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Abstract:

This study aimed to study the role of front office employees in
achieving customer satisfaction in four-star hotels in Tartous. The
researcher relied on the descriptive analytical approach. The
questionnaire and interviews were used with clients of the studied
hotels. The questionnaire was adapted to measure research variables,
depending on previous studies. The researcher used Likert's pentagonal
scale. 60 questionnaires were distributed and 37 questionnaires were
retrieved, and as the questionnaire was distributed over a period of four
months (from January to April 2021), some difficulties were
encountered in terms of preventing the reception department in
cooperating to distribute the questionnaire, and many clients did not
respond to filling out the questionnaire.

Among the most important results that have been reached:

The absence of a relationship and influence on the external
appearance of the front office employees and the responsiveness and
speed of service provision on customer satisfaction, and the presence of
an effect of kindness and good reception on customer satisfaction

Among the most important proposals:

The pursuit by hotel administrations to choose front office
workers with good manners and kindness in dealing with customers
and those who have hotel work experience, especially that work in the
front offices is very sensitive because of the workers in it in direct and
permanent contact with all clients and guests of the hotel.

Key words

Front office staff, front office staff appearance, responsiveness
and speed of service delivery, kindness and good reception, customer
satisfaction, four-star hotels in Tartous.
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1) Front Office Department Introduction, Operations and Key Functions Introductions to
The Hotel Front Office Department. From: (https://setupmyhotel.com/train-my-hotel-
staff/front-office-training/743-front-office-introduction-operations-functions.html).

49


https://setupmyhotel.com/train-my-hotel-staff/front-office-training/743-front-office-introduction-operations-functions.html
https://setupmyhotel.com/train-my-hotel-staff/front-office-training/743-front-office-introduction-operations-functions.html

sSlard) Ly (385 L dsalaY) ilSall ik ga 0

Al el el il asgie sa eDleall Lia Llalndy adlaes dpaddl
AAia 3808 A (ge 4adging daead) 4 Job Le e Jpeaall e bl daialls
ially dgdale die b osshyl Lae sl gV Gald b Auball elal .
Gl b sty paamd) Glles Jlaes 2LeY) aulse B Al leall S Talud)
e Bl Cana g aga a¥) Ciuial o) oo Gl (Cuall) Tabid) aulsal
LY OIS iy agnd Guedd) Cayual (jo (33U day aae dai (ushyh de A
oe eDlanll Ly sae Ay aldll o3 b Lellae dsale¥) ColSall Slas) adls Ay
Ll

Gyl Cio :lag))

b sSandl Ly (3adad B AualeY) culSal) dliga g0 Ay ) Al dad) diagy
PR (e chagl) 138 (giatyg Gughyh Adaa A asad g (ol

b osshyb Ade B asad V) (30l (ApeleY] ColSa) ilige sedae) i Al .
eV Gali 8 Apelay) CalSall adhge 5 (Claddll i deyus Llaiayl) Al
aelee L)y (Bad (8 (ushyl At (8 asa

asad gl (33l b AeleY) ColSall adaga s (JLEiY) Gy calalll) 5 Al
LeBlae Ly (3a5 (8 Gughyb A (8

Ll iz b :luald

S il i) Ao lua Sy ddiad) ARV s Cand) A e

@ 3 (LpaleV) (ol il jedae) Gu b Ailas) AN o3 il aag H,
LeDlae Liay Ghiats skl Ainde (8 asas au)Y)

G (laadl) i Aejus L)) w L Aflaa) AN 3 B aag H,
NeDlas Ly (hiats ushyls Aide (8 asad a)¥) Golid (8 daale¥) ilS) ilasa

') TEAM TRILYO. 18/9/2018. HOTEL MARKETING. Service Quality & Customer Satisfaction
in The Hotel Industry. From: (https://www.trilyo.com/blog/service-quality-customer-
satisfaction-in-the-hotel-industry/).
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! ) Front Office Department Introduction, Operations and Key Functions Introductions to The Hotel Front Office
Department. From: (https://setupmyhotel.com/train-my-hotel-staff/front-office-training/743-front-office-
introduction-operations-functions.html).

2 ) FRONT OFFICE ORGANISATION. INSTITUTE OF HOTEL MANAGEMENT BHUBANESWAR

Est. By Ministry of Tourism, Government of India. 2017.

