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The purpose of this research was to study the level of morale among employees
working at a hotel in the Pattaya district, and to compare the differences between the
morale of the employees based on gender and years of work experience. The instrument
used for collecting data was a questionnaire. The participants in this study were 70
employees working at a hotel in the Pattaya district. This instrument comprised of 40
items that were grouped into eight aspects: (a) career advancement, (b) satisfaction with
job position, (c) satisfaction with job responsibility, (d) satisfaction with supervision and
supervisor, (e) relationship between peers and superiors, (f) satisfaction with salary and
fringe benefits, (g) working environment, and (h) job security. The data were analyzed
by using percentages, mean scores, and standard deviations. T-test was also employed to
identify the differences between the morale of employees based on independent variables
which are gender and years of work experience.

The result of the study revealed that the overall morale of employees working at a
hotel in the Pattaya district was at a high level. According to the eight aspects, the levels
of morale for each aspect were high. In additions, the results showed that there was no
significant difference between the morale of employees based on gender and years of

work experience.
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CHAPTER ONE

INTRODUCTION

Background of the Study

The quality of service from hospitality industry providers are a crucial part of the
tourism industry in Thailand. There is a high level of competition in the hospitality
industry, especially in hotels. Apart from good service, customers also require the
convenience of modern accommodation, low prices, and easy access to local places of
interest, shopping, and so on. However, good service is instrumental to achieving
customer loyalty, beating the competition, and appealing to the customer’s emotions or
‘heart’ (Mcdowall, 2007). It is for these reasons that employees are the important aspect
of delivering the best product and good service to customers (Petcharak, 2002).

Employees play a significant role in achieving customer satisfaction and build a
relationship with customers (Petcharak, 2002). Therefore, it is unlikely to deny that a
human element is the most valuable asset that a hotel service provider has to offer. This
is one of the main reasons that hotel service providers look to recruit the most promising
employees and retain them in order to promote the quality of their products and services.
According to Jerris (1999), in every organization, creativity and resourcefulness are two
important components of building and maintaining a successful and productive culture in
the contemporary business world. However, in order to recruit and retain the current
employees, the most influential factor is morale (Jerris, 1999).

Morale, according to the concept of Spriegel (2011), is the term usually applied to
armed forces during wartime and to sports and athletic teams, since it refers to team spirit

and co-operation of people for a common purpose. In addition, morale represents the



attitudes of individuals and groups in an organization towards their work environment.
It is an indicator of the attitude of employees towards their jobs, superiors, and their
organizational environment.

Although the human element is essential to success in the hospitality industry,
many organizations, including hotels, favor generating new products and services, and
cutting costs over focusing on morale of employees (Mccreary, 2011). If the employees
are not satisfied, their performance will fall below an acceptable level. Workplace
dissatisfaction and poor performance usually lead to frequent absenteeism and high
turnover of employees in the hospitality industry (Petcharak, 2002). These factors can
also lead to a negative impact on the entire hotel, as staff dissatisfaction can lead to
customer dissatisfaction. The level of employee morale has more potential to affect the
reputation and future success of the hotel service provider.

Morale is one of the most complicated components when measuring and
evaluating human behavior. Morale can be regarded as a set of attitudes and responses to
any work conditions that may influence the behavior of the individuals (Kanter, 1977). A
high level of morale can be demonstrated when an individual shows determination to do
the best under any given circumstance and the ability of a group of people to pull together
continuously and consistently for a common purpose (Bayens, 1967).

The morale of the employees, whether or not they are a professional, skilled, or
unskilled worker, is a major concern. It is often a challenge for hotel management to
maintain employee morale, retain them as staff, and offer the efficient, good service that
customers expect (Cheng, 1995). Yu (1999) claimed that in order to reduce labor
turnover and retain productive employees, management has to improve working
conditions and increase employee morale. In order for management to better understand

the needs of their employees, they should be familiar with several key theories that may



help them to understand the basic human needs of their staff. In this study, the level of

morale among employees working at the hotel will be examined.

Obijectives of the study
The objectives of this study are:
1. To investigate the level of morale among employees working at a hotel in the
Pattaya district; and
2. To compare morale of the employees working at a hotel in the Pattaya district

based on gender and years of work experience.

Research Questions
In response to the objectives of the study, two research questions have been
proposed.
1. What is the level of morale among employees working at a hotel in the Pattaya
district?
2. Is there any significant difference between the morale of the employees at a

hotel in the Pattaya district based on gender and years of work experience?

Significance of the study
There have been several studies on staff motivation in a variety of businesses, but
employee morale is also found as one of the most crucial aspects of the hospitality
industry. The results may provide useful information for the management team to
generate ideas that will be used to improve and develop procedures in human resource

management to lift the morale level for employees at the hotel, reducing the high



absenteeism and turn over rate in the hotel. The results may also be beneficial to both
customers and staff in the hospitality industry.

Additionally, when management realizes the significance of a high level of staff
morale, they will determine which aspects of it need to be focused on in order to increase
the level of employee morale. Then management will be able to provide the suitable
motivational approach to maintain morale, and then employees will reach their goals and
the goals of the organization. As a result, not only employees will get benefits but also

the whole organization will be more successful.

Scope of the study
The objective of this research is to examine the level of morale among employees
working at a hotel in the Pattaya district. The variables investigated in this study are (a)
the dependent variable which comprises morale, and (b) the independent variables that
include gender (male and female) and years of work experience (less than 5 years and 5

years or more).

Definition of Terms

The following consist of the definitions of the terms used in this study.

Morale refers to the state of mind towards the work and environment, towards
superiors and colleagues, the goals of the organization, and their assigned duties.

