can be 

interpreted that there is no difference between the opinions of operational and 

managerial in regards to the generations/ ages factor to improve and motivate 

housekeepers performance in an operational level. 

 

 

 

 

 

 

 

 

 

 

40 
 



Table 4.11.2: The Descriptive Analysis of Generation/Age Factor 

 

 
 From table 4.11.2, it is re-confirmed the hypothesis 2 that there is no difference 

between the opinions of operational and managerial in regards to the generations/ ages 

factor as none of sub factor are not showing significance level. 
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Table13: Means and Standard Deviation of Performance Review Process Factors 

 
 

As presents in the table13, the clear job descriptions play a significant role by 

guiding housekeepers what are they responsible and what they should do. Besides, 

giving a good feedback from supervisors can help to increase the job performance. 

Therefore, having a regular feedback is related to the evaluation accurately in terms of 

enhance the quality and quantity of work performance. With a top 3 factors to 

manipulate among organization, will be increase a quality of work.  
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Hypothesis 3 

Ho: There is no difference between the opinions of operational and 

managerial in regards to the performance review process factor to 

improve and motivate housekeepers performance in an operational level. 

Ha: There is a difference between the opinions of operational and managerial 

in regards to the performance review process factor to improve and 

motivate housekeepers performance in an operational level. 

 

Table 4.13.1: The Analysis of Performance Review Process Factor 

 
The analysis of variance in Table 4.13 indicates that the significance at 0.270 is 

more than 0.05.  It means that the null hypothesis was accepted.  Therefore, it can be 

interpreted that there is no difference between the opinions of operational and 

managerial in regards to the performance review process factor to improve and motivate 

housekeepers performance in an operational level. 

 

 

 

 

 

 

 

 

 

 

43 
 



 

Table 4.13.2: The Descriptive Analysis of Performance Review Process Factor 

 

 
From table 4.13.2, it is re-confirmed the hypothesis 3 that there is no difference 

between the opinions of operational and managerial in regards to the performance 

review process factor as none of sub factor are not showing significance level. 
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Table 14: Means and Standard Deviation of Managing Communication Factors 

 
The figure shows on table 14 about managing communication, with the 

explanation in data can focus on the important factors to succeed in communication with 

employees. The clear communication is reflected to the understood and misunderstood 

in messages being sent. Trusting among staff in an organization will be linked to a social 

interaction. Whenever each employee opens their mind to others, it likes a way to show 

that you are honest with them. Employees need to get some encourage and inspire by 

manager. Then employees are able to perform well. 
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Hypothesis 4 

Ho: There is no difference between the opinions of operational and 

managerial in regards to the managing communication factor to improve 

and motivate housekeepers performance in an operational level. 

Ha: There is a difference between the opinions of operational and managerial 

in regards to the managing communication factor to improve and 

motivate housekeepers performance in an operational level. 

 

Table 4.14.1: The Analysis of Managing Communication Factor 

 
The analysis of variance in Table 4.14 indicates that the significance at 1.000 is 

more than 0.05.  It means that the null hypothesis was accepted.  Therefore, it can be 

interpreted that there is no difference between the opinions of operational and 

managerial in regards to the managing communication factor to improve and motivate 

housekeepers performance in an operational level. 
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Table 4.14.2: The Descriptive Analysis of Managing Communication Factor 

 

 
From table 4.14.2, it is re-confirmed the hypothesis 4 that there is no difference 

between the opinions of operational and managerial in regards to the managing 

communication factor as none of sub factor are not showing significance level. 
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Table 15: Means and Standard Deviation of Team Work Factors 

 
 

The figure shows on table 15 that creating teamwork within an organization is 

vital for employees as team members can help and support each others to achieve 

tasks. Therefore, a good listener and combining with a good vision from the 

management leads the follower to perform task efficiently and effectively. Then for those 

elements can be used and adjusted to perform work smoothly. 
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Hypothesis 5 

Ho: There is no difference between the opinions of operational and 

managerial in regards to the teamwork factor to improve and motivate 

housekeepers performance in an operational level. 

Ha: There is a difference between the opinions of operational and managerial 

in regards to the teamwork factor to improve and motivate housekeepers 

performance in an operational level. 

 

Table 4.15.1: The Analysis of Teamwork Factor 

 
The analysis of variance in Table 4.15.1 indicated that the significance at 0.690 

is more than 0.05.  It means that the null hypothesis was accepted.  Therefore, it can be 

interpreted that there is no difference between the opinions of operational and 

managerial in regards to the teamwork factor to improve and motivate housekeepers 

performance in an operational level. 