3 ) Personal Appearance. From: (https://www.skillsyouneed.com/ips/personal-appearance.html).
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! ) Clint Fontanella. What's Customer Responsiveness. From:(https://blog.hubspot.com/service/customer-

responsiveness).
2 ) Yuchao Shao. (THE EFFECT OF FRONT DESK EMPLOYEES’ CHARACTERISTICS ON THE FIRST IMPRESSION OF

CUSTOMERS AND CUSTOMERS’ SATISFACTION). A Thesis presented to the Faculty of the Graduate School.
University of Missouri.

> ) WHAT IS CUSTOMER SATISFACTION? From: (https://asq.org/quality-
resources/customer-satisfaction).

4 ) Lucjan Kierczak. Customer Satisfaction: Why It’s Still Important in 2021. From:
(https://survicate.com/customer-satisfaction/importance-customer-satisfaction/).

%) Nguyen Hanh Huyen My. Optimizing the Role of Hotel Front Office Staff in Modern-Day
Revenue Management. Saimaa University of Applied Sciences Faculty of Tourism and
Hospitality, Imatra Degree Programme in Hotel, Restaurant and Tourism Management
2019.
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Srinakharinwirot University May 2010.
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2 ) Yuchao Shao. (THE EFFECT OF FRONT DESK EMPLOYEES’ CHARACTERISTICS ON THE
FIRST IMPRESSION OF CUSTOMERS AND CUSTOMERS’ SATISFACTION). A Thesis presented
to the Faculty of the Graduate School .University of Missouri.

55


http://www.publishingindia.com/

sSlard) Ly (385 L dsalaY) ilSall ik ga 0

ceShaal) gl g edlaal) o dala¥) culal) Aliga gailad il Al olsis
S el e g Al sl edie gailad duh il duhall céa
G Auhall oda ciiny @l e sdle . @ally Jliy) (i€ ilise Jd e e Daall
ipad e edleall Ly o Juiny) (i ilisd 1Y) clelday) ab 44
L3l B Jgeasll s

S 4 ye Gl ApelaY) CalKall als gl (Sloludly ccalalll) o) :dabal) ol aaf
g Ll (sS (8 Lil Legd (Apaally 3o lS) (e IS5 cdaanll (oY) J5Y) g L)
Gledll e Lol A by 4l layls bl O3 g Lail e S5 bl J5Y)
Aadiall

sAufal) ol yiia

csbad) cCiball) (A8 jmal) (3o lSY Apale) quilSall Alige (ailad :Jiiuall il
Jo¥1 £ L) gl piiall

el Ly tagldll icial)

Gl (e a3 Qdaill lla Alaud 241 dlajiud &5 Aliad 261 s ayis &
Jee 8 oyt Lo 3aid JS 8 JLin¥) Jee 2o S5 copall (8 sleaid & Ggplal)
Agipally Iy ARl cul€ bl DA iyl 4

12017 ¢ dadl 2o bygds Aagy g9 Mas) Luadyd :duaalill) dafyal

Al duhd) sl s¥ay Ly Giad 8 el GilSal) liga j0 dubal) glsie
Ay i) L)

Ol e¥ss Ly o dpale¥) CalKall abge dlolus 5 e oyl 1 ) Auhal) cda
Al bl eVl e

o Al olsall ilhge dlolus o Aglan) ANS 53 i dgam rdalall mill a8
CHlal ilge dsle G ADle 3smy ) Aupl Gilag WS il Vs Ly

Ala Au ) sl e¥e9 Lay Gbad b L) culkall Alige jga  Mall e 5l ey ys dbaws (1
Sl et By anadd dyjladll aglell 8 diealall saled Jal 3 She | (Arer A el
mndl ol A Jlatll 5 AalaBY o glal) dgre AL gl o Liiall de xal ol

56



251 Al Uy 2021 oo 26 2l 43 alaall Gl dealy dlaa

@iBse dolu o Ao sgag Y ALLYL D18 o) Lkl Jaleay Liajlly dpalal]
%22 o3y Loy Jalaay ¢Yslls drala¥) iilSall

sAfal) cyiia

AaalsY) Gulal) Jlaad aglad) jelial) AsaleY) colal) ilige :Jiaal) dall
(olasdd) aais gl A aal) aledll (Apale¥) quilSall Jlead Ldlaiy) cflgall
s Ly (0l s¥g il paial)