Career advancement refers to the opportunities available to staff for promotion to
a higher position.

Satisfaction with job position refers to tasks or duties of staff members and their
compatibility with their abilities and interests. It may also imply how people feel like or

dislike their job and feelings regarding the nature of their work



Satisfaction with job responsibility refers to an employee’s satisfaction with the
duties or tasks that they are responsible for.

Satisfaction with supervision and supervisor refers to an employee’s satisfaction
with every aspect of their supervisor’s management style regarding scope of work.

Relationship between peers and superiors refers to the connection between
colleagues and an existing superior who relates to each other in both formal and informal
levels.

Satisfaction with salary and fringe benefits refers to an employee’s level of
satisfaction with the various types of compensations that company or organization
provides staff with such as salary, company car, house allowance, medical insurance,
paid holidays, pension schemes, subsidized meals and etc.

Working environment refers to the place an individual works or surroundings at
the place of occupation. It may include factors, such as co-workers, seating, management,
or even size of the room.

Job security refers to the probability that a person with the job would have a small

chance of becoming unemployed.

Organization of the study
This study is presented in five chapters, including this introductory chapter.
Chapter Two is a review of the related literature, with an emphasis of theories of Maslow,
ERG, and Herzberg. This overview is followed by an analysis of related research studies
conducted in Thailand. Chapter Three will describe the methods of the study. In Chapter
Four, an analysis of the data and the results of the study will be provided. Chapter Five
consists of conclusions of the study, and a discussion of the findings as well as the

limitations of the study, and recommendation for further studies.


http://www.businessdictionary.com/definition/salary.html
http://www.businessdictionary.com/definition/company.html
http://www.businessdictionary.com/definition/house.html
http://www.businessdictionary.com/definition/allowance.html
http://www.businessdictionary.com/definition/insurance.html
http://www.businessdictionary.com/definition/holiday.html
http://www.businessdictionary.com/definition/pension-scheme.html
http://www.ask.com/wiki/Unemployed?qsrc=3044

CHAPTER TWO

LITERATURE REVIEW

This chapter is a review of the literatures related to theories of morale. The first
section consists of the definition of employee morale and the importance of morale. The
second section is concerned with relevant theories regarding employee morale. The final

section deals with previous studies on employee morale.

Concept of Morale

Definitions of morale have been provided by many authors. For example, Yoder
(1981, p. 543-545) defined morale as “evidence commitment”, individuals exhibiting the
behavioral symbols and symptoms of personal commitment. Morale is essentially
regarded as an employee’s feelings or attitudes toward his / her work. Morale is related
to work satisfaction and is connected with drive and enthusiasm. On the other hand,
Hirantoe (1988) defined morale as the mental or emotional condition that affect an
individual’s willingness to work. Thunpol (1991) similarly identified morale as an
individual’s feeling regarding the composition of work activities, expressed in form of
emotion and the impact of working condition on employee’s feelings. Furthermore,
Tiyao (1994) defined morale as the way in which an individual’s mental condition is
affected by their work of an individual’s attitude towards, including such factors as
enthusiasm, expectation, and willingness. Similarly, Bangmoe (1995) argued that morale
was the satisfaction with and the level of employee dedication to their work, in terms of
knowledge, effort, time, and money. This definition is similar to Wongphut (1996) who
defined morale as a mental condition that affects willingness, discipline, and enthusiasm.

However, there are also some definitions, provided by authors including



William Spriegel (2011) who defined morale as the co-operative attitude or mental health
of a number of people that are related to each other on some basis. This concept is
similar to the definition provided by Bayens (1967) who defined morale as the capacity of
a group of people to pull together persistently and consistently in pursuit of a common
purpose. It can be concluded that morale is generally defined as an individual’s feeling
regarding their job, such as an employee’s level of enthusiasm, their expectation and their
willingness to work. It is also an emotion that results from an employee’s perception of

extrinsic and intrinsic factors that affect their level of job satisfaction.

The Importance of Morale

Morale is a key to an organization’s success because if employees are enthusiastic
about their achievement at work and try to do their job for the best of their ability, the
organization will benefit (Rutherford, 1990). An organization’s goals cannot be achieved
unless employees work well together, therefore the level of employee morale in the
hospitality organization is essential to their success (Petcharak, 2002). One aspect of the
duties of the management team is to develop and increase the level of employee morale
and about their attitudes toward working life in the organization.

According to Spriegel (2011), the level of morale in an organization can be either
high or low. When the morale of the employees is high, they will cooperate fully with the
management towards the goal of the organization. A high level of morale also leads to
high levels of discipline, a high degree of interest in their job, loyalty to their
organization, and successful performance of their duties. If the level of employee morale
is low or lacking in a hospitality organization, the causes can be identified as (a) high rate
of employees turnover, (b) a high rate of absenteeism, (c) a high volume of complaints,

(d) a higher operating costs for recruitment and training, (e) resistance to change, (f) lack



of discipline, (g) low quantity and quality of outcome. A low level of morale can be fatal
to an organization. In order to avoid the negative consequences of low morale, every
management team should have an attempt to build high level of morale among their
employees.

Thanasupawat (1994) concluded that the characteristics of employees with high
levels of morale include the following examples: (a) the working environment in the
organization was pleasant, (b) the working procedure flowed smoothly, and correctly, and
there was accountability for the actions of employees, (c) employees concentrated on and
enjoyed their work, (d) employees provided their own recommendation on how to
improve working conditions and practices, (e) employees provided honest critical
feedback, (f) employees were willing to help in emergency or rushed situation, (g)
employees would accept additional responsibility willingly, and (h) employees
maintained good working habits, although some irregular events occurred. That is, if the
organizations are full of employees with a high level of morale, the working environment
will be good for all employees. Then the employee will work happily and devote
themselves unconditionally to their work. Finally, both employees and organizations will
gain more benefits as a whole.