 

 

 

 

 

 

 

 

 

 

 

 

49 
 



Table 4.15.2: The Descriptive Analysis of Teamwork Factor 

 
 

From table 4.15.2, it is re-confirmed the hypothesis 5 that there is no difference 

between the opinions of operational and managerial in regards to the teamwork factor 

as none of sub factor are not showing significance level. 
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Table 16: Means and Standard Deviation of Attitude and Values Factors 

 
 

The figure indicates the important of environment in workplace enhances the 

feeling of employees to perform task. The ambiance at workplace is influencing 

employees to work. With the different backgrounds, the company needs to set up the 

abundant methods to motivate each employee and encourage them to perform task as 

well. To obtain a skilled worker is a key issue, in which related to increasing 

performance and moral 
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Hypothesis 6 

Ho: There is no difference between the opinions of operational and 

managerial in regards to an attitude and value factor to improve and 

motivate housekeepers performance in an operational level. 

Ha: There is a difference between the opinions of operational and managerial 

in regards to an attitude and value factor to improve and motivate 

housekeepers performance in an operational level. 

 

Table 4.16.1: The Analysis of Attitude and Value Factor 

 
The analysis of variance in Table 4.16.1 indicates that the significance at 0.007 

is less than 0.05.  It means that the null hypothesis was rejected.  Therefore, it can be 

interpreted that there is a difference between the opinions of operational and managerial 

in regards to an attitude and value factor to improve and motivate housekeepers 

performance in an operational level. 
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Table 4.16.2: The Descriptive Analysis of Attitude and Value Factor 

 

 
From Table 4.16.2 demonstrates detail of each sub factor under Attitude and 

Value factor.  In the sub topic “Discrimination is not found at my workplace” Operational 

levels scores 3.46, managerial level scores 2.8. Anova result shows that there is a 

significant different on the opinion of this item between these two groups. The means 

show that for operational level, they believe that they are treated fair enough and they do 

not believe that there is a discrimination in their work. In contrast, the mean of 

managerial level shows that they agree and believe that there are discrimination cases 

and it may link to some barriers to achieve their goal or success.   
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Table 17: Means and Standard Deviation of Incentive Systems Factors 

 
 

The figure indicates that respondents are interested in incentive plan and paying 

by counting piece would get their attention to work longer hour or overtime. The figure 

leads to the intensive system and extra pay for performance. They also have a high 

commitment through the firm even they get low pay than some other hotels.  However, 

some partial opinions would leave the firm if they get a better income.    
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Hypothesis 7 

Ho: There is no difference between the opinions of operational and 

managerial in regards to an incentive system factor to improve and 

motivate housekeepers performance in an operational level. 

Ha: There is a difference between the opinions of operational and managerial 

in regards to an incentive system factor to improve and motivate 

housekeepers performance in an operational level. 

 

Table 4.17.1: The Analysis of Incentive System Factor 

 
The analysis of variance in Table 4.17.1 indicated that the significance at 0.512 

is more than 0.05.  It means that the null hypothesis was accepted.  Therefore, it can be 

interpreted that there is no difference between the opinions of operational and 

managerial in regards to an incentive system factor to improve and motivate 

housekeepers performance in an operational level. 
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Table 4.17.2: The Descriptive Analysis of Incentive System Factor 

 
 

From table 4.17.2, it is re-confirmed the hypothesis 5 that there is no difference 

between the opinions of operational and managerial in regards to an incentive system 

factor as none of sub factor are not showing significance level. 
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Table 18: Means and Standard Deviation of Outcome Factors 

 

 
The table illustrates that implementing the KPI (Key Performance Indicator) is 

strongly related to the extrinsic motivation through the organization, which is relating to 

the train to support and groom employees to perform better in order to pass the KPI 

evaluation. Cleary, the extrinsic motivation may well implement with an operational level. 

However, the intrinsic may slightly different in managerial/ supervisor level. 
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Hypothesis 8 

Ho: There is no difference between the opinions of operational and 

managerial in regards to an overall outcome of all factors to improve and 

motivate housekeepers performance in an operational level. 

Ha: There is a difference between the opinions of operational and managerial 

in regards to an overall outcome of all factors to improve and motivate 

housekeepers performance in an operational level. 

 

Table 4.18.1: The Analysis of Outcome Factor 

 
The analysis of variance in Table 4.18.1 indicated that the significance at 0.001 

is less than 0.05.  It means that the null hypothesis was rejected.  Therefore, it can be 

interpreted that there is a difference between the opinions of operational and managerial 

in regards to an overall outcome of all factors to improve and motivate housekeepers 

performance in an operational level. 
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Table 4.18.2: The Descriptive Analysis of Outcome Factor 

 

 
From Table 4.18.2, the result shows the mixture of significance of sub factor 

under Outcome factor. It shows the mean in an Operational levels scores 4 in an 

average, managerial level scores 3.5 in an average. Anova result shows that there is a 

significant different on the opinion of this item between these two groups. The means 

show that for operational level, they strongly agree with the their organization as well as 

techniques that are implementing. On the other hand, the mean of managerial level 

shows that techniques or what they are treated is not as important as they want.   

