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Chapter 1 

Introduction 

 

1. Introduction 

In the first chapter of the thesis we will introduce the background of the matter, and we will 
continue with the problem area discussion that will help the reader to understand the insight of 
the research area. Research question and problem will be followed in this chapter. 

1.1 Background 

In this section, the background of the research area will be provided; the general idea about the 
internal service, job satisfaction and customer satisfaction, and the importance of customer 
satisfaction will be discussed. 

According to the Asian Social Science, “Tourism is one of the most profitable businesses of the 
world which is considered as a leading industry in many countries.” It was also mentioned that 
Iran is the 5th attractive country place of 137th ranking in the world. (Asian Social Science Vol. 
7, No. 12; December 2011).” 

According to the UNWTO`s website, “UNWTO's Tourism 2020 Vision forecasts that 
international arrivals are expected to reach nearly 1.6 billion by the year 2020.”  

Accordingly the total tourist arrivals by region shows that by 2020 the top three receiving 
regions will be Europe (717 million tourists), East Asia and the Pacific (397 million) and the 
Americas (282 million), followed by Africa, the Middle East and South Asia.” 
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Figure 1.1 Tourism 2020 Vision, ITMA website: 

 

 

 

 

 

 

 

 

 

 

 

 

UNWTO's Tourism 2020 Vision forecast (International Tour Management Association) 

1.1.1 Customer Satisfaction 

Customer satisfaction is defined as “the individual’s perception of the performance of the 
product or service in relation to his or her expectations” (Schiffman and Kanuk, 2004). Customer 
satisfaction is an “overall evaluation of a firm’s products [or services]” (Anderson et al., 1997). 

Recently, due to the importance of customers to the industries, a great deal of research has been 
done on customer`s expectations and customer satisfaction. 

Bernhardt et al., 2000; Zeithaml et al., 1990; and Gursoy and Swanger (2007), believe that in 
hospitality customer satisfaction is so crucial that it should be considered as a part of day to day 
operations. Also, a great deal of research has been done to clarify the relation between customer 
satisfaction and employee`s satisfaction and most of them were agreed on the positive 
relationship between employee`s satisfaction and customer satisfaction. 
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1.1.2   Internal Customer and Service   

Donna Earl Training Center website defines internal customer as anyone in the organization. “An 
internal customer can be a co-worker, another department, or a distributor who depends upon us 
to provide products or services which in turn are utilized to create a deliverable for the external 
customer.” 

According to Scott Miller of Kirk Miller and Associates Inc., internal customer service is when 
customer service is provided to those whom a business depends on for its day-to-day operations. 
This can include employees, suppliers or anyone else who is a vital part of the daily operations of 
a business. 

1.1.3 Internal Service Quality 

“Internal service has been defined as all kinds of services a company or organization provides to 
its employees. By measuring the components of internal service, managers would be able to 
determine which actions are required to improve customer satisfaction. Internal service quality is 
important because it relates to both customer satisfaction and job satisfaction”. (Roger Hallowell, 
Leonard A. Schlesinger and Jeffery Zornitsky, Harvard business school) 

In 2012, Alam Sageer, Dr. Sameena Rafat, and Ms. Puja Agarwal, published an essay in IOSR 
Journal of Business and Management and clarified the variables that can affect the Employee 
satisfaction and studied the impact of those variable on the organization. 

They divided the variables into two groups: 

1-Organizational:  

Organizational development - Policies of Compensation and Benefit - Promotion and Career 
Development - Job Satisfaction - Job Security - Working Environment & Condition - 
Relationship with Supervisor - Work Group - Leadership Styles and other Factors 

2-Personal: 

Personality – Expectation – Age – Education and Gender differences 

Accordingly the range of internal service varies from firm to firm and organizations to 
organization. 

Problem Discussion 

As the hospitality industry is becoming one of the most beneficial industries all around the world 
and in a developing country such as Iran, one can easily sense the severe competitions in the 
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market. Hotels, resorts and hospitality centers are spreading all around the country and people 
have the chance to feel sense and finally choose. This will change the focus into customer 
satisfaction methods. Accordingly as customers and employees in a service providing center are 
in direct contact and relation, this will rise the possibility that one can affect the other, especially 
employee`s satisfaction that is the result from internal service, on customer satisfaction, as the 
customer finally receives the service. 

Recent research has put even more of an emphasis on how human resource management 
practices such as employee engagement, recognition programs, and internal marketing efforts 
can increase employee satisfaction and retention.  (Jimmy Peltier and Andy Dahl, April 2009)   

When employees feel unsatisfied and unappreciated and leave the organization, this puts higher 
workloads and stress levels on those who remain and ultimately further drives down satisfaction 
for both employees and patients. Unfortunately, unsatisfied employees and staff can decrease the 
level of service and it can collapse all the previous levels that have been done to provide a good 
service. (Fukuyama, 1995) 

Regarding to the public relations department of Parsian Evin Hotel, the provided service does not 
completely meet the customer expectations due to all the limitations in the country. Customers 
are not fully satisfied with the service, especially those who has the experience of receiving 
hospitality services abroad and there were a lot of complaint report about unhappy employees 
who were not at the expected level of performance in the banquet halls of Parsian Evin Hotel. 
Moreover a great number of employees who work in service providing section of banquet halls 
ask the guests to get tips for the service! Hotel managers were informed about the problem 
through those guests who repeatedly used the banquet halls or through the loyal customers and 
complaint lists.   

There is a threat that due to the lack of concern from the employees who deliver the service, and 
unprofessional behavior of employees, customers decide to choose another service provider. 
Also in this thesis we would like to study any probable influences that internal service quality 
and employees’ satisfaction can affect customer satisfaction in banquet halls of one of the 
international hotels in Tehran. 

The purpose of this research 

In this research we would like to study the internal service quality and employees’ satisfaction in 
banquet halls of Parsian Evin Hotel, Tehran; and any other probable variable that may affect 
customer satisfaction and employee’s satisfaction. 

By identifying the problematic area or sections, the management can decide the best choice and 
remedy for the issue in order to increase customer satisfaction and the benefit of the hotel. 
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Research Questions 

According to the problem discussed,  

What are the job satisfaction dimensions? And 

How relative importance of service quality is described according to customer satisfaction? 