Thanasupawat (1994) also identified the characteristics of employees with low
morale in the organization as the following: (a) there were voluntary resignations or
transfers above the usual rate, and the reasons for resignation were not provided, (b)
employees were tardy, performed their duties with a lack of enthusiasm and they often
postponed or avoided work, (c) there was absence, and employees often came to work
late and left early, (d) there was a high level of carelessness and maintenance of
accessories and tools, (e) employees took more time to do the same amount of work, did

not complete their duties, and the outcomes of work were characterized by low



productivity and quality, () there was lack of communication, such as meeting, within the
organization, (g) there were frequent conflicts and argument among colleagues, (h)
subordinates paid no attention to superiors, (i) subordinates were disobedient and impolite
to their superiors, (j) subordinates expressed dissatisfaction when criticized, (k)
subordinates were not interested in their colleagues, (I) subordinates tried to look busy
without actually doing anything, (m) there were complaints and petitions from the public,
(n) there were emotional outbursts made by employees, for example, crying, and other
expressions of sadness made by female employees, and (0) there were complaints or
doubts about the organization.

Petcharak (2002) studied how the motivation factors of employees in a hotel can
affect the morale of future employees. The study focused on why people chose to work
for the hotel while modeling motivational factors that enable the improvement of their
overall performance. The study also sought to learn if there is a gender based difference
in terms of motivational factors. The results of this study revealed that the main reasons
that people choose to work at the hotel were based on the quality of the hotel, their level
of interest in their jobs, salary level, and job security. Gender also played a role in
influencing employees’ perception of motivational factors.

In this way, motivation and morale can be seen to be closely related. However,
motivation was not morale (are not mutually exclusive). The individual level of morale
can be regarded as a response to motivation (Santiwong, 1987). The higher the level of
morale is, the better the quality of work will be, and the lower the costs are to the
organization. In conclusion, employees have many different expectations, but the main
factors that affect performance and job satisfaction are very similar. To achieve job
satisfaction, a good working environment, opportunities for career advancement, and

relationships with co-worker and supervisors are required. If the employees are satisfied
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with these factors, they will have a high level of morale and will be more effective and

productive employees.

Review of Relevant Theories on Employees’ Morale
The level of morale among employees plays a significant role in team
management in the contemporary business world (Petcharak, 2002). As a result, human
beings are among the most valuable assets in an organization. Some of the relevant
theories on employee morale include Maslow’s Hierarchy of Needs (1954), Alderfer’s
ERG theory (1969), and Herzberg’s two-factor theory (1959). Maslow’s Hierarchy of

Human Needs is also linked to Herzberg’s motivation-hygiene theory and ERG theory.

Maslow’s Hierarchy of Needs

According to Maslow (1954), there are five basic constructs in the human
hierarchy of needs. The hierarchy consists of five categories of basic needs: (a)
physiological needs, (b) security needs, (c) belongingness needs, (d) self-esteem needs,
and (e) self-actualization needs. Physiological needs can be defined as the most basic
human needs, such as food, water, air, and shelter. As a result, it is not possible to satisfy
higher level needs if the basic needs are not met. Physiological needs can be compared to
salary, working environment, and welfare. The second one that would be met is security
needs, and can be compared to job security in working life. When the first two levels
have been met, the next level of needs must be satisfied.

Belongingness needs can be described in term of having a chance to participate in
the activities at workplace, feeling as a part of the group, and getting recognition from
others. Self-esteem needs are concerned with gaining respect from others in the

workplace and social sphere, and can be based on achievement, independence, and
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confidence. The last need is self-actualization, which is the need for success, which is the
highest order of human needs and can be compared to promotion, career advancement,
higher salaries and bonuses. Maslow’s conceptualization of human needs is represented
by a triangle with five levels that he referred to as the Hierarchy of needs. Maslow
claimed that lower-level needs must be satisfied before advancing to the next higher level,

as shown in Figure 1.

Self Actualization
Needs

Self Esteem
Needs

Belongingness Needs

Security Needs

Physiological Needs

Figure 1 Maslow’s conceptualization: the Hierarchy of needs

Existence — Relatedness — Growth Theory (ERG Theory)

Alderfer (1969) stated that there are three categories of human needs that can
influence an employee’s behavior: (a) existence, (b) relatedness, and (c) growth. ERG
theory defines existence needs as the need to stay alive and safe. When people have
satisfied their existence needs, they feel safe and physically comfortable. Then they are
capable of relationships with other people, and they are concerned about what others
think of them. When they can relate to other people, they can feel a sense of identity and

position within their immediate society. ERG theory defines these needs as relatedness
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needs. ERG theory also defines the need to be creative and contribute to the environment

as growth needs and claims that if people grow successfully, they feel a sense of

wholeness, achievement and fulfillment.

ERG Theory

- Existence Needs

- Relatedness Needs

- Growth Needs

In Figure 2, Existence needs of ERG theory can be correlated with the first two

Figure 2 ERG Theory

Maslow’s Theory

- Physiological Needs
- Security Needs

- Belongingness Needs
- Self Esteem Needs

- Self Actualization

levels of Maslow’s theory: Physiological needs and Security needs that can be described

as the most basic human needs. Relatedness needs are concerned with personal

relationships as Maslow’s Belongingness Needs and Self Esteem Needs which focus on

the need to be part of a group and get recognition from others. The last category of ERG

theory concerns Growth Needs which are concerned with intrinsic desire for personal

development. Growth Needs can be related to the Self-actualization phase of Maslow’s

theory, which are concerned with promotion, career advancement, higher salaries and

bonuses. Despite their similarities, these theories also have significant differences.