 

 

 

 

 

 

 

 

59 
 



Chapter 5 

Conclusions and Recommendation 

5.1 Conclusions 

This research examines the factors which exclusively contribute to the success 

of managing employees in a housekeeping department. There are 7 leading factors to 

analyze: Training, Generations & Ages, Performance Review Process, Managing 

Communication, Team Work, Attitudes & Values, and Incentive System. This study also 

measures the relationship and the differentiation between an operational and managerial 

level, also how those at the managerial level can improve their subordinates’ 

performance.  

The study concludes that there is a significant difference between the two 

sample groups (managerial and operational) and shows how to improve and motivate 

both of them by implementing different methods and factors. The two factors differ in the 

survey groups : Training and Attitudes & Values as well as the outcome.  

Those who work at the operational level strongly agree and prefer to have 

training courses to improve their performance. Also, a clear career path enables them to 

take a lead role and be successful in their job. Setting goals in combination with 

education for each employee will bring them success. Moreover, the environment in the 

workplace plays a significant role at the operational level. Last, extrinsic motivation may 

work well with those at an operational level. They are seeking a financial incentive 

system such as “pay by piece or pay by performance”. They also need assurance that 

an improvement of their performance will enable career advancement. 

At the managerial level, however, the intrinsic motivation may be more 

appropriate by creating teamwork within an organization which is vital for leading a team 

to achieve their goals. A good leader needs a good support from team members. 

Besides, the managerial level focuses on communication because clear communication 

must reflect a clear understanding. 

Finally, a clear job description allows team members to function effectively. This 

is linked to the reality that paid overtime is not implemented at the managerial level 

(supervisor, senior, chief on duty, manager and assistant) even though they work longer 
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hours. Those working at the managerial level seek other compensation in order to carry 

out the assigned work such as promotions, bonuses, and employee recognition.  

Clearly, the outcome factor reconfirms that there is a difference in both levels by 

implementing both extrinsic and intrinsic motivation through the two levels.  

 

5.2 Implementation   

Apart from these findings, this research unveils the key implementation in association 

with the management / training & development and human resources as well as 

managerial level to treat in accordance with each level.  

Starting from the operational level, the organization may provide them some more 

training courses, workshop, activities or cross training to educate them. In this level, the 

employees are more concerned on resources that offer tangible rewards (money, 

bonuses, gift vouchers, etc.) They earn a living with a minimum wage plus some service 

charge payments every  month. So, they do believe that once they cross the first entry 

level or be promoted they would get a better income. Besides, they are seeking for “pay 

for a performance, pay by piece” for earning some extra money such as THB 60 (an 

overtime rate ) for making up a studio room of 32 sqm instead of  being compensated 

by free time. 

Therefore, the managerial level understands well that for making overtime work, they 

would not get paid because the organization does not have any policy to pay for it. In 

this case, they may persist to get the best possible outcome, and fewer problems by 

obtaining the cooperation and help of their subordinates or colleagues. It is vital to form 

a good team to fulfill the tasks and run at its best. Also, having good and clear 

communication is very useful when being leaders as they keep communicating and 

delegating duties among team members. They believe that having a good message 

influences the outcome more positively and correctly. This is because they have less 

chance to earn more money except if they get promoted or gain higher wages 

according to performance. Following the increase of the salary, it seems they have a 

better control over their duty with fewer mistakes and problems. Therefore, they 
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concentrate on good outcome by supporting both colleagues and subordinators. 

5.3 Limitations and future research 

The survey is conducted in one particular place, Amari Watergate Bangkok, Thailand. 

Therefore, it may not reflect the views and practices of the Hotel industry, type of 

accommodation or chain hotel in other regions of Thailand or elsewhere in the world. It 

became necessary for exploratory study that requires a large-scale confirmatory 

research to test hypotheses. A large scale-survey is needed to collect and analyze more 

accurate data and results.  The main implication of this research on the management 

and managerial level in Amari Watergate Bangkok, Thailand is to improve and motivate 

each level according to their needs and preferences. It is evident that effects arising 

from individuals and among the group throughout the organization require better 

performance. The role of the managing staff in housekeeping department should be 

investigated again in future research.    
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Appendix A:  SPSS 

 
CrossTab 

Gender vs Age 

 
 

Age vs Marital Status 

 

