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ABSTRACT

The  purposes  of  this  study  were  as  follows:  (1) To comparatively  study  quality  

of  working  life  and  service quality  between  food&beverage (F&B )  department  employees  and  

front  service  department  employees; (2) to  comparatively  study  quality  of  working  life  and  

service  quality  between  three  and  four  stars  hotel  employees; (3) to comparatively  study  

service  quality  between  employees  having  high  and  low  quality  of  working  life; (4) to  

study  the  predict  power  of  hotel  personel’s  quality  of  working  life  on  service  quality. 

  The  study  sample  consisted  of  220  employees  from  F&B  department  and  front  service  

department  and  220  hotel  customers.  The  research  instrument  deviced  onto  two  style  of  

questionnaires:  the  employees’ reported  quality  of  working  life  scale  and  the  customers’ 

perceieved  service  quality  scale.  The  reliability  of  the  scales   were  .92  and .94  respectively. 



The statistics for  data  analysis  were  percentage, means, standard deviation, t-test and multiple 

regression analysis. 

The   research   results   were    as   follows: 

1.  There  was  a  significant  difference  in  the  only  one  dimension  of  quality  of  working

life, i.e., total  life  space, between  F&B  department  employees  and  front service  department  

employees (t = 3.15, p  .05 ).  However, there  was  no  significant  difference  in  any  dimension  of  

service  quality  between  these  two  groups. 

2.  There  were  significant  differences  in  the  dimensions  of  service  quality, i.e., 

tangibility (t = 2.62, p  .05 ), reliability (t = 2.53, p  .05 ), responsiveness (t = 2.19, p  .05 ), assurance 

(t = 2.15, p  .05 ) and  empathy (t = 2.74, p  .05 )  respectively, between  three  stars  and  four stars  

hotel  employees. However, there  was  no  significant  difference  in  any  dimension  of  quality  of  

working  life  between  these  two  groups. 

3.  There  were  significant  differences  in  the  dimensions  of  service  quality, i.e., 

tangibility (t = 2.71, p  .05 ), reliability (t = 2.22, p  .05 ) and assurance (t = 1.99, p  .05 ), between  

employees  having  high  and  low  quality  of  working  life.      

4.  The  only  one  dimension  of  quality  of  working  life, i.e., adequate and fair 

compensation, significantly  predicted  service  quality ( ß = .218, t = 3.306, p  .05); the  

predictive  variable  accounted  for  3.9 %. 