Alderfer claimed that multiple needs could also operate as motivators and that higher-

level needs could be satisfied before lower-level needs, depending on the situation (Wren,

1995).
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Herzberg’s Theory

Herzberg identified the factors connected with job satisfaction as: achievement,
recognition, work itself, responsibility, and advancement. The factors connected with job
dissatisfaction were salary, the possibility of growth, interpersonal relationships, status,
company policy and administration, working condition, personal life, and job security.
Herzberg identified the satisfaction factors as “motivation factors” and the dissatisfaction
factors as “hygiene factors”.

Herzberg’s motivation factors are necessary in order to motivate employees to
achieve higher performance levels. This factor is concerned more with the actual job
itself, for example, how interesting the work is and how much opportunity it gives for
extra responsibility, recognition and promotion. There are five factors in particular that
were strong determiners of job satisfaction: (a) achievement, (b) recognition, (c) work
itself, (d) responsibility, and (e) advancement.

Firstly, achievement refers to the job or task that a person can accomplish
successfully, especially by means of exertion, skill, practice, or perseverance. Secondly,
recognition refers to the feeling of being recognized, or the concern and respect shown by
superiors, colleagues, and other members of the organization. Then work itself refers to
an employee’s level of interest in the job and the need for initiative and challenges, or
working condition that could be accomplished by oneself from the beginning untill the
end (Palawong, 1989). Next, responsibility refers to satisfaction with job duties and
responsibility without close observation or close control by supervisors (Palawong, 1989).
Finally, advancement refers to salary increases or promotion, including the opportunity to
gain knowledge and career advancement (Kasemsuk, 1999). These factors are all

associated with long-term positive effects on job performance.
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Herzberg’s hygiene factors are based on the need to avoid unpleasantness at work.
If these factors are considered inadequate by employees, they can lead to job
dissatisfaction. There are six factors in particular that were strong determiners of job
dissatisfaction: (a) salary, (b) interpersonal relationship with superior, subordinates, and
peers, (c) company policy, (d) security, (e) working condition, and (f) supervision
techniques.

Firstly, salary refers to permanent income, welfare, and other compensations
(Tiyao, 2003). Secondly, interpersonal relationships refer to relationships with superior,
subordinates, and peers, and the existence of a positive and productive working
environment (Palawong, 1989). The next factor is company policy, referring to the rules
and guidelines used to manage and maintain to smooth running of an operation. It also
determines the formulation and implementation of strategy, and restricts the planning,
decision making, and action of employees in the achievement of company goals. The
next point is security, which refers to the feeling of an individual for job-security and the
stability of organization (Palawong, 1989). The next factor is working condition,
described as the conditions in which an individual or staff works including physical
environment, amenities, stress, noise level, degrees of safety or danger, and all equipment
concerned. The last factor is quality of supervision, which refers to the capability of
superiors to perform their duties. These factors were all associated with short- term
changes in attitudes and job performance (Practical assessment, 2011).

Herzberg also claimed that the most importance of motivation is to fulfill the
human needs at the highest level. Although the organization offers a good salary and
fringe benefits to their employees, it will not provide them with opportunities for personal
growth and development, give them recognition or enhance their abilities and skills.

These factors can lead to low productivity and poor performance respectively.
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Maslow’s need hierarchy M Herzberg’s two factors theory
[0}
it Achievement
Self — actualization — v Work itself
a Recognition
t Responsibility
|
Self —esteem - s Advancement
n
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Figure 3 The comparison between Maslow and Herzberg theories

The figure above presents the comparison between Maslow’s and Herzberg’s
theories. These two theories have quite significant similarities. The element of
motivation factors in Herzberg’s theory can be described as the top two levels of
Maslow’s theory, self-actualization and self—esteem needs. The first three levels of
Maslow’s theory, physical needs, security needs, and belongingness needs are equivalent
to Herzberg’s hygiene factor as they are both concerned with these basic needs of human

beings.
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Previous Studies on the Employee Morale

Many studies have explored the significant factors which influence employee
morale in the workplace by examining an individual’s personal background, their
relationships with peers as well as superiors, their level of job satisfaction, the working
environment, and their level of job security. These factors are used to assess the level of
employee morale.

Songsermpong (2002) studied the level of morale and its impact on the job
performance of mobile phone company employees. Songsermpong found that the level
of morale among mobile phone employees was in the medium range. In terms of job
satisfaction and relationship with peers as well as superiors, the morale and
encouragement level was at high level. Additionally, in relation to career opportunities,
job satisfaction, the management style of supervisors, satisfaction with salary, working
environment and, job security, the morale and encouragement level was in medium range.
The result of this research also found that male and female employees had different level
of morale and encouragement in the relations to career opportunities and satisfaction with
salary.

Tubtimronayuth (2004) studied the level of morale in working performance of
audit government army officers, and compared morale and job performance by using
some of the main independent variables including gender, position level, education level,
official age, and likelihood of marriage. The result revealed that the level of morale in
working performance of audit government army officers was in the good range.
Regarding job satisfaction, job security, and relationships with subordinates and
superiors, employee’s morale level was at a high level while satisfaction with fairness in
the workplace, job satisfaction, satisfaction with salary and welfare and the opportunity

for advancement were at a medium level. The results of this research also found that
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there were differing levels, in terms of performance, between male and female audit
government army officers. The levels of morale also differed in all aspects, but there
were no significant statistical differences.