Al il il Lo (il e Ailiul 155 a8 &

pdlaal) L) (fiad b Lala¥) calsal) liga Hod) Alad) ald) Al o (34N
Al Ao ganall B SM) AG L) cilahally (b Ausa B agad a ) (3al B
)

bl 3 o(Aaalel! KAl ilaga) sas Jiwal) puiad) Ll ddgpay caluhall cadlia)
Alga sedia) Al sl e Jiied) pwid) Gld e Gl aden Q)
Glldy (Jeia) Guag cibll) ccleddl) 4l doyus Alaiud) Auale¥) culsal)
ae ) laha) all A0V sl cledainl ey Al cluhall daale e WU
oanlie caaaie) S A8l bl iy ¢ ushyla diae 8 a4 32l oDl
ol il e dadd Baga ulee daie) lgcanid (pele¥) CulSal) ilaga) (bl daliag
adic) AV (andly (Apwgalal) cciblail) (Adaiul) Adgisal (oladalls) DY)
Selisl) Alalaall) e adie] AV lguanyy o(olad) ccilall) (Adpall Belicl) e
chlgall Aaly) culal) Jled Al selidl) e AV aedls (Aladad)
(iladdl) aaaES cagluaf Adpall alell) Aualed) ilal) Jload Allay)

chel iball calind) Adline Adbas (SUT b Ao degenall b cluball cu .
skl A Bald b Al Adlad) du)all Al pal) dslaidl e (LBL uall
csa ay) il

(sDkand) L) aglil] pitiall clolin Y doia¥lg Lyl cibuahyal) <G

57



sSlard) Ly (385 L dsalaY) ilSall ik ga 0

.'(2014 Turgay Bucak) : o) du)
Al olgis
The Effect of Service Quality on Customer Satisfaction:
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Relationship between Service Quality and Customer :dujyll o)sic
Satisfaction in Sri Lankan Hotel Industry
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Y Turgay Bucak. The Effect of Service Quality on Customer Satisfaction: A Research on
Hotel Businesses. International Journal of Education and Research Vol. 2 No. 1 January
2014.

2 ) Umesh Gunarathne. Relationship between Service Quality and Customer Satisfaction in
Sri Lankan Hotel Industry. International Journal of Scientific and Research Publications,
Volume 4, Issue 11, November 2014.
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! ) Nguyen Hue Minh, Nguyen Thu Ha, Phan Chi Anh & Yoshiki Matsui. Service Quality and
Customer Satisfaction: A Case Study of Hotel Industry in Vietnam. Published by

Canadian Center of Science and Education. Asian Social Science; Vol. 11, No. 10; 2015.
2 ) Deepak Gupta. Service Quality & Customer Satisfaction in Hotel Industry. International
Journal of Techno-Management Research, Vol. 05,Issue 02, September 2017 .
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! ) Nguyen Hanh Huyen My. Optimizing the Role of Hotel Front Office Staff in Modern-Day Revenue
Management. Saimaa University of Applied Sciences Faculty of Tourism and Hospitality, Imatra
Degree Programme in Hotel, Restaurant and Tourism Management 2019.
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1) Front Office Management - Introduction. From:
(https://www.tutorialspoint.com/front office_management/front office_management introduction.
htm).
2 ) Cnyx6a npuema u pasmeLyeHua. From:
(https://umhos.ru/consulting/Sluzhba%20priema%20i%20razmeshhenija/).
3 ) CNYXBA NPUEMA U PASMELLEHUA (FRONT OFFICE). From:
(https://studref.com/333866/turizm/sluzhba_priema_razmescheniya front office).

A Bl syl (4

> ) dyHKUMM 1 3343uM cAyK6bI NpUema 1 pasmeLueHus. From:
(https://studfile.net/preview/5410322/page:2/).
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') Front Office Management - Quick Guide. From:
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! ) ALIN SRIYAM. The role of standard service quality in front office of five-star hotels in

Tehran in order to satisfy customers. Presented in Partial Fulfillment of the Requirements

for the Master of Arts Degree in Business English for International Communication at
Srinakharinwirot University May 2010.
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! ) Hossein Bodaghi Khajeh NOBAR, Reza ROSTAMZADEH. THE IMPACT OF CUSTOMER
SATISFACTION, CUSTOMER EXPERIENCE AND CUSTOMER LOYALTY ON BRAND POWER: EMPIRICAL
EVIDENCE FROM HOTEL INDUSTRY. Journal of Business Economics and Management, 2018,
19(2): 417-430.

