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Industry Analysis

‘Employee Satisfaction’ is Equal to ‘Customer Satisfaction’

Sunita Devi Appukuttan*
Malaysian Association of Hotels Training and Education Centre (MAHTEC)

Service, which is embedded in the operational processes, is an intangible deliverable promised
to a hotel customer.  Service is perceived value received by customers and which is extended
by employees of  hotels.  The satisfaction level or utility from service experience is subjective.
The categories of  service satisfaction can, however, be divided into three: excellent customer
service, acceptable customer service, and poor customer service.Thus a mathematical equation
for service is:

(Product + Service) Expectations = Perceived value for money

If  customers expect more than the perceived value for money, then customer satisfaction
is lower and the reverse would ideally improve profitability.  It is highly likely that they would
establish loyalty to the premises that has satisfied them.  However, there is no fixed timeframe
or standard that is available worldwide to regulate hotel services.  But the service levels in
individual hotels are regulated to a certain extent by the customer satisfaction index monitored
by hotels to keep service levels at an optimum level.

In Malaysia, the Malaysian Association of  Hotels (MAH) through its education arm
Malaysian Association of  Hotels Training and Education Centre (MAHTEC) provides sufficient
support related to training and skills development of  hotel employees to achieve higher service
level competencies. According to Reginald Pereira, CEO of  MAH, the level of  service in
Malaysia has seen a declining trend over the  years due to many factors,  mainly ‘brain drain’
within the sector. Malaysian hotel employees are generally more sought after worldwide within
service related sectors as the hotels are believed to impose stringent work discipline among its
employees.  Malaysians on the other hand are known for their innate hospitable nature hence
they are in demand within hospitality related sectors.

In a study conducted in 2011 by Raydar Research, a consulting group,on ‘The State of
Customer Service in Malaysia’ (http://www.raydarresearch.com), it was reported that what tourists
desire the most when they come to Malaysia is not the products but satisfying experiences.
Great customer experience is defined as one that exceeds their expectations. About 38%  state
that they had such an experience in the last three months. When asked about their overall

Vol 9 Issue 1, December 2012
pp. 77-79

ISSN: 1823-4003

* Registered Trainer with the Malaysian Association of  Hotels Training and Education Centre (MAHTEC).
Correspondence: Sunita Devi Appukuttan; Email: sunita@devcomtrends.com.my

Suggested citation: Sunita Devi. (2012). ‘Employee satisfaction’ is equal to ‘customer satisfaction’. TEAM
Journal of Hospitality and Tourism, 9(1), 77-79.



Scott Richardson, Roger March, Jan Lewis & Kylie Radel78

TEAM Journal of  Hospitality and Tourism, Vol. 9, Issue 1, December 2012

Percent (%) Grouped
[N=257] Percent (%)

[N=257]

Great customer service A week ago 14
experience Between 1 week – 3 months ago 12 38

Between 1-3 months 12

More than 3 months ago 25 25

Lousy customer service A week ago 32
experience Between 1 week – 3 months ago 23 72

Between 1-3 months 17

More than 3 months ago 14 14

Table 1. Great customer experience versus poor customer experience in Malaysia

Percent (%)
  [N=257]

Barriers Falls on deaf ears 53
Nobody cares, so why should I 21
It is too troublesome 36
No available avenue to complain 35
I am made to wait too long 31
They are not going to take action 55
Waste of  my time 42
It never reaches the right people 54
They will not understand the problem 14
Language barrier 8

Table 2. General barriers to giving customer experience feedback  in Malaysia

customer service experience, only 5% of  them gave a score of  8 or more out of  10 while
another 42% gave a rating of 5 to 7 (meeting expectations . Half of them (54%)said that
overall, the service level is below expectation or awful. Nonetheless, the biggest issue in knowing
the problems is most guests find it difficult to give their feedback or views of unhappy
customer service (see Table 1 and 2).Thus, this may result in these customers posting their
frustrations via social media or travel advisor blogs (e.g. Tripadvisor).

In order to overcome challenges relating to service in the hotels, training initiatives have
been implemented. In order to appraise the skills sets of hotel employees and to move them
to the next level,there are long term and short term training programs planned according to
hotel requirements derived from a thoroughly administered ‘Training Need Analysis’ study.
which would determine priorities for training programs. Such training sessions serve as a
refresher course or provide for a new learning curve. Training which is implemented as
continuous learning helps to keep the employees informed of  the latest developments.

It is a challenging routine to work in a hotel and be updated with information hence
hotels design information dissemination systems practically.  To begin with, the choice to start
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a career path in a hotel is not for the feeble as the challenges reach beyond intellectual capacity.
Long hours that demand constant physical and mental alertness is a definite job prerequisite.
Hence passion drives results and progress in this field of work. In order to produce better
results in getting work done, one must be prepared to shift  mindsets and transform ideas into
solutions swiftly.  There are several ideals in the implementation of  training plans and human
resource planning. However, these cannot be implemented all at once.  This is simply due to
the incongruent scenarios that constantly arise in the hotel to challenge the existing framework
of  business operations.

Implementation plans at a macro level is taking place at MAH through its training arm
MAHTEC which has been appointed as the Industry Lead Body (ILB) for the tourism industry
by the Ministry of Human Resources, Malaysia.  This resulted in a review of the certification
standards for skills of employees within hotels in order to establish a framework for national
tourism skills standards.  Through international collaboration, these standards have been
benchmarked against tourism standards worldwide. This is said to move service level
expectations higher.

MAHTEC’s approach is coherent with the National Agenda of  High Income Economy
in 2020.  International skills certification will provide opportunities to those who wish to excel.
With these kinds of qualifications, one will be in demand and thus would be able to command
higher remuneration. Furthermore, the government’s initiative towards the implementation
of a minimum wage would also contribute to a high income economy by 2020. MAHTEC
is currently working with the University of Ballarat Australia to provide degree level
qualifications to recognise the experiences of  hotel employees.

These positive notes from the CEO of MAH denote that there are efforts to continuously
upgrade the skills sets of  hotel employees so that they may consistently deliver excellent service.
However, all efforts would be futile should the players within the sector be unable to render
full support, due to factors of manpower shortage.  It is to wade through such issues that one
must keep enhancing skills especially in a sector where human relationship management is a
priority.

Effective skills utilisation is about being confident and motivated. Workplaces that provide
for meaningful and appropriate encouragement lead to increased performance and productivity,
improved job satisfaction and employee well-being, as well as stimulate investment, enterprise
and innovation. These are tenets in management practice.  But in the practical world there is
bound to be an imbalance in the actual level of satisfaction, employee well-being and enterprise
innovation due to lack of  set standards in managing employees.  Customer oriented practices
are common; however, employee best practices are rather limited in hotels in Malaysia. Feasibly,
it makes more economic sense for a manager to prioritise employee satisfaction because this
in actual fact resonates into better customer handling thus improving overall satisfaction.

 ‘Employee Satisfaction’is Equal to ‘Customer Satisfaction’
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