The purpose of this research is to study the level of morale of employees working
at a hotel in the Pattaya district. According to Songsermpong (2002) and Tubtimronayuth
(2004), there are eight aspects including (a) career advancement, (b) satisfaction with job
position, (c) satisfaction with job responsibility, (d) satisfaction with supervision and
supervisor, (e) relationship between peers and superiors, (f) satisfaction with salary and
fringe benefits, (g) working environment, and (h) job security. This is because these
factors are important elements which may affect the feelings and attitudes of employees

and how this affects productivity and efficiency to the organization.



CHAPTER THREE

METHODOLOGY

A guantitative research design was deemed suitable for this study. This chapter
describes the methodology of the research, which contains four parts. This chapter begins
with a description of participants of the study. Following this explanation, the research
instrument used to obtain the data is described, and the procedures for the pilot study and

data collection are outlined. Finally, the method of data analysis is explained.

Participants
The participants consisted of 70 employees working at the hotel in the Pattaya
district. The employees were Thai natives and came from nine departments including (a)
accounting, (b) engineering, (c) food and beverage, (d) front office, (¢) human resource,
(F) sale and marketing, (g) house keeping, (h) laundry, and (i) garden. They were asked to
complete a questionnaire regarding their level of morale. In addition, they were informed
that their identity would remain anonymous and that their participation was voluntary.

The participants were offered no incentive for their participation.

Research instrument
The instrument used in this study was a questionnaire designed to investigate the
morale of employees working at a hotel in the Pattaya district. The questionnaire was
adapted from Songsermpong (2002) and Tubtimronayuth (2004). The research
instrument was divided into two sections. The first section included demographic
information. The participants were asked to provide their personal information, such as

gender and years of work experience, with the aim of creating a profile of the
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respondents. The second section consisted of 40 items (see Appendix A) asking
participants to select the most appropriate answer according to their level of morale. The
level of morale among employees working at the hotel were measured based on eight
factors: (a) career advancement, (b) satisfaction with job position, (c) satisfaction with job
responsibility, (d) satisfaction with supervision and supervisor, (e) relationship between
peers and superiors, (f) satisfaction with salary and fringe benefits, (g) working
environment, and (h) job security. Table 1 lists the variables taken from the

questionnaires and showed which items had been included for analysis.

Table 1 Questionnaire Descriptions

Factors Item Number
Career advancement 1-5
Satisfaction with job position 6-10
Satisfaction with job responsibility 11-15
Satisfaction with supervision and supervisor 16 - 20
Relationship between peers and superiors 21 -25
Satisfaction with salary and fringe benefits 26 - 30
Working environment 31-35
Job security 36 - 40

The questionnaire used a five-point Likert scale, ranging from strongly disagree
(1), disagree (2), neither agree nor disagree (3), agree (4), and strongly agree (5). All
items were positive and each item in the questionnaire was designed to measure the level
of employee morale. A score of 1 represented the lowest level of morale, 2 represented
the low level of morale, 3 represented a medium level of morale, 4 represented a high
level of morale, and 5 represented the highest level of morale.

The scores for this questionnaire ranged from 40 to 200 and the levels of
employee morale were indicated by the score. The questionnaire was translated from

English to Thai (see Appendix B) and language translators were asked to back-translate
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and revised when appropriate. The reliability of this instrument was found at 0.94. The
project advisor approved the final draft of the questionnaire before it was distributed for

data collection.

Procedures of the study

Pilot Study

A pilot study was conducted as a guideline to gather information prior to a larger
study in order to improve the reliability and validity of the final questionnaire with the
subjects of the study. The data from a pilot study was collected in September 2011. The
participants in the pilot test were consisted of 30 employees who have been working at
the different hotel in the Pattaya district. The participants were asked to fill out initial
surveys based on their level of morale. The initial survey was taken approximately ten to
fifteen minutes to complete. Additionally, they were informed that their identity would be
kept anonymous. The participants were offered no incentives for their voluntary

participation.

Data Collection

All data for the actual study was obtained in October 2011. The researcher met
with the Human Resource Manager to seek permission to conduct the study, and to
explain the purpose of the research. With the permission, the Human Resource manager
helped the researcher to distribute questionnaires to the managers from nine departments,
who in turn passed the questionnaires to employees. Then the manager of each
department collected the completed questionnaires and brought them back to the Human
Resources manager. The researcher then obtained the completed questionnaires from

Human Resources manager. The questionnaire took approximately 10 to 15 minutes to
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complete. The raw data were entered in the Statistical Package for the Social Science
program, known as SPSS, version 10.5. There were checks of basic descriptive statistics

in order to ensure accuracy in terms of data entry.

Data Analysis

The data was obtained from the results of the returned questionnaires. In order to
describe the level of morale of employees working at a hotel in the Pattaya district,
descriptive statistics, such as mean (M) and standard deviation (SD) were used. The
scores on each of the factors of morale were identified as a dependent variable, while
gender and years of work experience were categorized as independent variables. In order
to compare the levels of morale among employees by gender and years of work
experience, T-test was employed to determine the significant differences between morale
and the selected independent variables of this study. The interpretation of mean score
was analyzed by following the criteria introduced by Pisarnbut (2007) as follows:

A mean score between 1.00 — 1.80 indicates that the level of morale is very low

A mean score between 1.81 — 2.60 indicates that the level of morale is low

A mean score between 2.61 — 3.00 indicates that the level of morale is moderate

A mean score between 3.01 — 4.20 indicates that the level of morale is high

A mean score between 4.21 — 5.00 indicates that the level of morale is very high



CHAPTER FOUR

FINDINGS

This chapter presented an analysis of the data collected by the method described
in Chapter Three. The objectives of this study were to investigate the level of morale
among employees working at a hotel in the Pattaya district; and to compare the morale of
these employees by gender and years of work experience. The chapter is divided into two
main sections: Section | presented demographic information and section Il presented

information about the level of morale.

