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ABSTRACT

The objectives of this research were 1) to study level of the customers’
satisfaction with services rendered by Front Desk Staffs of KU Home. 2) to study the
working behavior of the Front Desk Staffs of KU Home. 3) to study problems and
obstacles affecting the quality of service of the front desk staffs in order to provide

guidelines for improvement.

The findings in the samplings show that there was the same porportion
male and female, most of them aged between 36-45 years, with a bachelor degree or
equivalent, government officer, earning not less than 10,000 baht a month, and
staying overnight at KU Home with the purpose of attending conferences, training
and seminars. The study revealed that customers’ satisfaction with services rendered
by front desk staffs in the area of reservation, registration, luggage transfer, checking
out and other services was at the medium level. The creteria accepted for the level of
customers’ satisfaction set by researcher of this case study is at the medium level.
The reason is that KU Home has its own niche market such as lecturers, students,
government officers, etc. They do not have high expectation for their satisfaction but
if KU Home changed its target group to tourists with the purpose of leisure, these

tourists would have higher expectation. Therefore, this criteria is not suitable.

The study of personal factors affecting the level of customers’ satisfaction

with services rendered by front desk staffs revealed that age, education, earning, and



experience significantly correlated with satisfaction level where as sex, career and

purpose of their stay did not significantly correlate with their level of satisfaction.