How job satisfaction can lead into customer satisfaction? 
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Chapter 2 

Literature Review	  

 

2.1. Introduction 

In this chapter we will review the related literature and models to the research problem. Also we 
will discuss the concepts of the key words such as internal service, customer satisfaction, 
employee’s satisfaction. 

“The literature review in qualitative studies has a different place and purpose from that in 
quantitative research, where an extensive review of all studies in the field is used to develop 
hypotheses that are tested through primary research”. (Christine Daymon & Immy Holloway, 
2011) 

2.2. What is Service? 

Although it seems easy but there are very few direct definitions for service and most of the 
writers and researchers tried to compare it to product and differentiate their characteristics. As 
Jay A. Kandampully mentions, the four basic differences between service products and 
manufactured goods are intangibility, inseparability, heterogeneity, and perishability. 

According to Berry- 1980, Services can be defined as deeds, efforts, or performances. Service is 
intangibles and it’s the main difference between service and goods.  

2.3. Internal (customer) Service 

 As Scott Miller of Kirk Miller and Associates Inc., mentioned, internal customer service is when 
customer service is provided to those whom a business depends on for its day-to-day operations. 
This can include employees, suppliers or anyone else who is a vital part of the daily operations of 
a business. For example in a hotel, it can be from the range of salaries and wages to the 
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promotions, insurances and discounts on the internal services such as restaurants, 
accommodations and so on. 

The notion of internal customers originates from total quality management’s (TQM) next-
operation-as-customer perspective in which organizations can be viewed as a network of 
functional units, linked together with the aim of delivering service to external customers. 

2.4. Internal Service Quality    

Internal Service Quality is defined as the perceived quality of service provided by distinctive 
organizational units or the people working in these organizations (Finn et al., 1996). 

Internal Service Quality has eight components:  

Tools, policies and procedures, teamwork, management support, goal alignment, effective 
training, communication, and rewards. Based on previous studies on Internal Service Quality and 
customer and job satisfaction it was proved that both job satisfaction and customer satisfaction 
were related to Internal Service Quality. (Hallowell, et al - 1996). 

Internal service quality is related to employee behavior and is an important prerequisite for the 
enterprise’s overall performance. Source: Large and K ِ◌nig (2009). 

According to Frederick and Mukesh, 2001, the employee is an internal customer. The support of 
staff, including management and other support people, provides internal service. Good internal 
service quality contributes to external customer service. 

Every employee and unit is both a service provider and utilizer and internal service quality 
greatly impacts the service quality to external customers. Boshoff and Mels (1995). 

According to Frederick and Mukesh (2001), internal service quality is an internal environment 
based on a supportive consciousness among employees in which customers are internal 
employees and the support staff includes management and other support service providers.  

Roger Hallowell et al. (1996), surveyed the correlation between internal service quality, 
customer satisfaction and job satisfaction by using main components of internal service quality 
including workplace design, job design, employee selection & development, employee training, 
employee rewards and tools for serving customers. The finding of this survey indicated that job 
satisfaction has significant positive relation with internal service quality which leads to customer 
satisfaction because internal service quality is the main part of each hospitality industries. In 
addition, they resulted that for managing good internal service quality the utilization of tools for 
serving customers and training employees will be effective for managers. 
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2.4.1. What is Service Quality? 

According to Gefan (2002), “service quality is the comparison a customer make between the 
qualities of service that he wants and what he actually gets”. 

Asubonteng et al. (1996), states that service quality is “the difference between customers` 
expectations for service performance prior to the service encounter and their perception of the 
service received”. 

Zeithaml et al., 1996 mentions that service quality is a determinant of whether a customer 
ultimately remains with or defects from a company or not. 

“Service quality fails to be achieved when expectations are not met and hence a service gap 
materializes. It is only by explicitly assessing expectations as well as perceptions that we can 
assess whether there are any quality gaps in terms of the services provided” Mik Wisniewski 
(2001) Assessing customer satisfaction with local authority services using SERVQUAL, Total 
Quality Management. 

Benjamin et al. (1997) surveyed the relationship between service climate and customer 
perceptions of service quality by using a sample of 134 branches of northeastern bank from 
employees and customers. Service climate can be defined as employee perceptions of the rules 
and regulation and their behaviors that get rewarded which lead to strong service quality. They 
used to test their models through survey data collection which is called casual modeling 
techniques and analyzed through structural equation modeling. The findings of this survey 
represents that the model which has been used for service climate lead to well customer 
perceptions of service quality. 

Yu kyong kim et al. (2008), examined the importance of service quality and its relationship with 
customer satisfaction and behavioral intention by using five main dimensions method of service 
quality which consists of tangible, reliability, responsiveness, assurance, empathy and two 
dimensions of behavioral intentions: favorable behavior including word of mouth 
communication, purchase intentions, price sensitivity and unfavorable behavioral dimensions 
like complaining behavior   for Korean domestic airline. This study used a sample of 244 
passengers at three different domestic airports.  

Regarding to above explanations, this study indicated that the two dimensions of service quality 
like tangible and responsiveness are important prior for customer satisfaction. In addition 
responsiveness dimension of service quality has significant influence on customer satisfaction 
and it is a main factor for airlines and service provider sectors that must be provided. According 
to (shiv and Huber, 2000) behavioral intention is an effective measurement in attracting and 
maintaining new customers. On the other hand, three types of behavioral intention dimensions 
are correlated to customer satisfaction. Finally this study suggested in order to increase the 
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customer satisfaction & behavioral intentions they must improve and develop the tangible and 
responsiveness dimensions of service quality. 

2.4.2. Service – Profit Chain 

“The service profit chain establishes relationships between profitability, customer loyalty, and 
employee satisfaction, loyalty, and productivity.” (James L. Heskett, Thomas O. Jones, Gray W. 
Loveman, W. Earl Sasser, Jr., and Leonard A. Schlesinger – Putting the service profit chain to 
work). 