Demographic Information
Seventy copies of a questionnaire were distributed to employees of the hotel in
Pattaya district. The participants were asked to provide information about gender and

years of work experience. The data collected are presented below in Table 2.

Table 2 Demographic information concerning the participants

Independent Variables N Percentage
Gender

Male 21 30.00

Female 49 70.00
Total 70 100.00
Years of work experience

Less than 5 years 44 62.86

5 years or more 26 37.14
Total 70 100.00

In terms of gender, the majority, or 70%, of the participants in the study were

female. The remaining 30% were male. Of the total participants, 44 (62.86%) had less
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than 5 years of work experience, and 26 (37.14%) had 5 years or more years of work

experience.

Information about the level of morale among employees
This section explored the level of morale among the employees. The standard
five-point Likert scale was employed to do this. The data gathered in this part were
presented using mean (M) and standard deviations (S.D.) followed by a brief description
of the results. The mean (M) was used to describe the average degree of the participants’
level on their morale. The standard deviation (S.D.) was used to show variations in the

distribution of the data. The results are demonstrated in Table 3.

Table 3 Level of morale among employees

Variable Mean S.D. Level
Career Advancement 3.76 0.55 High
Satisfaction with job position 3.78 0.53 High
Satisfaction with job responsibility 3.99 0.46 High
Satisfaction with supervision and supervisor 3.69 0.86 High
Relationship between peers and superiors 3.85 0.69 High
Satisfaction with salary and fringe benefits 3.49 0.66 High
Working environment 3.63 0.57 High
Job security 3.73 0.61 High

Overall 3.75 0.47 High

As Table 3 showed, the overall level of employee morale was rated as high (M =
3.75,S.D. =0.47). The Table 3 also indicated that among the eight factors, “satisfaction
with job responsibility” was rated highest (M = 3.99, S.D. = 0.46), followed by
“relationship between peers and superiors” (M = 3.85, S.D. = 0.69), and “satisfaction with

job position” (M = 3.78, S.D. = 0.53).
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In order to reveal any significant differences concerning employee morale with

regard to gender and years of work experience, means, standard deviations, and t-test

values were used and the results are shown in Tables 4 and Table 5.

Table 4 Comparison of morale among employees by gender

Variable Gender N Mean S.D. t

Career advancement male 21 374 035 -021
female 49 377 061

Satisfaction with job position male 21 395 035 186
female 49 3.70 0.57

Satisfaction with job responsibility male 21 405 0.30 0.90
female 49 396 0.52

Satisfaction with supervision and supervisor male 21 368 0.71 -0.11
female 49 370 0.93

Relationship between peers and superiors male 21 383 0.62 -0.18
female 49 3.86 0.72

Satisfaction with salary and fringe benefits male 21 361 0.83 0.85
female 49 344 058

Working environment male 21 361 054 021
female 49 3.64 0.59

Job security male 21 371 0.67 -0.10
female 49 3.73 0.60

. male 21 378 042 0.36
Overagearygore female 49 373 0.49

Note: * =p < .05

The results, as can be seen from Table 4, indicate no significant difference in

morale by gender. The average score for the level of morale among male participants was

3.78 (S.D. = 0.42), while that among female participants was 3.73 (S.D. = 0.49). With

regard to the eight factors, “satisfaction with job responsibility”” was rated highest by the

male participants (M = 4.05, S.D. = 0.30), followed by “satisfaction with job position”

(M =3.95, S.D. =0.35), “relationship between peers and superiors” (M = 3.83, S.D. =

0.62), “career advancement” (M = 3.74, S.D. = 0.35), and “job security” (M = 3.71,
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S.D. = 0.67). Among female participants, “satisfaction with job responsibility” was rated
highest (M = 3.96, S.D. = 0.52), followed by “relationship between peers and superiors”
(M =3.86, S.D. =0.72), “career advancement” (M = 3.77, S.D. = 0.61), and “job security”
(M =3.73, S.D. = 0.60); and the mean scores for “satisfaction with job position”

(M =3.70, S.D. 0.57) and “satisfaction with supervision and supervisor” (M = 3.70,

S.D. = 0.93) were found to be equal.

Table 5 Comparison of morale among employees by years of work experience

Years of work

Variable : N Mean S.D. t
experience
Career advancement Lessthan 5years 44 3.75 0.54 -0.20
5 years or more 26 3.78 0.57
Satisfaction with job position Lessthan5years 44 3.75 051 -0.47
5 years or more 26 3.82 0.55
Satisfaction with job responsibility Lessthan 5years 44 3.98 049 -0.20

5 years or more 26 4.00 043
Satisfaction with supervision and supervisor ~ Less than 5 years 44 3.82 0.73 1.45
5 years or more 26 348 1.03
Relationship between peers and superiors Lessthan5years 44 3.86 056 0.17
5 years or more 26 3.83 0.88
Satisfaction with salary and fringe benefits Lessthan 5years 44 343 0.67 -1.04
5 years or more 26 3.60 0.64

Working environment Lessthan 5years 44 3.68 0.44 0.85
5 years or more 26 355 0.74

Job security Lessthan5years 44 3.69 0.53 -0.64
5 years or more 26 379 0.75

Overall mean score Lessthan5years 44 375 041 0.17

5 years or more 26 3.73 0.56

Note: * =p < .05

Table 5 showed no significant differences concerning employee morale by years
of work experience. The morale level of employees who had worked at the hotel for less
than 5 years and for those who had worked for 5 years or more was not significantly

different, with the overall mean score for employees who had worked in the hotel for less
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than 5 years being 3.75 (S.D. = 0.41), and for employees who had worked for 5 years or
more, 3.73 (S.D. = 0.56).