  
Gender vs Marital Status 

 

 

 

 

 
 



 

 

Education Level vs Position Level 

 

 
 

 

Salary vs Position Level 

 

 
 

 

 

 

 



 

Year of Work vs Position Level 

 

 
 

Experience in Large Chain Hotel vs Position Level 

 

 

 
 

 

Education Level vs Salary 

 



 
Age vs Year of Work 

 

 
 

Age vs Year of Work 

 
 

Education Level vs Year of Work 
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Questionnaire 

 

Research topic: Techniques for improving and motivating housekeepers in the 

hospitality industry 

Instructions: Please provide an appropriate answer in all the questions in 

blank ( / ) that is provided 

   

Your privacy is important to us.  Please do not write your name on this survey.  Your 

answer will be combined with all of the others, and will never link to you individually. 

 

Part I:  Personal information 

1. Gender: ( ) Male  ( ) Female 

2. Age:  ( ) 21-30 ( ) 31-40 

( ) 41-50 ( ) 51 and above  

3. Marital status: ( ) Single   ( ) Married   

                       ( ) Divorced/ separated  ( ) Windowed/  

4. Education: ( ) Elementary and lower   

   ( ) Junior High school    

   ( ) High school/ M.6/ Vocational Certificate   

   ( ) Higher Vocational Certificate/ Associate degree    

   ( ) Bachelor degree  

   ( ) Higher than bachelor 

 

 



5. Position/level:  

( ) The 1st level/ Operational level  

(comprise of room attendants, public areas attendants, florist attendants, clerks, 

laundry and uniform attendants, and gardeners) 

 ( )  The 2nd – the 3rd level/ supervisor -managerial level  

(comprise of floor supervisors, public areas supervisors, florist supervisors, 

senior clerks, laundry & uniform supervisors, gardener supervisor and 

assistants) 

6. Salary&Service Charge: ( ) Below 15,000.-/ month 

     ( ) 15,001- 20,000.-/ month 

     ( ) 20,001- 25,000.-/ month 

     ( ) 25,001- 30,000.-/ month 

     ( ) More than 30,0001.-/ month 

7. How long have you been working with this company? 

  ( ) Betwen1-2 Years  ( ) Between 3-5 Years 

  ( ) Between 6-10 Years ( ) 10 years and above   

 

8. Have you worked with a large chain hotel?  

  ( ) No, I have not.  ( ) Yes, I have. 

 



Part II:  Please indicated the extent to which you agree with each of the 

following statements. Use a 1-5 scale : (1) disagree strongly, (2) 

disagree, (3)neutral, (4) agree, (5) agree strongly 

 

Statement 1 2 3 4 5 

Training 

1. I can perform well without taking any training courses           

2. Training courses are important for my work           

3. On-the-job training can help me work well           

4. Setting a career path can help me reach my goals faster            

5. Higher education will enable me to perform tasks well           

6. Using technology in training will improve my performance            

Generation/ Ages 

7. I have achieved some tasks was due to the support of 

 people from different ages and levels.           

8. I am fine and respect colleauges' performance rather  

than age concerning even they are younger one.            

9. I often ask a piece of advise from senior workers more 

 than junior workers.           

10. I can work with all people from different ages.           

11. I do not have any problem working with senior workers.            

12. I believe that every generation is able to work together 

 without problems           

Performance Review Process 

13. Clear job descriptions will tell me exactly to reach their goals           

14. A Performance Improvement Plan (PIP) will show me 

 how things should be improved           

15. Getting feedback help me to perform better.            

16. Having regular feedback will be beneficial for me           

Max Min 



17. Having performance reviews twice a year is more accurate 

 than once per year           

18. I have received accurate performance appraisals  

from my supervisor           

 

 

 

 

 

Statement 1 2 3 4 5 

Managing communication  

19. I have a chance to share my ideas with my supervisor            

20. I have received some comments from guests about 

 my performance          

21. My performance is influenced by nonverbal communication            

22. Speaking clearly and talking loudly can help me understand 

 more of what is being demanded from me        

23. I sometimes misunderstand messages from others           

24. Trust among staffs in an organization is linked to 

 a social interaction.            