 Figure 2.1. Service profit chain Model: 

 

 

 

 

 

 

 

 

Source: Harvard Business Review Publication. James L. Heskett, Thomas O. Jones, Gray W. 
Loveman, W. Earl Sasser, Jr., and Leonard A. Schlesinger – Putting the service profit chain to 
work 

“Traditional measures of the losses incurred by employee turnover concentrate only on the cost 
of recruiting, hiring, and training replacements. In most service jobs, the real cost of turnover is 
the loss of productivity and decreased customer satisfaction.”  (Harvard Business Review 
Publication. James L. Heskett, Thomas O. Jones, Gray W. Loveman, W. Earl Sasser, Jr., and 
Leonard A. Schlesinger – Putting the service profit chain to work). As it has been mentioned in 
this article, employee satisfaction drive loyalty, and loyalty of the employee leads to external 
service value that gains customer satisfaction and loyalty. 
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2.5. Customer Value 

Haemoon Oh (1999) evaluated the role of customer value according to current service quality 
and customer satisfaction by using a sample of 545 guests from the two luxury hotel industry in 
US. According to Zeithaml 1998, customer value defined as “the customers overall assessment 
of the utility of a product based on perceptions of what is received and what is given”. 

This study also examined the correlation of customer value with service quality, customer 
satisfaction, perceived price and perceptions of performance. The measurement of this research 
was based on SERQUAL scale which has been used in several studies in this regard and Average 
value for measurement of perceptions. The result of this study showed that customer value is 
significant issues that must be investigate in service quality and customer satisfaction. The 
findings also showed that perceived price has a negative effect on customer value and it didn’t 
have any correlation with service quality. 

2.6. Customer Satisfaction 

As Parasuraman states, “The most precious asset that service firms can acquire is a single -
minded dedication on the part of all its employees toward satisfying its customers.” 

According to Bearden and Teel, 1983, firms and service providers, achieving customer 
satisfaction is important because it is supposed to be an important motive of customer loyalty, 
repeated business and of course positive word of mouth.  

Customer satisfaction is the full meeting of one’s expectations (Oliver, 1980) and can be 
described as the feeling or attitude of a customer towards a product or service after it has been 
used (Evans et al., 2006) 

“Nowadays consumers are demanding higher quality in products than ever before” (Leonard and 
Sasser, 1982) and customer satisfaction is very important for every firm and business. 

Regarding customer satisfaction, James L. Heskett, Thomas O. Jones, Gray W. Loveman, W. 
Earl Sasser, Jr., and Leonard A. Schlesinger, indicate that the service providers must have the 
latitude to resolve any situation promptly and the information concerning customers must be 
transmitted to the firm as quick as possible. And that customer and employees must be 
encouraged to report rather than suppress concerns. 

As Kotler (2005) described the importance of customer satisfaction: “hotels that meet the 
expectations of tourists are likely to be successful in customer satisfaction and the higher the 
level of customer satisfaction, the higher the tourist sustainability level will be.” 
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Kotler & Armstrong (2010, p37) defines customer satisfaction, ‘the extent to which a product’s 
(whether goods or services) perceived performance matches a buyer’s expectations.’ 

Customer satisfaction is based on the multiple interactions between the service provider and the 
customer leading to cumulative satisfaction (Levesque and McDougall, 1996; Oliver, 1999).  

Paul Szwarc defines customer satisfaction in his book	   (researching customer satisfaction & 
loyalty) as “How customers view an organization’s products or services in light of their 
experiences with that organization (or product), as well as by comparison with what they have 
heard or seen about other companies or organizations.”  

Biljana Angelova and Jusuf Zekiri, conducted a research as “Measuring Customer Satisfaction 
with Service Quality Using American Customer Satisfaction Model” in which they mentioned 
the importance of customer satisfaction and its impact on the organization`s profitability. In this 
research they defined customer satisfaction as the “outcome felt by those that have experienced a 
company’s performance that have fulfilled their expectations.” 

2.6.1. Main Factor of Customer Satisfaction 

According to national business research institute (NBRI), “The single most important factor that 
affects customer satisfaction is employee satisfaction,” says Howard J. Ross, president of a 
Maryland-based consulting firm. “Employees who feel satisfied and happy at their jobs naturally 
tend to be more helpful and considerate toward customers. It’s simple logic. If I like my job and 
the company I work for, I’m going to communicate to customers that we have a good product.” 

2.6.2. Drivers of customer satisfaction 

According to Yufi Priyo on Aug 25th, 2012, generally, there are five key drivers of customer 
satisfaction that is shown in figure 2.2: The Quality of product - Price - Service quality - 
Emotional factors and Facility 

Figure 2.2.  Drivers of customer satisfaction, Source: Yufi Priyo - Aug 25th, 2012, (5S 
Management and Lean Manufacturing). 
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As it is shown in the picture there are five main factors that affect customer satisfaction, price, 
which in some cases customers are really sensitive about it and by offering a discount or 
promotion you may have the chance to deliver your service with a lower price and gain customer 
satisfaction. Product quality/ service quality which is very important almost to everyone and 
having a better product quality or service can leads into competitive advantage and customer 
satisfaction. 

Accordingly, some of the most important items in customer satisfaction are the Emotional 
Factors; in 2013 Cedric Hsi-Jui Wu1and Chieh-Hen Shen, conducted a research on “Factors 
Affecting Customer Positive Emotion and Service”, in which they came into the conclusion that 
“in hotels and restaurants, when the degree of positive customer emotions is higher, the degree of 
customer-employee rapport is higher. The customer showing positive affect will easily perceive 
the affability and kindness of service employees.” And “customer-employee rapport refers to the 
pleasant interaction between customers and service employees. It can significantly influence the 
positive affect of customers. In addition, customer-employee rapport directly affects customer 
satisfaction.” 

2.7. SERVQUAL Model 

The SERVQUAL service quality model was developed by Parasuraman, Valarie Zeithaml and 
Len Berry, in 1988. It mentions the main components of quality service. 

They identified ten elements of service quality, but in later work, these were decreased into five 
factors that are: reliability, assurance, tangibles, empathy and responsiveness. 