Employees who had worked in the hotel for less than 5 years rated “satisfaction
with job responsibility” (M = 3.98, S.D. = 0.49) highest, followed by “relationship
between peers and superiors” (M = 3.86, S.D = 0.56), and “satisfaction with supervision
and supervisor” (M = 3.82, S.D =0.73). For employees who had worked for 5 years or
more, “satisfaction with job responsibility” was also rated highest (M = 4.00, S.D = 0.43),
followed by “relationship between peers and superiors” (M = 3.83, S.D. = 0.88), and

“satisfaction with job position” (M = 3.82, S.D. = 0.55).

Summary

The objective of this study was to investigate the levels of morale among
employees working at a hotel in the Pattaya district, and to explore whether gender and
years of work experience had any significant differences on morale level. The findings
indicated that the level of morale among the employees was at a high level. Regarding
the eight factors, “satisfaction with job responsibility” was ranked highest, followed by
“relationship between peers and superiors”, and “satisfaction with job position”.
Additionally, the results showed that there were no significant differences between

morale levels compared by gender and years of work experience.



CHAPTER FIVE

CONCLUSION AND DISCUSSION

This chapter contains three main sections: conclusion, discussion, and limitations

and recommendations for further studies.

Conclusion

The purpose of this study was to investigate the level of morale among employees
working at a hotel in the Pattaya district, and to do a comparison amongst them based on
gender and years of work experience. The instrument used for collecting data in this study
was a questionnaire composed of two parts which respectively investigated: (a) the
demographic information of the participants, and (b) their level of morale. The
participants in the study were 70 employees working at the hotel. The data from the 70
questionnaires were analyzed using the Statistical Package for Social Sciences (SPSS).

The level of morale among employees was examined with regard to eight factors;
(a) career advancement, (b) satisfaction with job position, (c) satisfaction with job
responsibility, (d) satisfaction with supervision and supervisor, (e) relationship between
peers and superiors, (f) satisfaction with salary and fringe benefits, (g) working
environment, and (h) job security. The study found that the overall level of morale
among the employees was at a high level and there was no significant difference between

the level of morale based on gender and years of work experience.
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Discussion of Major Findings
The following was a discussion of the major findings in relation to the research

questions.

Research Question 1:

What is the level of morale among employees working at a hotel in the Pattaya
district?

The study found that the overall level of morale among the employees was at a
high level. Considering each factor, “satisfaction with job responsibility”, “relationship
between peers and superiors”, “satisfaction with job position”, “career advancement”, and
“job security” are the top five from the eight factors. The result may be due to the fact
that the hotel has adjusted its organizational structure, management system, scope of job
competency, and focused on its employees, recognizing them as a valuable asset. The
result of this study was supported by Daschler and Ninemeier’s (1989), they found that
challenging work, work that yields a sense of personal accomplishment, increased
responsibility, and the chance to grow in the job were all important. These were factors
that encourage satisfaction of job responsibility, satisfaction of job position, and career
advancement to be in a high level. Therefore, organizations would find several ways of
designing jobs to maintain both quality and morale of employees in order to encourage
them to work with the organizations as long as possible (Jerald & Robert, 1997).
According to Herzberg’s study (1959), he claimed that factors that influence human
behavior can be separated into “motivation factors” and “hygiene factors”. If the
motivation and hygiene factors were at a high level, it could reflect an overall positive
performance both of the employees and the organization. Regarding the results,

“satisfaction with job responsibility”, “satisfaction with job position”, and “career
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advancement” were the three of eight factors that rated high. These were similar to the
motivation factors that show the respect to how much employees like the job that they do.
They are concerned with the actual job itself, for instance, how interesting the job is and
how much opportunity it gives for extra responsibility, recognition, and promotion. As a
result, if the organization can score highly in these factors, it will probably result in the
employees being more likely to reach the organization’s goals. The result also can
indicate that the hotel pay more attention to the scope of work, give the clarification of
duties to the employees, and focusing on the career path of their employees if they could
show high performance in their working. Therefore, management should create strategies

to support their employees in order to maintain and increase employee morale.

Research Question 2:

Is there any significant difference between the morale of the employees at a hotel
in the Pattaya district based on gender and years of work experience?

The findings showed that there were no significant differences between morale
based on gender and years of work experience. It is possible that gender and years of
work experience might not be factors leading to differences on the level of morale. The
findings were also relevant to Kittimavikrom’s (1994) study on the level of morale of
employees in the personnel department of the Bangkok Bank Public Company Limited.
Kittimavikrom found that there was no significant difference in morale levels in relation
to gender. He explained that male and female had equivalent right in working and they
could show their competencies and skills in order to perform their work successfully. As
a result, they both got no differences in compensation and benefit from companies. This
might be a reason why there were no significant different between morale based on

gender.
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From the result of the study, there was interesting information about the morale
level based on gender. With regarding to the eight factors relating to morale, “satisfaction
with job responsibility” was rated at the highest level for both males and females, despite
they came from different job functions. The result indicated that male participants, who
rated “satisfaction in job responsibility” high, were working in the engineer function.
While the female participants, who rated “satisfaction in job responsibility” high, were
working at sale and marketing function. This could imply that the hotel has clarified the
duties or tasks that the employees are responsible for, whatever functions they are
working at. The employees feel a sense of ownership of the work. Then, the employees
are able to use their skills and abilities to accomplish their work as well.

