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HANDLING GUEST COMPLAINTS BY FRONT OFFICE DESK STAFF AS OBSERVED
BY THE GUEST AT SELECTED HOTELS Proponents: ROBIN JUDE B. ELAURIA,
KATRINA CARLA G. GERALDINO, AILEEN JOY A. QUIDULIT, CHRISTOPER S.

ROSALES, GENESIS D. SUSANA Adviser: MS. MARIA PAZ CASTRO

Degree: BACHELOR OF SCIENCE IN HOTEL AND RESTAURANT MANAGEMENT
Date Completed: OCTOBER 2011 The researchers conducted this study to
determine the Effectiveness of Handling Guest Complaints by Front Office
Desk Staff as Observed by the Guest at Selected Hotels. Specifically aims to
answer the following questions about the profile of the respondents, how
satisfied the respondents regarding their service satisfaction,
recommendations that can provide solutions to the said problems and there
is no significant relationship between the satisfaction of the respondents and

their demographic profile of the respondents.

A descriptive method of research was used together with the questionnaire
as the main instrument in gathering the needed data and information. Fifty
(50) Guest at Nice Hotel in Cubao Quezon City was considered for the study.
In analyzing and interpreting the data gathered, the statistical treatments
used were, the percentage which was used to compare the frequencies of

responses to the total number of responses, and the weighted mean which
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was used in measuring the Effectiveness of Handling Guest Complaints by

Front Office Desk Staff as Observed by the Guest at Selected Hotels.

The chi-square test is used to determine whether there is no significant
relationship between the expected frequencies and the observed frequencies
in one or more categories. With all the gathered information, the researchers
arrived at the following conclusion: (1) most of the guests are 30-39 years
old, male, guests (2) most of them are satisfied regarding the effectiveness
of handling guest complaints by front office desk staff at Nice Hotel in Cubao
Quezon City. (3) It was recommended that the front office desk staff of the
hotel should initiate talk with the guest to get feedback about their service to
improve their service. 4) In terms of age and gender there is no significant
relationship between the effectiveness in handling guest’s complaints by the
front office desk staff in selected hotels and their demographic profile. In
terms of educational attainment and status of employment there is a
significant relationship between the effectiveness in handling guest’s
complaints by the front office desk staff in selected hotels and their
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1 Table 1: Frequency and Percentage Distribution of Respondents in Terms
of Age n= 50 Age| F| P= f/n*100]| %| Rank]| 9 below| 3| (3/50*100)| 6] 5| 20-
29| 13| (13/50*100)| 26| 2| 30-39| 17| (17/50*100)| 34| 1| 40-49| 12|
(12/50*100)| 24| 3| 50 above| 5| (5/50*100)| 10| 4| Total| 50| | 100] |
Computation Table 1. 1 Frequency and Percentage Distribution of
Respondents in Terms of Gender n= 50 Gender| F| P= f/n*100| %| Rank]|
Male| 27| (27/50*100)| 54| 1| Female| 23| (23/50*100)| 46| 2| total| 50| | 100|
| Computation Table 1. 2: Frequency and Percentage Distribution of
Respondents in Terms of Educational Qualification n= 50 Educational
Qualification| f| P= f/n*100| %| Rank| Elementary Grad. | 11| (11/50*100)| 22|
3| High School Grad. 14| (14/50*100)| 28| 2| College Grad. | 17| (17/50*100)|
34| 1| Post Grad. | 8| (8/50*100)| 16| 4| Total| 50| | 100| | Computation Table
1. 3: Frequency and Percentage Distribution of Respondents in Terms of
Status of Employment n= 50 Status of Employment| f| P= f/n*100| %| Rank|
Worker| 19| (19/50*%100)| 38| 2| Employee| 21| (21/50*100)| 42| 1| Self-
employed| 10| (10/50*100)| 20| 4| Total| 50| | 100] | Table 2: Common
guest’'s complaints handled by the front office desk staff in selected hotels in
Manila Situation| WM| Interpretation| Rank| 1. Missing of personal belonging|

3. 40| Good| 10| 2. Faulty equipments and facilities| 3. 2| Very Good| 7| 3.
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Lack of courtesy of the front office staff in dealing with the guest| 3. 64| Very
Good| 3| 4. Slow and ineffective reservation procedures| 3. 82| Very Good| 1|
5. Neigbors intolerable noises| 3. 76| Very Good| 2| 6. Unsatisfactory of
concierge| 3. 58| Very Good| 5| 7. Not well attended by front office staff| 3.
42| Good| 9| 8. Wrong room assignment or type of room given to the guest|
3. 56| Very Good| 6| 9. Poor service of the staff| 3. 48| Good| 8| 10. Delayed
service of the front office desk staff| 3. 62| Very Good| 4| Grand Mean| 3. 62|