This model is used for assessing the expectations and perceptions of costumers for the service 
they receive by using it`s five main dimensions. They identified five gaps that may cause 
customers to experience poor service quality: 

Gap 1: between consumer expectation and management perception 

Gap 2: between management perception and service quality specification 

Gap 3: between service quality specification and service delivery 

Gap 4: between service delivery and external communication, and 

Gap 5: between expected service and experienced service 

According to Nyeck, Morales, Ladhari, and Pons (2002) SERVQUAL is one of the best tools for 
measuring service quality.  
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There are ten main determinants that impact on the showing up of a gap: 

1. Competence is the ability and capability to do the required skills successfully. 
2. Courtesy is the attention for the customer by politeness and friendliness behavior. 
3. Credibility includes factors such as trustworthiness, belief and honesty. 
4. Security enables the customer to feel free from danger, risk and doubt. 
5. Access is approachability and ease of contact.  
6. Communication means correlation between service employee and customers in a way to 

understand each other.  
7. Knowing the customer means understanding the customer's individual needs, providing 

individualized attention and recognizing the customer. 
8. Tangibles are the physical evidence of the service. 
9. Reliability is the ability to perform the promised service in a dependable and accurate 

manner.  
10. Responsiveness is the readiness and willingness of employees to help customers by 

providing prompt timely services. 

Source:	  Francis Buttle, 1996, Deborah McCabe, Mark S. Rosenbaum, and Jennifer Yurchisin 
(2007), Nyeck, S., Morales, M., Ladhari, R., & Pons, F. (2002)     

2.8. Service quality dimensions 

The best way to evaluate a service quality is to compare the service quality in service providing 
sector and the service receiver or the perception of the customer from the service.  

“Service quality is a customer’s judgment about a product’s overall excellence or superiority 
(Zeithaml, 1988) and is similar to an attitude” (Zeithaml, 1988; Parasuraman et al., 1985) 

One of the best-applied methods in service quality measurement is the SERVQUAL model, 
which was developed by Parsuraman et al. (1985, 1986, 1988, 1991, 1993, 1994; Zeithmal et al., 
1990). 

According to Van Iwaarden et al., 2003, The SERVQUAL method is the common method to 
evaluate and measure customer`s perception from the service quality that have been provided. It 
contains five elements and dimensions which are stated as follows: 

Tangibles: that can be physical equipment, tools, facilities and any other tangibles that can be 
sensed and felt.  

Reliability: that is the ability of the provider to deliver the required service on time and accurate, 
as it was supposed to. 
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Responsiveness: the sense of willing to help the customers and provide good and fast service. 

Assurance: the knowledge and courtesy of a firm’s employees and their ability to inspire trust 
and confidence. 

Empathy: that is caring and personalized attention provided by the service firm or service 
provided. 

We selected this model in our thesis and we tested all the five elements through deep interviews 
we had with the customers in the service provider sector we are working on.  

2.9. Employee/Job Satisfaction 

“The changing nature of work and the emergence of the global economy both have affected not 
only what employers want from their employees, but also what employees want from their work 
and their careers.” (Marsh, mercer, Kroll, Guy, Karpenter and Oliver Wyman, 2014) 

Peter Mudie and Angela Pirrie in their book, Services Marketing Management indicate that in 
many service organizations, employees play a customer-facing role and their behavior is a key 
determinant of customer satisfaction. They also believe that these employees in turn need to be 
satisfied.  

Kristen Gregory, in the essay “The Importance of Employee Satisfaction”, describes that a high 
rate of employee contentedness is directly related to a lower turnover rate in business. Therefore, 
it is a major priority for every employer and firm to keep its employees satisfied and engaged to 
business.  

According to Richard Branson, Founder of Virgin Group, “The way you treat your employees is 
the way they will treat your customers.” 

One of the important factors that affect employee satisfaction is the H.R. Managerial practices 
toward the employees. T.W. Tang et al. (2012) , investigate the effect of human resource 
managers rules and regulations on service oriented organizational citizenship behaviors in 
Taiwan hotels via two main climates (service climate and justice climate) by using a sample of 
119 hotel human resource managers and 1133 customer contact employees. So the results 
indicate that there is a significant positive relationship between human resource manager’s 
practices and service oriented behaviors. Therefore high quality performance of HR department 
will create motivation to employees’ behaviors and that lead to desired climates. 
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2.10. Dimensions of Job Satisfaction 

In 1959, Herzberg, Mausner and Snyderman reported research findings that suggested that man 
has two sets of needs: his need as an animal to avoid pain, and his need as a human to grow 
psychologically. They indicated that there	   are two main elements for job satisfaction that are 
hygiene and motivators, which is the environment of the job which should be satisfactory and 
positive and the job itself. 

Accordingly, there are some factors that are directly related to job satisfaction. They are 
achievement, recognition, work itself, responsibility, and advancement. 

This sense that one is working in a good place or good condition and this desire one receives 
from the job itself, which is the sense of achievement is described as the work itself. 
“Recognition that produces good feelings about the job does not necessarily have to come from 
superiors; it might come from peers, customers, or subordinates. Where recognition is based on 
achievement, it provides more intense satisfaction.”  (Robert J. House and Lawrence A. Wigdor) 

They also mentioned that there are some factors that lead to dissatisfaction. These are associated 
with the individual's relationship, to the context or environment in which one works. These 
important factors include company`s policy and administration that promotes ineffectiveness or 
inefficiency within the organization, incompetent technical supervision (supervision that lacks 
knowledge of the job or ability to delegate responsibility and teach), the working conditions, 
interpersonal relations of the employees with supervisors, salary, and lack of recognition and 
achievement. (Herzberg’s Dual Factor Theory, 1966) 

Also K. Heidarzadeh et al. (2013) looked at the matter from a different perspective. He examined 
the impact of three main issues of hotel industry including emotional intelligence, organizational 
citizenship behaviors and job satisfaction on employee’s job performance in Iran hotel industry. 
Emotional intelligence is defined as to help and assist managers and employees to recognize 
emotions and managing their relationship with others and it have four main dimensions including 
self- awareness, self-management, social awareness, and relationship management. In addition, 
this study used a sample of survey among employees of some hotel industries in Iran through 
225 questionnaires. They came to this conclusion that emotional intelligence has an important 
influence on employees performance because when an employee of a hotel industry knows their 
emotions they can make work climate more nice and effective which leads to high level of 
employee productivity and increasing customer empathy. Finally they found a significant 
positive correlation of emotional intelligence with organizational citizenship behaviors, job 
satisfaction and employee performance. 