Additionally, there also were no significant differences between the level of
morale and years of work experience. The findings of the study were consistent with the
findings of Peungnuson’s (1997) study, which dealt with morale of teacher at a vocational
education school in Bangkok. Peungnuson found that differences in years of work
experience caused no significant difference in the level of morale among teachers in the
school. Participants in every range of working experience had a high level of morale.
This is because each employee works in the same working environment where they feel
familiar. Thus, years of work experience might not lead to significant difference between

morale of employees.

Limitations of the Study and Recommendations for Further Studies
This study has some limitations. Firstly, the results might not reflect the level of
morale among employees working at hotels in general since the number of participants in
this study was only seventy. Further studies should involve a larger number of

participants, and also draw them from different hotels and different district. The study
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could also be expanded to other businesses like hospitals, banks, call centers and etc.
Secondly, this study employed only, a questionnaire to collect the data on the level of
morale among employees; consequently, In order to gain more information, short
interviews with employees, and/or observations are recommended. Thirdly, further
studies should investigate other demographic variables such as age, educational level, and
salary in order to ascertain if there are any significant differences among employees

concerning the level of morale based on these variables.
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Appendix A

Questionnaire (English Version)

Questionnaire
Morale of employees working at a hotel in the Pattaya district

Instruction:
The questionnaire consists of the following two parts.
Part | : Demographic information

Part Il : The questionnaire

The researcher Kindly requests that the respondent answer the following question
as truthfully as possible. The result will be beneficial. The information you provide will

be kept strictly confidential and used solely for research purposes.

Thank you very much for your cooperation.

Ms. Suchanan Suksaranruedee



Part 1:

Personal Information

Direction: Please make a checkmark (\/) in a box.

1. Gender

L] Male

L] Female

2. Years of working experience in the hotel

[] Less than 5 years

[1 5 years and more

3. Current department/ function ...... (please indicate)

38



Morale of employees working at a hotel in the Pattaya district

Part 2

39

Directions: Please rate your agreement by marking (v') on the statement level which you

agree.
Level of Agreement
Strongly | Agree | Neither | Disagree | Strongly
No. Statement Agree agree Disagree
nor
disagree
1. | I'think I can gain career
growth through my work.
2. | I have got an opportunity for
considering my
accomplishment through my
work.
3. | I have an opportunity to attend
functions such as seminars or
training.
4 | My supervisor supports me
with any promotional
aspirations.
5 | I think that career growth in
my function have a chance
progression not less than in
other functions.
6. | My job responsibility matches
to my job capabilities.
7. | My skills and abilities are used
in my current position.
8. | My current responsibilities are
match with my proficiency
9. | I have never bored with my
duties.
10. | My current responsibilities are
match with my attentiveness
11. | My job let me use my skill set
to do my duties complete.
12. | My supervisor gives me a
freedom in making decision
and trusting my work
13. | I have completely known the

roles and responsibilities of
my own work as well.
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Level of Agreement

Strongly | Agree | Neither | Disagree | Strongly

No. Statement Agree agree Disagree

nor
disagree

14. | | am satisfied to prioritize,
plan, and decide the scope of
my own work by myself.

15. | I determined to complete my
work on time.

16. | My supervisor is decentralize
of administration fairly

17. | My supervisor is clearly
instructs and suggests me on
what to do.

18. | My evaluation carried out
fairly by my supervisor.

19. | My supervisor always praises
the subordinate who has good
performance.

20. | My supervisor pays attention
to keep track of my
performance.

21. | My colleagues and | are able
to openly exchange opinions.

22. | My colleagues and | work
together with harmony and
have good relation in working.

23. | If there is a problem, my
colleagues and I can resolve it
through a mutual
understanding.

24 | When | need a suggestion, my
supervisor always gives me an
advice.

25 | My supervisor is friendly with
his/her subordinate.

26. | | am satisfied with my salary
and fringe benefits from the
hotel.

27. | | am satisfied with my
compensation from the hotel.

28. | | am satisfied with my current
bonus from the hotel.

29. | I am satisfied with my annual
salary increase from the hotel.

30. | I have ever thought about

changing jobs for a higher
salary.
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Level of Agreement

Strongly | Agree | Neither | Disagree | Strongly
No. Statement Agree agree Disagree
nor
disagree
31. | My workplace is safe for
working at.
32. | The quantity of my work is
consistent with the number of
working hours.
33. | The hotel environment is a
suitable working place.
34. | There is a sufficient amount of
tools and equipment needed
for working.
35. | There is a friendly and caring
working atmosphere.
36. | | feel safe when go to work
and while doing my work.
37. | My current position makes me
feel secure.
38. | There is fair treatment between
employees and employers.
39. | I can feel security in my job
whatever the economic is.
40. | | can be assured that the hotel

is able to treat little accidents
for employees.
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Appendix B

Questionnaire (Thai Version)
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Appendix C

Reliability of the Instrument

Reliability Statistics
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Cronbach’s Alpha

Number of Items

0.94

40

Item-Total Statistics

Item Cronbach’s Alpha
1 0.94
2 0.94
3 0.94
4 0.94
5 0.94
6 0.94
7 0.94
8 0.94
9 0.94
10 0.94
11 0.94
12 0.94
13 0.94
14 0.94
15 0.94
16 0.94
17 0.94
18 0.94
19 0.94
20 0.94
21 0.94
22 0.94
23 0.94
24 0.94
25 0.94
26 0.94
27 0.94
28 0.94
29 0.94
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Item Cronbach's Alpha if Item Deleted
30 0.95
31 0.94
32 0.94
33 0.94
34 0.94
35 0.94
36 0.94
37 0.94
38 0.94
39 0.94
40 0.94
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