2 ) Yuchao Shao. THE EFFECT OF FRONT DESK EMPLOYEES’ CHARACTERIESTICS ON THE FIRST
IMPRESSION OF CUSTOMERS AND CUSTOMERS’ SATISFACTION.

3 ) Nguyen Hue Minh et at. Service Quality and Customer Satisfaction: A Case Study of
Hotel Industry in Vietnam. Asian Social Science Vol. 11, No. 10; 2015.
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COllatll (e aiall el Aflel) Al o ALEWY) a8 GSags il O g
Shaa @l ladls

$d)paptl) cfpaially ditatial) dudagh) cilplanl) :luald

ol el Wy dial) 2B £343 :(9) ad) Jgaal)

&yl sal) Qwaad)
26 A
11 o)
37 £ saxal)

Spss =l e eVl AEald) Aas) e Jgand)
Oo 115 DS e Al 3 (50 26 0L 9 ) Jgaal) (e Baadle s LS
ALY e Al 2
aladl Jajsall Bdy dial) 28 £355 :(10) ad) Jgaad)

Jasall (alsll
Frequency Percent Valid Percent Cumulative Percent
ek 4 10.8 10.8 10.8
gre o gl 6 16.2 16.2 27.0
Valid  3dled dmals 25 67.6 67.6 94.6
i o Lle 2 5.4 5.4 100.0
Total 37 100.0 100.0

Spss il e ladeWl Aaldl alas) e Jgand)

! ) Phan, C. A., & Matsui, Y. (2012). Contribution of total productive maintenance to quality
performance: Empirical evidence from Japanese manufacturing plants. The Journal of
Japanese Operations Management and Strategy, 3(1), 38-54.

%) Nunnally, J. (1978). Psychometric theory. McGraw Hill, New York.
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Y }sy\ Al myn Aleall (593 e Auall 2 e %16.2 5 dalad) Dyl
Ll luhall salgs Alas (653 (pe Jatd % 5.4 5 Analadl 33l l) (593 (0 %67.6

aall Uy dial) 23 545 1(11) a8 Jgand)

aadl
Frequency Percent Valid Percent | Cumulative Percent
=20 30 12 324 324 32.4
33140 12 324 32.4 64.9
valid <4150 11 29.7 29.7 94.6
25l s 58 2 5.4 5.4 100.0
Total 37 100.0 100.0

Spss gl e dlaie YL Aald) Aae) (e J gaad)
A5l ) gty mgaivall e %32.4 oL (11) @) Jsaall (e zealy 5o WS
%29.7 5 40 1 31 cye ppanll &l 1) oypaits %324 5 30 ) 20 oo dppanl
e Ayl A58 e %5.4 4t Lo Laid laly 50 U 41 e dpendl 2380 ) () sy
.05 Ly 51

chlaadly Jolaally ddlatial) Ldiagll e laay) : buslu
L) b adinall (uliall macasi o
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badd) gl (ulia cilags (12) a8 Joaa
) (3lga 1 Ghlse oS | ylaa | llea | Jax @lsa | dlaiay)
1 2 3 4 5 Ly

http://statistic—think.blogspot.com/2019/02 /blog—post.html : Al Jgagl k) Ao sie¥h Eald) ) (e 1 gdaal)

o masall agiall (13) Jsaa

aya mavall gl
) gilse 1.80 1 ¢

Jyal Iy S e, e il el (F
(/https://www.facebook.com/928701163862433/posts/1507273006005243)
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Gilsa s 2.60 ) 1.81 o
Llaa 3.40 1 2.61 o
Gdlsa 4.20 Y 3.41 o

i ablge 5.94.21 o

o] jaal) Ao alaieWl dald) i) e
AN gBal) Jo¥) jgaall ALY dbuas) clplaay) Cuw (14) by Jeaad)
(Aale) qiilSal) (Al gal

Descriptive Statistics

N Minimum | Maximum Mean Std. Deviation
Sl Ak ga Gl e s ) Rdia s
2ulay! 37 2 5 3.54 .836
405 Al dpale¥) (Sl ik sa aiady
el Sy yglaal 37 2 5 4.03 .645
Ll Allans Tl CilSall 8l g aiia
Lggll A llany 4d \Jv.‘ il se aialy 37 2 5 3.86 787
eaall
ualey) ol sk LAl eladl
pale¥] S i gal 2 ) e 37 2.67 467| 38108 56949
valid N (listwise) 37