But as P. C. Smith, Kendall, and Hulin (1969) stated there are five dimensions that represent the 
most important characteristics of a job for the employees of a firm. They indicated five main 
dimensions for the hospitality firms which are as below: 
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Work – Coworkers – Supervision – Total pay and Promotional opportunities 

Work has been defined as the content of the work itself that is the range of interesting tasks that a 
job provides to the employees, or learning opportunities, and responsibility of the job.  

Coworker as the other factor in job satisfaction has been defined as the range of social 
supportiveness of the employees toward each other and technical competency of the employees 
to accomplish a task. 

Supervision is the range of technical assistance and behavioral support that the supervisors or 
managers extent and provide to the employees of a firm. 

Total payment: the range of money received according to the job responsibilities and skills or job 
load. 

Promotional opportunities can be defined as any chance of advancement for the employees in the 
company and carrier within an organization.   

In this thesis we used this model and these five dimensions will be tested through the interviews 
that we will have with the employees of the banquet halls in order to get a better understanding 
of the situation and the employees’ job satisfaction and hotel`s internal service quality. Also this 
information will be analyzed in the fourth chapter to compare to the range of customer 
satisfaction in the same service provider sector.  

Also all the questions and interview model we used in the interviews and conversations we had 
with the customers or the employees of the banquet halls were based on the selected models in 
Customer satisfaction and Employees satisfaction concepts that was mentioned above. 
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2.11. Conceptualization of Customer Satisfaction Dimensions and Job 
Satisfaction Factors 

Table 1. Components of Job Satisfaction 

Components of Job 
Satisfaction 

 

Definitions 

 

Operational 
definition 

 

Source 

 

 

 

 

 

Job 
Satisfaction 

 

Work 

The content of the 
work, job 

responsibilities and 
learning 

opportunities 

The work itself in 
case of job load and 
happiness and good 
feelings it provide to 

the employee  

The measurement 
of satisfaction in 

work and retirement 
Smith, P.C.Kendall, 
L. M., & Hulin, C. 

L. (1969).  
 

 

Coworkers 

Social supportiveness 
of the employees 
toward each other 

The atmosphere 
within the work place 
between the workers 

and team work or 
cooperation 

The measurement 
of satisfaction in 

work and retirement 
Smith, P.C.Kendall, 
L. M., & Hulin, C. 

L. (1969).  
 

Supervision 

Technical assistance 
and behavioral 

support the 
management 

dedicates to the 
employees 

Supports and mutual 
understandings 

between the 
management or 

supervisors and the 
employees 

The measurement 
of satisfaction in 

work and retirement 
Smith, P.C.Kendall, 
L. M., & Hulin, C. 

L. (1969).  
 

Total Pay 
The amount received 

for the job 

 

The total amount of 
money or goods 

received to 
compensate the job 

that have been 
accomplished  

The measurement 
of satisfaction in 

work and retirement 
Smith, P.C.Kendall, 
L. M., & Hulin, C. 

L. (1969).  
Promotional 

Opportunities 
Any chance of 

advancement for the 
employees 

Any chance of 
promotion and 

growth in job or 
payment due to the 

good back ground of 
the employees  

The measurement 
of satisfaction in 

work and retirement 
Smith, P.C.Kendall, 
L. M., & Hulin, C. 

L. (1969).  

In table number 1, all the components of job satisfaction that we have used in this thesis as the 
main model is presented with their definitions. These factors have been used to prepare the 
interview guide for the interviews we had with the employees of the banquet halls in order to 
gain the data we needed. 
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Table 2. Components of customer Satisfaction 

Dimensions of customer 
Satisfaction 

 

Definitions 

 

Operational 
definition 

 

Source 

 

 

 

 

 

Customer 
Satisfaction 

 

Tangibles 

The appearance of 
physical facilities, 

equipment, personnel 
and communication 

materials 

Any physical 
evidence that can 

lead the customer to a 
satisfied one 

The measurement 
of satisfaction in 

work and retirement 
Smith, P.C.Kendall, 
L. M., & Hulin, C. 

L. (1969).  
 

Reliability 

The ability to 
perform the promised 
service dependably 

and accurately 

The ability to deliver 
the required as the 

guest expects in case 
of accuracy and time 

The measurement 
of satisfaction in 

work and retirement 
Smith, P.C.Kendall, 
L. M., & Hulin, C. 

L. (1969).  
 

Responsiveness 

The willingness to 
help customers and 
to provide prompt 

service 

Willing to help and 
provide good and fast 
service to customers 

and this positive 
atmosphere  

Services Marketing 
Management, Third 

Edition, by Peter 
Mudie and Angela 

Pirrie 
 

Assurance 

The employees’ 
knowledge and 

courtesy, and the 
ability of the service 
to inspire trust and 

confidence 

Ability to transform 
trust and confidence 

to the guests and 
make them sure about 

the service 

Services Marketing 
Management, Third 

Edition, by Peter 
Mudie and Angela 

Pirrie 

 

Empathy 

The caring, 
individualized 

attention the service 
provides its 
customers 

Caring and 
personalized attention 

Services Marketing 
Management, Third 

Edition, by Peter 
Mudie and Angela 

Pirrie 

In table number 2, all the components and dimensions of customer satisfaction that we have used 
in this thesis as the main model is presented with their definitions. We used these factors to 
prepare the interview guide and questions we needed for the interviews we had with the 
customers of the banquet halls. 
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Chapter 3 

Research Method 

	  

3.1. Introduction 

This chapter will explain the key factors, variables and components and explains the probable 
relationship between internal service quality and customer satisfaction. This includes the purpose 
of the research, research strategy and methodology, data collection methods and sample groups 
and the analysis of the data.   

The outcome of this chapter helps us to find the answers to the research questions and 
accordingly, this will help the management of the hotel to take further steps to increase customer 
satisfaction and loyalty by omitting the obstacles in the provided service.  