Very Good| | Computation in terms of Age E= RT*CT/500bserved

Age| Poor| Average| Good| Very Good| Excellent| RT| 19 below| 0| 0] 0| 3] 0|
3] 20-29| 0] 0] 5] 7] 0] 12| 30-39| 0] 0] 9] 7| 1| 17| 40-49] 0| O] 7| 6] O] 13| 50
above| 0] 0| 2| 3] 0| 5] CT| 0| O] 23| 26| 1| 50| Expected Age| Poor| Average]|
Good| Very Good| Excellent| 19 below| 0] 0] 1. 38| 1. 56| 0. 06| 20-29]| 0| 0] 5.
52| 6. 24| 0. 24| 30-39| 0] 0] 7. 82| 8. 84| 0. 34| 40-49| 0] 0] 5. 98| 6. 76| 0.
26| 50 above| 0] 0] 2. 30| 2. 60| 0. 10| || | | | | X? =(O-E)"~2/E Age| Poor]|
Average| Good| Very Good| Excellent| 19 below| 0] 0| 1. 38| 1. 90| 0. 06| 20-
29| 0] 0| 0. 05| 0. 09| 0. 24| 30-39| 0] 0] 0. 18| 0. 38| 0. 6] 40-49| 0] 0] 0. 17|
0. 09] 0. 26| 50 above]| 0| 0] 0. 04] 0. 06| 0. 10| ? X? = 5. 56 Computation in
terms of Gender E= RT*CT/500bserved Gender| Poor| Average| Good| Very
Good| Excellent| RT| Male| O] 0| 13| 14| 0] 27| Female| 0] 0] 22| 27| 1| 23| CT]
0| 0] 35| 41] 1| 50| Expected Gender| Poor| Average| Good| Very Good|
Excellent| Male| O| O] 11. 88| 14. 58| 0. 54| Female| 0| 0] 10. 12| 12. 42| 0.
46| X? =(0O-E)™2/E Gender| Poor| Average| Good| Very Good| Excellent| Male|
0] 0] 0. 11| 0. 02| 0. 54| Female| 0] 0] 0. 12| 0. 03] 0. 63| ? X? = 1. 45

Computation in terms of Educational Qualification E= RT*CT/500bserved
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Educational Qualification| Poor| Average| Good| Very Good| Excellent| RT|
Elementary Grad. | 0| O] 4| 7| O] 11| High School Grad. | 0] 6] 11| 1| 0| 14|
College Grad. | 0| O| 7| 9] 1| 17| Post Grad. | O| O| 4| 4| O] 8| CT| | 6] 22| 21| 1|
50| Expected Educational Attainment| Poor| Average| Good| Very Good|
excellent| Elementary Graduate| 0| 1. 32| 4. 84| 4. 62| 0. 22| High School
graduate| 0| 1. 68| 6. 16| 5. 88| 0. 28| College Graduate| 0| 2. 04| 7. 48| 7.
14| 0. 34| Post Graduate]| 0] 0. 96| 3. 52| 3. 36| 0. 16| X? =(0O-E)"~2/E
Educational Qualification| Poor| Average| Good| Very Good| Excellent|
Elementary Grad. | O] 1. 2| 0. 15] 1. 23| 0. 22| High School Grad. | O] 11. 11|
0. 11| 4. 05| 0. 28| College Grad. | 0] 2. 04| 0. 03] 0. 48] 1. 28| Post Grad. | 0|
0.96| 0. 07| 0.12] 0. 16| ? X? = 23. 61 Computation in terms of Status of
Employment E= RT*CT/50 Observed Status of Employment| Poor| Average|
Good| Very Good| Excellent| RT| Worker| 0| O] 7| 12| 0| 19| Employee| 0| 0] 6|
4| 0] 10| Self-employed| 0| 0| 9| 11| 1| 21| CT| 0] 0] 22| 27| 1| 50| Expected
Status of Employment| Poor| Average| Good| Very Good| Excellent| Worker|
0| 0] 8. 36| 10. 26| 0. 38| Employee| 0] 0| 4. 40| 5. 40| 0. 20| Self-employed|
0| O] 9. 24| 11. 34| 0. 42| X? (O-E)~2/E Status of Employment| Poor| Average|
Good| Very Good| Excellent| Worker| 0] 0| 0. 22| 0. 30| 0. 38| Employee| 0] 0|
0. 58| 0. 36| 0. 20| Self-employed| 0] 0] 9. 24| 0. 01| 0. 80| ? X? = 12. 09
Table 3 Summary & Chi-square test on the significant relationship between
effectiveness in handling guest’s complaints by the front office desk staff in
selected hotels in Manila and the demographic profile of the respondents
Demographic Profile] ComputedX? | TabulatedX? | df| ? | Comparison|
Decision| Conclusion| Age| 5. 56| 15. 51| 8| 0. 05| Less than| Accept Ho|

There is no significant relationship| Gender| 1. 45| 5. 9] 2| 0. 05| Less than|

https://assignbuster.com/effectiveness-of-handling-guest-complaints/



Effectiveness of handling guest complain... - Paper Example Page 12

Accept Ho| There is no significant relationship| Educational attainment| 23.
61| 16. 92| 9] 0. 05| Greater than| Reject Ho| There is a significant
relationship| Status of Employment| 12. 09| 9. 49| 4| 0. 05| Greater than|
Reject Ho| There is a significant relationship| Hypothesis Testing: Ho: There
is no significant relationship between the effectiveness of handling guest
complaints by the front office desk staff at selected hotels in Manila. Ha:
There is a significant relationship between the effectiveness of handling

guest complaints by the front office desk staff at selected hotels in Manila.
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