25. Encouragement and inspiration from the manager is  

linked to a good performance of mine           

Team work 

26. I am better at working as an individual rather than in a group           

27. Working with the support of a team can increase my 

 performance and productivity           

28. Being a good listener makes a trainer more effective           

29. Listening to others peoples' ideas is an important part of 

 my daily routine            

Min Max 



30. It is important to build teamwork in the organization           

31 The management's vision helps me and my team be more efficient           

Attitudes and Values 

32. I need to have motivation to improve my quality of work           

33. My work skills are strongly related to increasing performance           

34. Each employee is motivated by different methods           

35. I believe that I have received a clear performance appraisal            

36. Discrimination is not found at my workplace.             

37. Working long hours does not influence the level of productivity           

38. A good workplace is important to me.           

 

 

 

Statement 1 2 3 4 5 

Incentives Systems 

39. I might change to the hotel that offers high salary.           

40. I am seeking for getting paid extra money/ incentive for 

 work loaded           

41. I wish to work over time (if any), if I will get more paid.           

42. I like to work with Amari Watergate even with the lower 

 paid than other hotels.           

43. I believe that PRP is one of compensation methods which 

 is related to employees’ performance           

44. Incentive plan works well for motivating employees to 

 perform at their best           

45. I am being recognized by manager.           

Outcome           

46. After attained training courses, I perform tasks correctly  

and receive comments positively           

Max Min 



47. With the supported among team, it increases quality  

and quantity of performance.           

48. I feel confidently after was evaluated 

 and advised the points to be improved            

49. I can perform task correctly after received 

 a clear communication. It is also minimize guests' complains 

 in terms of malfunction           

50. With Key Performance Index (KPI), it links to promote, bonuses, 

position which is more accurately and efficiently            

51. I am satisfied with motivation methods given by hotel;  

these motivation methods really help me to improve my performance.           
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แบบสอบถาม 

งานวจิยัเร่ือง   เทคนิคการพฒันาและจูงใจพนักงาน ผู้ปฏิบัตงิาน ในแผนกแม่บ้าน ในระดับ

ปฏิบัตกิาร  

                        และระดับบริการในงานบริการ  กรณศึีกษา โรงแรมอมารี เวอเทอร์เกท กรุงเทพ 

คาํแนะนํา:       กรุณาเลอืกคาํตอบที่ตรงตามความคดิเห็นของท่าน  โดยใส่เคร่ือง  ( / ) ลงในช่องที่

กาํหนด 

 

***แบบสอบถามชุดนีเ้ป็นส่วนหนึ่งของการทําวทิยานิพนธ์ส่วนบุคคลระดับมหาบัณฑติ สาขาการ

จดัการโรงแรมและการท่องเที่ยว วทิยาลยันานาชาต ิมหาวทิยาลยัศิลปากร โดยความร่วมมอืกบั

สถาบันวาเตล ประเทศฝร่ังเศส  โดยข้อมูลของท่านจะเป็นประโยชน์ ในการพฒันา และการศึกษา

ขั้นสูง*** 

 

ส่วนที่ 1: ขอ้คาํถามส่วนบุคคล 

1. เพศ  (  ) ชาย   (  ) หญิง 

 

2. อาย ุ  (  ) 21-30   (  ) 31-40  

   (  ) 41-50   (  ) มากกว่า51 

 

3. สถานะภาพ (  ) โสด   (  ) แต่งงาน  

   (  ) หยา่ร่าง/ แยกกนัอยู ่ (  ) เป็นหมา้ย 

 

4. การศึกษา (  ) ประถมศึกษาและ ตํ่ากว่า  

   (  ) มธัยมศึกษาตอนตน้ 

   (  ) มธัยมศึกษาตอนปลาย ประกาศนียบตัรวิชาชีพ 

   (  ) ประกาศนียบตัรวิชาชีพชั้นสูง 

   (  ) ปริญญาตรี 

   (  ) สูงกว่าระดบัปริญญาตรี 

 

 

 

 



5. ตาํแหน่ง  

(  ) ระดบัปฏิบติัการ ในระดบั 1 (ประกอบไปดว้ยตาํแหน่งดงัต่อไปน้ี พนกังานทาํความ

สะอาดหอ้งพกั , พนกังานทาํความสะอาดพ้ืนท่ีสาธารณะ, พนกังานจดัดอกไม,้ พนกังาน

ธุรการ, เจา้หนา้ท่ีหอ้งผา้  ,เจา้หนา้ท่ีเคร่ืองแต่งกาย และพนกังานดูแลสวน(  

(  ) ระดบับริหาร ตั้งแต่ระดบั  3-2 ประกอบไปดว้ยพนกังานระดบั ซุปเปอร์ไวเซอร์, 

หวัหนา้อาวุโส, หวัหนา้รอบ และรองผูจ้ดัการ)  

6. เงินเดือนและค่าบริการ (  ) ตํ่าว่า 15,000.-/ เดือน 

    (  ) 15,001- 20,000.-/ เดือน 

    (  ) 20,001- 25,000.-/ เดือน 

    (  ) 25,001- 30,000.-/ เดือน 

    (  ) สูงกว่า  30,001.-/ เดือน 

7. คุณร่วมงานกบัองคก์รมาเป็นระยะเวลาเท่าใด (โดยประมาณ) 