3.2. Case study 

Parsian Evin Hotel: 

Parsian Evin Hotel (usually known as Evin hotel) is one of the well-known hotels in Tehran and 
one of the oldest hotels in the Parsian Brand. 

It is located in north part of Tehran in a very good location in case of weather and convenience. 
In was built in 1969 and started with 32 rooms and an outdoor swimming pool. More than 10 
years after the Iranian revolution its name changed into Parsian Evin Hotel and it went under the 
Parsian Brand which is a semi-governmental organization. In 2008 after a four year renovation it 
was expanded into 150 rooms, and a very good banquet hall with two story building and indoor 
parking lot. The nostalgic name of Evin hotel is due to all the memories people have with this 
hotel because of its cozy atmosphere and its beautiful swimming pool in the past. 

Kooh e Noor is the name of the complex with in the parking area of the hotel which is a two 
story building with two unique banquet halls within and a two story parking lot which in 
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underground with all the facilities such a very big kitchen and 4 storage rooms with the best 
equipment. The capacity of the banquet halls differ according to the setup of the event, but 
usually for weddings and ceremonies it’s from 200 people to 750 people. 

Within 6 years from the renewal and building of the banquet halls, Parsian Evin Hotel is leading 
in holding weddings and ceremonies not even in the capital Tehran, but also in the whole 
country. As an example in September 2014, within a month there were 38 weddings and 14 other 
ceremonies in the Kooh e Noor comlplex, which even for the hotel itself it was unique and 
outstanding record. The main competitive advantage of the banquet halls are the location and 
convenience of the hotel and also the beautiful banquet halls with its good service. 

Although recently, there were complaint about the employees of the banquet halls and the 
reduced amount of service quality (especially in case of those guests who have experienced the 
same service in the same banquet halls, before). The employees were not fully engaged to the 
service and ceremonies and the quests should have asked them several times in order to get the 
service. Also, the reports showed that a majority of guest were complaining about the cold 
behavior of the waiters who work in the banquet halls, which for sure shows the unsatisfied face 
of the employees. 

3.3. Research Types  

Researches are classified into three main groups: 

Exploratory researches, explanatory researches and descriptive researches (Saunders, Lewis & 
Thornhill).  

According to Bruce L. Berg “Qualitative research methods for social sciences”, 
Research involves systematic investigation of phenomena, the purpose of which could be for: 

1. Information gathering and/or 
1. Exploratory: e.g., discovering, uncovering, exploring 
2. Descriptive: e.g., gathering info, describing, summarizing 

2. Theory testing 
1. Explanatory: e.g., testing and understanding causal relations 
2. Predictive: e.g., predicting what might happen in various scenarios 

Exploratory research  

Exploratory research is conducted for a problem that has not been clearly defined. Exploratory 
research means when you don’t know the real problem and the ways to find the solutions for the 
problem. In this research type there are no secondary data available for the researcher.  In order 
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to conduct an exploratory research there are three ways as follows. (Sheilds et. Al., 2013) In 
order to conduct an exploratory research there are three ways as follows: 

1. Searching the literature and previous findings 
2. Conducting interviews with those who are exposed to the matter or situation 
3. Talking to experts, for example experienced and knowledgeable people or university 

professors. 

Descriptive research  

In descriptive research everything is clear for researcher and also secondary data are available. In 
this type, the researcher tries to describe the studied case (Sheilds et. Al., 2013). 

Explanatory research 

Explanatory research also referred to as causal research is a cause-and-effect research. (Brains, 
C., Willnat, L, Manheim, J., Rich, R. 2011) 

The goal and mean of explanatory research is to test the hypotheses about cause-and-effect 
relationships. This type of research is subscribed to discover any correlations between two 
variables (cause and effect relationships) so usually the researcher needs to control one variable 
in order to measure the effect on the other variables. Source: Causal research. 
BusinessDictionary.com. Retrieved 19 October 2014.  

The research process in this thesis is mainly descriptive as we are describing a situation in a 
service providing firm, and the descriptive data has been collected through detailed interviews.  

The purpose of this research is to study the service quality in a service provider firm and 
recognize any probable obstacles that may lead to mal, inadequate, inaccurate or bad service 
which is below the customer expectations. Also, the outcome of the research will help the 
management team of the hotel to control and cure the obstacles in order to provide a better 
service and gain competitive advantage against the rivals and accordingly, gain a better customer 
satisfaction.  

3.4. Research Approach 

As the case has been discussed before, due to the reports of public relation department in the 
hotel, although the sale reports show a great deal of success and increase in profit but the range 
of unsatisfied guest is also increasing and the customers` expectations does not exactly meet with 
the provided service. In addition, the employees of the service provider seem to be unsatisfied 
with the internal service of the hotel, which lead to more complaints from the customers as their 
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service quality has been decreased through the internal dissatisfactory. In this issue we need to 
apply a qualitative approach as far as we are dealing with service which is not tangible.  

“Typically in service organizations the people who have the most contact with the customer are 
the ones who have the lowest status and who are the lowest paid.” Sarah Cook, Measuring 
customer service effectiveness, 1955. 

Also as stated above the research process in this thesis is mainly descriptive as we are describing 
a situation in a service providing firm that is a Hotel and the descriptive data will be collected 
through detailed interviews with some customers and some of the employees who work in direct 
contact with the customers. 

Of course because of the time limit and various ceremonies which were held in the banquet halls 
of Parsian Hotel, arrangement of the interviews and getting the information through deep 
conversation interviews were hard and challenging as most of the employees were fully engaged 
with their duties and ceremonies.  

3.5. Research Strategy 

In this thesis a qualitative approach will be used in order to gain a better understanding of the 
effect of internal service quality on customer satisfaction in banquet halls of Parsian Evin Hotel. 
We are going to have interviews with service providing sections of the banquet halls, which are 
in direct contact with the customers, and we will try to understand the range of job satisfaction 
and internal service that have been delivered in these areas and compare it to the range of 
customer satisfaction on the same area to see if there is any relationship or not. Also we need to 
conduct deep interviews with some of the customers to recognize their point of views about 
service provided by the hotel and the employees. 