Spss gl e slalie YU Aald) ae ) ¢ Jgaal)

B eaall chlie e sl Ohsaadl 0l 14 ) Jsaall e Ladall

Sl lge o o sl 5T (420 ) 3.41) ow sl SUsY) o s

sl pedl LS elaally Aisgll Adling sy elaall Alh)s Ailat ¢jpaial duale)
el CalSa il el e il Baan)ll of e

Ao puy i) A gaal) ALY Lbuagll clplaay) Guy 1(15) ) Jeaad)

(clasil) ok

Descriptive Statistics

N Minimum | Maximum Mean | Std. Deviation
ielu 24 Hla o oSeall Claliial 3ol iy 37 2 5 3.73 .652
FUREU AL | daalaY) Coilsal) il
D i}j’;‘y RSell i 5o 37 3 5 4.32 626
&a g IS (g slalaty Apala¥) (Sl 4k 50
il 5 (5 <A 37 2 5 3.46 767
hse e daxd (oY b die | ISl Y
Ay <) 37 2 5 3.24 .863
Gleadll i@ de juy Aladnl) 37 2.75 4.25 3.6892 40141
Valid N (listwise) 37|

Spss i e slaie Yl Aald) dae ¢pa Jgaad)
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i) Al bl e gl odisaal) o 15 485 Jaaall e Bl e
ilise 0o ded Y b die LIS MY dels 24 s o edleal) cilalial )
Sim (Ll 5SS plalaly pale¥) CSISA ilige cigele¥) SIS
wilise o e 3k (il agd) cpn (420 LU 3.41) G basiall aF il
oo Jlad) e Lavsiall dadl sl Cun Cignial) Lassl o6 slaeind o LaleY) (ol

5421

cabll)) CJEN jsaal ALY Adagl) clelaayl cpy :(16) Al Jgasd
(BF WY

Descriptive Statistics

N Minimum [Maximum| Mean | Std. Deviation

AN G 5 VG Al ) ik g sy 37 2 5 3.89 .809

o dalaills (a3 o () sidal el Sl il g
) s & i daal g 48U 4 4 4 ik sall i
’ o e danls By de g Osihsell S| gy 2 5 3.49 692
EUXEN| IV BN
JLEY) ey bl 37 3.00 4.67 3.6667 .53863

\Valid N (listwise) 37

Spss gl e Alaie Yl Aald) 2] (e Jgaad)

Sl e e sl Gfisasall ol 16 4 Jsaall G a3l (s
(420 LU 3.41) G gl chlall Tavsial) Gad ) Cas

La) abll Lsaall Ay b clslasyl om i(17) o dssad

($Skand)
Descriptive Statistics
N Minimum [Maximum| Mean | Std. Deviation
Sl B (S oo (Ll Ul 37 3 5 3.76 .760
Ladal 5 yall 3 il 138 8 AEYL e ) 37 2 5 3.51 .768
Gaall 1 chledd 4y jadky Yl slinaY) g.a;\ 37 3 5 3.57 .689
¢ Sanll La 37 2.67 4.67 3.6126 .45483
\Valid N (listwise) 37|

Spss i e slaie Yl Aald) dae ) ¢ Jgaad)

AlE saall @hle e gsiily Gl gl 17 a8 s ge Badlall (g
(4.20 ) 3.41) Gu Al Canghi Ahlall sl T gial) ) G
Gl dll s gla
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@ 8 (AeleY) (ol alige jedad) G Lo dglias) ANS g3 i aag H,
LeDlae Ly 3ty ushayla Auide (G asad oY)

t A sY) Al Lad) il
Lala¥) culal) Aligal aglad) jedaal) Ll LaS) milis :(18) A8 Jgaadl

sManl) Ly o
Model Summary
[Model R R Square Adjusted R Square Std. Error of the
Estimate
1 .005° .000 -.029- 46128

a. Predictors: (Constant), &ule¥| Sl ilagal o lall eladll

Op e ddmn R LLY) delae daf Giladl Joaall e maals 4 WS

sibsal il eladll ol s R Square sl Jalee dad o) LS il
v Danll Ly aolill il Alealad) cilypisall 8 1 s canly ¥ el (ol