   (  ) ระหว่าง 1-2 ปี  (  ) ระหว่าง 3-5 ปี 

   (  )  ระหว่าง 6- 10 ปี  (  ) มากกว่า 10   ปี 

8. คุณเคยทาํงานกบัโรงแรมเครือข่าย / รีสอร์ทเครือข่ายมาก่อนหรือไม่ เช่น  ,niahC roccA

 sdoowratS          niahC aratanA ,niahC snossidaR ,niahC ettayH ,niahC และอ่ืน  

   (  ) เคย    (  ) ไม่เคย 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

ส่วนที่ 2: กรุณาเลือก 1 คาํตอบท่ีเหมาะสมกบัตวัท่าน โดยใส่เคร่ืองหมาย (/) ลงในช่องว่างท่ี

   กาํหนดให ้โดยกาํหนดใหต้วัเลข 1-5 แทนค่าต่อไปน้ี 

(1) ไม่เห็นดว้ยอยา่งยิง่, (2) ไม่เห็นดว้ย, (3) เฉย, (4) เห็นดว้ย, (5) เห็นดว้ยอยา่งยิง่ 

   
 

หัวข้อ 1 2 3 4 5 

การฝึกอบรม 

1. ขา้พเจา้เขา้ใจและสามารถปฏิบติังานไดดี้ โดยมองว่าการฝึกอบรมนั้นไม่

ค่อยมีความจาํเป็นเท่าใดนกั 

     

2. การฝึกอบรมต่างๆ ลว้นแต่มีความสาํคญัและจะเป็นประโยชน์ต่อการ

ปฏิบติังานในทั้งปัจจุบนัและอนาคต 

     

3. การทาํงานไปพร้อมๆกบัการสอนงาน/การสาธิต/ การปฏิบติังานใหดู้ใน

ระหว่างหรือไปพร้อมๆกบัการทาํงาน มีส่วนทาํใหก้ารทาํงานหรือผลงาน

ออกมาดียิง่ข้ึน 

     

4. การวางแผนความกา้วหนา้ การเติบโตในสายอาชีพ ทาํใหข้า้พเจา้

มองเห็นความกา้วหนา้ เพ่ือท่ีจะไดป้รับปรุงและพฒันาตนเองเพ่ือใหบ้รรลุ

จุดมุ่งหมาย 

     

5.การไดรั้บการศึกษาท่ีสูงข้ึนจะส่งผลต่อการทาํงานในทางท่ีดีข้ึน 

และเกิดขอ้ผดิพลาดนอ้ยลง 

     

6. การใชส่ื้อเทคโนโลยใีนการฝึกอบรม เช่น การดู VDO, เล่นเกมส์,  

แสดงบทบาทสมมุติ หรือกิจกรรมสนัทนาการจะมีส่วนทาํใหข้า้พเจา้เขา้ใจ

ยิง่ข้ึน 

     

หัวข้อ 1 2 3 4 5 

ความแตกต่างทางวยัวุฒ ิ  

7. การทาํงานบางช้ินจะสาํเร็จไปดว้ยดี อาจมีผลอนัเน่ืองมาจากการ

สนบัสนุนจากเพ่ือนร่วมงานท่ีต่างวยั และตาํแหน่งความรับผดิชอบ 

     

8. ขา้พเจา้เขา้ใจและยกยอ่งในตวับุคคล หรือตดัสินค่าของคนท่ีตวัผลงาน  

โดยไม่ไดค้าํนึงถึงอาย ุถึงแมว้่าเขาจะมีอายนุอ้ยกว่า 

     

9. บ่อยคร้ังท่ีขา้พเจา้เลือกขอคาํปรึกษา(เร่ืองงาน, การแกปั้ญหา) จากผู ้

อาวุโสมากกว่าพนกังานรุ่นนอ้ง  เพราะเช่ือว่าผูอ้าวุโสน่าจะใหค้าํตอบท่ี

     



ชดัเจนและดูน่าเช่ือถือกว่า 

10. ขา้พเจา้ทาํงานไดก้บัคนทุกวยั โดยไม่คาํนึงว่านัน่คืออุปสรรค      

11. ขา้พเจา้ไม่คิดว่าการทาํงานใหส้าํเร็จสกัช้ิน จะเป็นอุปสรรคหากตอ้ง

ร่วมงานกบัผูอ้าวุโส หรือบุคคลท่ีมีความแตกต่างทางดา้นอายเุป็นอยา่งมาก 

     