3.6. Data Collection 

They are two main types of data collection, primary and secondary data: 

Primary data are originated by a researcher for the specific purpose of addressing the problem at 
hand. Secondary data are data which have already been collected for purposes other than the 
problem at hand. These data can be located quickly and inexpensively. 

As Creswell (2003) indicates the process of data collection in a qualitative research has four 
basic types: observations, interviews, documents and audiovisual aids. 

In this thesis we used primary data. We gathered our data through deep interviews we had with 
the customers and employees of the banquet halls of Parsian Evin Hotel, in order to get a better 
understanding of the issue. 
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As Zikmund, Babin, Car and Griffin indicated “Research projects often begin with secondary 
data, which are gathered and recorded by someone else prior to (and for purposes other than) the 
current project. Secondary data usually are historical and already assembled. They require no 
access to respondents or subjects.”  

The type and amount of collected data depends on the research. In case of exploratory studies the 
researcher collects his data through personal interviews, focus groups or by observing the issue. 
This type of data is named as qualitative. In some cases you need to use smaller samples or 
groups. (Hair, et. al., 2007) 

As this thesis is qualitative the data needed will be collected through interview and observation. 
The interviews will be conducted with the employees within the service provider firm and the 
customers who have reserved the service. In order to get a better understanding of the situation 
the interviewee will answer some open ended questions in a face to face interview in order to 
express their ideas and points of views. 

We prepared some interview questions and guides that were designed related to our research area 
in order to conduct our interviews within the same path we are conducting our research. These 
interview guidelines were confirmed and checked by some of the experts in the field of 
hospitality (some of the managers and experts in the marketing and room division department 
and some of the customers who are completely familiar with the concept of the research and 
hospitality). 

These in depth interviews were conducted individually with the interviewees and each interview 
took about an hour. During the interviews mostly open ended questions were asked in order to 
make the interviewee talk about the issue and explain more about the problem. 

3.6.1. Sample Selection 

According to issue discussed in the case above, there are some employees who work in direct 
contact with the quests. The waiters in banquet halls of Parsian Evin Hotel, with the great 
reputation and having the experience of more than 300 ceremonies, weddings, funerals and so on 
in a year and working as a waiter for at least 15 to 20 years are the best sample group possible to 
get the data from. Some of them are also about to be retired after 25 years of work. Of course 
there are some other employees who we could talk to and conduct interviews such as the chiefs 
and maids of the banquet halls, but they are not supposed to be in touch with the quests as much 
as the waiters and supervisors. 

Some of these waiters have the experience of working at least in 5 other hotels in Iran, and are 
completely familiar with the concept of hospitality and service. Each interview lasted about an 
hour to an hour and a half. 
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Before starting the interview, the participants were informed about the purpose of the research 
and how their answers can help us find a good remedy for the service shortcomings. 

Also we will had three interviews with three of the guests of Parsian Evin Hotel, who have 
received the service in this hotel, through the help of Hotel`s Public Relation. 

During the interviews open questions were asked, and the interviews were recorded as much as 
possible, and notes were taken to highlight the important factors mentioned by the interviewers. 
We asked them to explain as much as possible and if there is any useful suggestions it would be 
accounted. 

3.8. Data Analysis 

As William Zikmund mentioned, Data analysis is the way of reasoning to understand the data 
that have been gathered. In other words, it may contain summarizing and transforming the 
revealed details and data in the research to make it comprehendible. He stated that the best 
analytical technique for data analysis will be determined by three factors: management’s 
information requirements, the characteristics of the research design, and the nature of the data 
gathered. 

According to Zikmund, there is a rule called the “rule of parsimony” which indicates that “an 
explanation involving fewer components is better than one involving more.” This process is 
called data reduction. (Zikmund, Babin, Carr and Griffin) 

There are several ways to reduce and transform the qualitative data, through selection, summary 
or paraphrasing, through subsuming in a large pattern and so on.  Data reduction is a helpful way 
which organizes the helpful information and discards the unnecessary data, and helps the 
researcher to verify the final conclusion. (Miles & Huberman, 1994). 

3.9. Validity and Reliability  

Reliability has been defined as the degree to which the findings are independent of accidental 
circumstances of the research, (Kirk and Miller, 1986).  

“In a qualitative research, reliability refers to the degree of consistency in the assignment of 
similar words, phrases or other kinds of data to the same extend by different researchers”, that is 
gaining the same results or similar results by different researchers on a particular issue. (Joseph 
F. HairArthur H. Money, Philip Samouel, Mike Page, (2007) "Research Methods for Business") 

As Kirk and Miller mentioned, “The validity of a research concerns the interpretation of 
observations, which is if the researcher is calling what is measured by the right name.” (Kirk and 
Miller, 1986). 
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Validation in qualitative research also relates to the extent to which the qualitative findings 
accurately represent the issue or the phenomena that have been examined.  (Joseph F. HairArthur 
H. Money, Philip Samouel, Mike Page, (2007) "Research Methods for Business") 

3.9.1. Validity 

We took some measures in order to ensure the validity of the study: 

• We collected our data through in-depth interviews with open ended questions 
• These data were collected from some reliable sources. Interviewees were completely 

experienced and have been working in this hospitality unit for more than 10 years. Also 
the customers who were engaged in these interviews were completely familiar with the 
concept of the service and service management due to their experience or previous back 
ground. 

• The interview guide or questions have been pre-tested by the respondents (four people) 
before using them in the interviews in order to make sure about the outcome. 

• The interviewees were told and assured that their information or identities will not be 
released in order to get the best out come out of the interviews without any threat or 
outside pressure.  

3.9.2. Reliability 

We took some measures in order to ensure the reliability of the study: 

• During the interview notes were taken from the comments the interviewees gave in order 
not to drop any single comment or point of view. After the interviews the notes and the 
comments were directly typed into the thesis file right away to make sure that nothing has 
been missed. 

• The open ended questions were really similar to each other in the interviews and were 
repeated in order to increase the reliability of the interviews and gained data. 

• Data has been collected according to the frame of reference that have been drawn and the 
framework of the thesis. That is the dimensions of service quality and the factors 
affecting job satisfaction. 