ANOVA?®
[Model Sum of Squares df Mean Square F Sig.
Regression .000 1 .000 .001 977°
1 Residual 7.447 35 .213
Total 7.447 36

a. Dependent Variable: ¢3all La
b. Predictors: (Constant), &sle¥l_colSall akh gal s Al jeladll
Spss gl e slaie Yl Aald) dae ¢ Jgad)

Gy LsunallF 3ad o ST sig dad Gl Jsaall e Ladle 58 WS L]

ipalaY) (olSall abige sedaal il agmgy ALY Azl iy Ul (001) il

COlSA) ilage sedaal il agmg adey ABEN dpdiall dumjally Jiiy o Meall Ly o
cJaand) Ly (3 8 dgalaY)

(A Apda )il LA il
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@ (leaadl) wsi Aejus i) o b ddlas) AN F 23 aagH,

Aedlee Ly 3ty (ushayla Aiae 8 agad a)¥) (30l 3 dpalal) (olSall ilage
Ly Ao clasdld] adis Ao jug dlaiul) il jLad) gl :(19) a8 Jsasd)

s axd)
Model Summary
Model R R Square Adjusted R Square Std. Error of the
Estimate
1 .007? .000 -.029- 46127
a. Predictors: (Constant), <ledll aafi de juy dilaiuwy)
O s Aea R LY dalae dad Glidl Jooall (e oaly 4 WS
laadl) a8 de jus lainl) b udi R Square 2asll Jales dad ) LS (g piiall
ceDlenll Liay i) puially Alalall culypanll b 1o canli Y
ANOVA?®
[mModel Sum of Squares df Mean Square F Sig.
Regression .000 1 .000 .002 .968°
1 Residual 7.447 35 .213
Total 7.447 36

a. Dependent Variable: ¢3all Laa
b. Predictors: (Constant), Clexll anii de juy dilsiuy)
Spss gl A alade WL dald) alae) ¢ Jgaad)

s AgunalF Aad e ST Sig dad 19 o) Jgaad) e Laadle 58 LS Lia
loadl) s A juy Aplaiudl) 50 2gmgy ABGN dumdll iy Julls (002) il
i Aoy Alaid) 0 dgay pdey ABEN Apieal) Al Jiis odlaall Ly e
cedaal) Ly e cileasl)
P AANAY A il LA gl
sibse Al (LY Guas Glll) (b dglas) ANs o B aag H;
eDlae Liay Ghiaty skl Ainde 8 asad a )] Goli 3 dnele¥) (il
el Loy o JLEIaN) Cung cilall) il jLas) milid :(20) ad) Jgand

Model Summary
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Model R R Square Adjusted R Square Std. Error of the
Estimate
1 .605% .366 .348 .36739

a. Predictors: (Constant), Juiis¥! (s 5 bl

2wt gn RO dalae ded Gl Jsaall e maly g8 WS

22 A s lain¥) ol yuis (0.366) R Square waaill Jales dad o)) WS ¢ ol
%36.6 4t Loy s daxll Liny olil) pxially Alealall bl 3 150 conli cilassl

ANOVA?
[Model Sum of Squares df Mean Square F Sig.
Regression 2.723 1 2.723 20.177| .000"
1 Residual 4.724 35 .135
Total 7.447 36

a. Dependent Variable: s3all L
b. Predictors: (Constant), Juiiw¥) (a5 bl
Spss gl o alaieYl dall) alae) e Jgaal)

s AysundlF dad e jral Sig dad 20 A Jsaall (e Ladle s LS
Ly o JLiiad) Guay calall 550 agagy QBN Ayl Jis Julls (20.177) <l
Al dsms pamy ABEN Ay aiall duz dll iy ¢ Dlaall

Coefficients?

Model Unstandardized Coefficients| Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1.740 421 4.132 .000
1
JLEinY) G 5 alalll 511 114 .605 4.492 .000

a. Dependent Variable: el Lia

Saaly By e JUEWY) ey Gl 3 3ol JS o o Jsoadl T3
Bans 0.511 late eDasl) Lia) 33l () 138 saman
clpaydll ilts :(21) oy Jsald)
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Laghya | a0V (ol b (dualel) olSal ilige sedaa) (o Lo duilian) AN 53 i aag H,
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Qe | AeleY) colSal) ilhge 5ol (QLEY) Cpuns ilall) o L dflas) AN 53 il ang Hy
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Zald) sae) e tdaall
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ulS dpele¥) Sl ihgal a)lall ekl jsme cladl Al a8l el L]
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. ALIN SRIYAM. The role of standard service quality in front office of
five-star hotels in Tehran in order to satisfy customers. Presented in
Partial Fulfillment of the Requirements for the Master of Arts Degree
in  Business English  for International Communication at

Srinakharinwirot University May 2010.