12. พนกังานทุกวยัสามารถท่ีจะช่วยกนัทาํงานใหบ้รรลุผลสาํเร็จได ้      

หัวข้อ 1 2 3 4 5 

ขั้นตอนการปฏิบัตงิาน 

13. คู่มือการปฏิบติังานท่ีชดัเจน (Job Describtions) จะทาํใหพ้นกัรู้หนา้

ของตนเองว่าตอ้งรับผดิชอบอะไรบา้ง ส่งผลใหข้า้พเจา้ประสบผลสาํเร็จใน

หนา้ท่ีการงาน 

     

14. ถา้มีคู่มือหรือแผนการพฒันาประสิทธิภาพการทาํงาน ส่งผลใหเ้ขา้ใจ

อยา่ชดัเจนว่าส่ิงท่ีตอ้งพฒันาในตนเองมีอะไรบา้ง 

     

15. การไดรั้บการประเมินผลทาํใหพ้นกังานรู้จุดเด่นและจุดดอ้ยในตนเอง      

16. การไดรั้บการประเมินผลโดยสมํ่าเสมอจะเกิดประโยชน์ต่อขา้พเจา้      

17. การประเมินผล 2 คร้ัง/ปี จะมีความเท่ียงตรงมากกว่า1คร้ัง/ ปี      

18. ขา้พเจา้ไดรั้บการประเมินท่ีเหมาะสมตรงตามการปฏิบติังานจาก

หวัหนา้งาน 

     

หัวข้อ 1 2 3 4 5 

การส่ือสาร 

19. ขา้พเจา้ไดรั้บโอกาสในการแสดงความคิดเห็น หรือถามความคิดเห็นใน

เร่ืองงานโดยทัว่ไป 

     

20. ขา้พเจา้เคยไดรั้บคาํติชมจากลกูคา้ อนัเน่ืองมาจากการปฏิบติังาน เช่น 

ทาํหอ้งสะอาด, รีดผา้เรียบร้อย, จดัดอกไมส้วย เป็นตน้ 

     

21. การส่ือสารโดยการใชท่้าทางประกอบทาํใหข้า้เจา้เขา้ใจวตัถุประสงค์

ของผูส่้งสาร 

     

22. การพดูท่ีชดัเจนพร้อมทั้งระดบัเสียงท่ีเหมาะสม ทาํใหข้า้พเจา้สามารถ

ตอบสนองความตอ้งการไดถ้กูตอ้ง 

     

23. ในการส่ือสารบา้งคร้ังขา้พเจา้ตีความหมายไปในทางท่ีผดิ      

24. การไวว้างใจและใหโ้อกาสในหมู่คณะถือว่าเป็นหน่ึงในการอยูร่่วม

สงัคม 

     

25. การกระตุน้และการจูงใจจากหวัหนา้ นาํไปสู่การปฏิบติังานท่ีมี      



ประสิทธิภาพ เช่น กล่าวชม, รางวลั หรือตาํหนิ 

หัวข้อ 1 2 3 4 5 

การทํางานเป็นทีม 

26. ขา้พเจา้ทาํงานเพียงลาํพงัไดดี้มากกว่าการทาํงานร่วมกบัผูอ่ื้น      

27. การไดรั้บการสนบัสนุนจากทีมงานนาํผลไปสู่การปฏิบติังานท่ีดีของ

ขา้พเจา้ 

     

28. การเป็นผูฟั้งท่ีดีจะนาํผลไปสู่ผลการฝึกอบรมท่ีมีประสิทธิภาพ เช่น 

ตั้งใจฟังขณะประชุมสามารถทาํงานไดถ้กูตอ้ง 

     

29. การรับฟังความคิดเห็นผูอ่ื้นมีความสาํคญัต่อการทาํงานในแต่ละวนัของ

ขา้พเจา้ 

     

30. การสร้างทีมงานท่ีแข็งแกร่งในองคก์รมีความสาํคญั      

31. ดว้ยวิสยัทศัน์ท่ีกวา้งไกลของฝ่ายบริหารจะนาํไปสู่การทาํงานเป็นทีมท่ี

มีประสิทธิภาพ 

     

หัวข้อ 1 2 3 4 5 

ทัศนะคตแิละคุณค่า 

32. ขา้พเจา้ตอ้งการการจูงใจและการกระตุน้เพ่ือพฒันาการทาํงาน      

33. ดว้ยทกัษะการทาํงานของขา้เจา้ท่ีมีอยู ่ส่งผลต่อการทาํงานท่ีมี

ประสิทธิภาพ 

     

34. ขา้พเจา้เช่ือว่าพนกังานแต่ละท่านตอ้งการการจูงใจท่ีแตกต่างกนั

ออกไป 

     