. Deepak Gupta. Service Quality & Customer Satisfaction in Hotel

Industry. International Journal of Techno-Management Research, Vol.
05,lIssue 02, September 2017 .
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3. Hossein Bodaghi Khajeh NOBAR, Reza ROSTAMZADEH. THE
IMPACT OF CUSTOMER SATISFACTION, CUSTOMER EXPERIENCE AND
CUSTOMER LOYALTY ON BRAND POWER: EMPIRICAL EVIDENCE FROM

HOTEL INDUSTRY. Journal of Business Economics and Management,
2018, 19(2): 417-430.

4. Nguyen Hanh Huyen My. Optimizing the Role of Hotel Front Office
Staff in Modern-Day Revenue Management. Saimaa University of
Applied Sciences Faculty of Tourism and Hospitality, Imatra Degree
Programme in Hotel, Restaurant and Tourism Management 2019.

5. Nguyen Hue Minh, Nguyen Thu Ha, Phan Chi Anh & Yoshiki Matsui.
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Industry in Vietnam. Published by Canadian Center of Science and
Education. Asian Social Science; Vol. 11, No. 10; 2015.

6. Nina Bashirian, Tina Majdpuor. The role of standard service quality in
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7. Nunnally, J. (1978). Psychometric theory. McGraw Hill, New York.

8. Phan, C. A., & Matsui, Y. (2012). Contribution of total productive
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and Strategy, 3(1), 38-54.

9. Rasika Gumaste, Ritu Bhagwat, Puneet Thakkar. A study on Hotel Front
Office Practices and its Impact on Guest Satisfaction with Reference to the
Vivanta by Taj Blue Diamond, Pune. Article can be accessed online at
http://www.publishingindia.com.

10.Umesh Gunarathne. Relationship between Service Quality and Customer
Satisfaction in Sri Lankan Hotel Industry. International Journal of
Scientific and Research Publications, Volume 4, Issue 11, November
2014.
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From: (https://setupmyhotel.com/train-my-hotel-staff/front-office-
training/743-front-office-introduction-operations-functions.html).

. TEAM TRILYO. 18/9/2018. HOTEL MARKETING. Service

Quality & Customer Satisfaction in The Hotel Industry. From:
(https://www.trilyo.com/blog/service-quality-customer-satisfaction-
in-the-hotel-industry/).

. Front Office Department Introduction, Operations and Key
Functions Introductions to The Hotel Front Office Department.
From: (https://setupmyhotel.com/train-my-hotel-staff/front-office-
training/743-front-office-introduction-operations-functions.html).

. FRONT  OFFICE ORGANISATION. INSTITUTE OF HOTEL

MANAGEMENT BHUBANESWAR Est. By Ministry of Tourism,
Government of India. 2017.) Personal Appearance. From:
(https://www.skillsyouneed.com/ips/personal-appearance.html).

. Clint  Fontanella. What's  Customer  Responsiveness.
From:(https://blog.hubspot.com/service/customer-responsiveness).

. WHAT IS CUSTOMER SATISFACTION? From:

(https://asqg.org/quality-resources/customer-satisfaction).
. Lucjan Kierczak. Customer Satisfaction: Why It’s Still Important

in 2021. From: (https://survicate.com/customer-
satisfaction/importance-customer-satisfaction/).
Front Office Management — Introduction. From:

(https://www.tutorialspoint.com/front office management/front off
ice management introduction.htm).
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. Cnyx0a mpueMa u pa3MenIeHHUs.
. From:(https://umhos.ru/consulting/Sluzhba%20priema%20i%20raz
meshhenija/).

CJIV)KEA TTIPUEMA U PABMEILIEHUS (FRONT OFFICE).
From:(https://studref.com/333866/turizm/sluzhba_priema_razmesch
eniya front office).
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From: (https://studfile.net/preview/5410322/page:2/).
. Front Office Management - Quick Guide.
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From:(https://www.tutorialspoint.com/front office management/fro
nt office management quick guide.htm).
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