35. ขา้พเจา้เช่ือว่าตนเองไดรั้บการประเมินผลการทาํงานตามสภาพจริง      

36. ขา้พเจา้เช่ือว่าไม่มีการแบ่งชนชั้น/ การเลือกปฏิบติั/การปิดกั้นโอกาส

อนัเน่ืองมาจากชาติพนัธุอ์ยูใ่นองคก์ร 

     

37. การเพ่ิมชัว่โมงการทาํงาน ไม่ส่งผลต่อการปฏิบติังานของขา้พเจา้      

38. สถานท่ีทาํงานท่ีดีมีความสาํคญัต่อขา้พเจา้และต่อการปฏิบติังาน      

หัวข้อ 1 2 3 4 5 

การจ่ายผลตอบแทนตามผลงาน      

39. ขา้พเจา้อาจจะไปสมคัรงานกบัโรงแรมท่ีใหค่้าตอบแทนสูงกว่า      

40. ขา้พเจา้อยากใหอ้งคก์รจ่ายเงินพิเศษ หรือ ผลตอบแทนสาํหรับการ

ทาํงานท่ีมากข้ึน ทั้งชัว่โมงและปริมาณงาน 

     



41. ขา้พเจา้จะทาํงานล่วงเวลา ก็ต่อเม่ือใหค่้าจา้งเพ่ิม เพราะถือว่างานประจาํ

ก็มากพอแลว้ 

     

42. ฉนัมีความสุขท่ีไดร่้วมงานกบั องคก์รแห่งน้ี ถึงแมว้่าค่าตอบแทนหรือ

เงินเดือนอาจจะไดน้อ้ยกว่าท่ีอ่ืน 

     

43.การจ่ายค่าตอบแทนจากการนบัเป็นช้ินงาน หลงัจากหมดชัว่โมงทาํงาน

ส้ินสุดลง เช่น ทาํความสะอาด1 หอ้ง ไดรั้บเงิน 50 บาท เป็นตน้ เป็นหน่ึง

ในกลยทุธท่ี์จะทาํใหก้ารทาํงานดีข้ึน ทั้งปริมาณและคุณภาพ 

     

44. การจ่ายผลตอบแทนรูปแบต่างๆ เช่น เงินพิเศษ, ป้ายชมเชย, บตัร

ของขวญั มีส่วนช่วยในการกระตุน้และจูงใจพนกังาน ใหท้าํงานอยา่งเต็ม

ความสามารถ 

     

45. ฉนัทาํงานอยา่งหนกัโดยบางคร้ังไม่ไดรั้บผลตอบแทน  

ก็เป็นเพราะว่าอยากไดรั้บการยอมรับจากหวัหนา้ 

     

หัวข้อ 1 2 3 4 5 

ผลการดําเนินงาน      

46. ขา้พเจา้ทาํงานไดดี้ข้ึนหลงัจากท่ีไดเ้ขา้ร่วมอบรมหลกัสูตรต่างๆ  

ท่ีทางโรงแรมจดัให ้ พร้อมทั้งไดรั้บคาํชมจากทั้งเพ่ือนร่วมงานและลกูคา้ 

     

47. จากการร่วมมือในการทาํงานเป็นทีม  ทาํใหง้านมีประสิทธิภาพ 

และปริมาณมากข้ึน 

     

48. ขา้พเจา้รู้สึกมัน่และมองเห็นโอกาสหลงัจากไดรั้บการประเมินผล 

พร้อมทั้งไดมี้การพดูคุย หรือไดรั้บคาํแนะนาํขอ้ดีขอ้เสียในตวัขา้เจา้ 

     

49. ขอ้ผดิพลาดในการทาํงานลดนอ้ยลง เพราะการส่ือสารและสัง่งานท่ี

กระชบัและชดัเจน 

     

50.การนาํตวัวตัรผลการทาํงานรายบุคคล (KPI) เขา้มาใชใ้นปัจจุบนัน้ี 

  ทาํใหก้ารเพิ่มเงินเดือน, การปรับพิจารณาตาํแหน่ง, การโปรโมทต่าง ลว้น

ดูมีประสิทธิภาพและมีความน่าเช่ือถือ 

     

51. ขา้พเจา้ประทบัทบัใจ/ พึงพอใจ ดว้ยวิธีการจูงใจ หรือการกระตุน้การ

ทาํงาน จากทางโรงแรม เช่น การใหร้างวลั, การยกยอ่ง, ประกาศชมเชย, 

การฝึกอบรมเพ่ิมทกัษะ และอ่ืน โดยขา้พเจา้มองว่า การกระทาํดงักล่าวได้

ช่วยส่งเสริมการทาํงานและพฒันาการ ทาํงานของขา้พเจา้ 
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