3.10. Conclusion Drawing and Verification 

Another important step in data analysis is the Conclusion Drawing and Verification, in which as 
Miles and Huberman stated in their book, from the very beginning of data collection, the 
qualitative analyst begins to decide what things means by nothing regularities, patterns, 
explanations, possible configurations, casual flows and propositions. 



31	  |	  P a g e 	  
	  

In this thesis we conducted an analysis to compare the employees’ expectations from service and 
service provider to the customers` expectations and points of views. 	  
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Chapter 4 

Research Data Presentation and description 

In this chapter we will present the data that has been gathered through in depth interviews with 3 
employees in the service sector of banquet halls (waiters) and 3 guests that have the experience 
of getting the service in the same section. These interviews were directed to gain the best answer 
possible for the dimensions of the service quality and job satisfaction that is correlated with 
internal service quality. 

4.1. Respondent one (Service Provider) 

The first interview is with the supervisor of banquet halls of Kooh e Noor banquet that was 
conducted through a face to face interview. The interviewee has the experience of more than 25 
years of working in banquet halls and different restaurants. He is 50 years old and completely 
experienced and alert about service providing sectors and the concept of service. He was a waiter 
al east in two big hotels in the capital. Before the interview begins he was informed about the 
concept of the research and general goals of the questions and this research.  

During the interview notes were taken to summarize the answers. 

4.1.1. Job Satisfaction dimensions  

1. Work 

As work and work condition is one of the most important factors of job satisfaction, the 
interviewee was asked about it in the banquet halls of the hotel. He was somehow satisfied with 
the range of job load and work conditions in the banquet halls. Of course he mentioned that the 
condition is not as good as it was ten years ago and it is getting worse, but he was not afraid of 
the range of work and more duties. He also mentioned that the range of work load is directly 
related with the number of the employees of the service provider sector. That is it can be reduced 
and lead to a better outcome and better service quality if the needed and required number of 
employees be met.  

2. Coworkers 

In case of coworkers he was completely satisfied. As he mentioned there are some coworkers 
and colleagues working together for more than 10 years, and they have a very strong friendship 
with each other he was completely satisfied with the situation. Also he believed that this good 
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and warm atmosphere between the colleagues helps them work together in a better condition and 
leads to a better service quality.   

3. Supervision 

When it came into supervision and the management he was not satisfied and pleased with the 
current situation at all. He mentioned that the managements including the supervisors are not 
really concerned about the employees. The range of their expectations is beyond the possibilities 
and capabilities of the employees. As he continued, he added that with the current situation and 
work load it is impossible to meet the desirable service quality that makes a customer a loyal 
one. Also as he mentioned due to the fact that the hotel managements want to decrease the 
amount of employees’ costs, they are using some part time and inexperienced waiters in the 
banquet halls that according to him is below the dignity of a four star hotel and for sure reduces 
the service quality of the banquet halls. 

When he was asked about the management`s point of view toward these part time employees, he 
mentioned that they are not receiving any other internal services from the firm and they will be 
paid in case of their work hours only, which he believes this behavior toward the part time 
employees recently has decreased their responsiveness toward the job and also customers as they 
are not loyal to their firm and their job.    

4. Total pay and Promotional opportunities 

He believes that in case of total payment and promotional opportunities, the waiters are not in the 
ideal level. When he was asked about the reason, he continued: “as far as the salaries are not 
good and the situation in case of hotel`s internal service to its employees is getting worse and 
worse, the employees are paying less attention to the firm they are working in and of course less 
attention to its customers”. But he believes that mostly it depends on the responsibility and the 
personality of the employees. In his point of view there are still some employees who work hard 
despite all the shortcomings in the hotel to feel good and make their customers satisfied as it is a 
kind of responsibility for them. 

In case of Promotional opportunities he was expecting more. As he implied the opportunity of 
the job promotion is way better in the other service provider sectors and hotels and this gap made 
him so disappointed. Of course as he added himself it might be because of the point of the view 
of the management toward the employees of the banquet halls as they will be retired in less than 
five years. But in his point of view it is not fair to judge in this way.  

4.1.2. Relative importance of the job satisfaction (internal service quality) 
dimensions 
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When we discussed about the issue of unsatisfied customers and the issue of low quality in 
service provided, he believed that there are some issues on tangibility and responsiveness of 
service in banquet halls. That is due to the financial problems of the firm and unwillingness of 
the managements, the employees are unsatisfied with their salary and income despite the fact that 
they are working hard and in some cases due to the lack of work force (which is a policy of the 
firm) they have to work more in order to cover this gap. 

He continued “we cannot shorten all the issues to the money. The lack of respect from the 
managers of the firm and hotel is way annoying than low salaries. They should conduct at least 
one session or meeting per month to listen to us. The way they treat us is not professional and 
kind. In some cases they need the attention of their managers. If I were in charge I would have 
paid more attention and respect to my employees.” 

He defined the range of respect from choosing a good uniform to having monthly meetings with 
the employees to hear their points of views. 

He thinks that as a great number of employees in food and beverage and banquet halls of Parsian 
Evin Hotel are getting retired in less than four or five years, it is the best time to insert some new 
and young waiters into the system. In this way they can learn from the experienced waiters and 
also as they will be more motivated, the issues of responsiveness will be solved in most cases. 
He added that in some cases they should conduct some training courses for the waiters, it is a bad 
concept that these courses are especially for the managers and supervisors, he believes that the 
training courses should be conducted every now and then for all of the employees in different 
segments of the hotel.     

4.2. Respondent two (Service Provider) 

The second interview is with the one of the waiters in banquet halls of Kooh e Noor banquet that 
was conducted through a face to face and deep interview. The interviewee has the experience of 
more than 28 years of working in banquet halls and different restaurants. He is 48 years old and 
completely experienced and alert about service providing sectors and the concept of service and 
hospitality. He was a waiter and restaurant supervisor at Parsian Azadi Hotel and some other 
restaurants. Before the interview begins he was informed about the concept of the research and 
general goals of the questions and this research and that we will not reveal his name.  

During the interview notes were taken to summarize the answers. 

 

4.2.1. Job satisfaction Dimensions 

1. Work 
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When the interviewee was asked about the work place and work conditions, he was not satisfied 
with the range of work load and the work itself. When he was asked about the reason and his 
points of views on this matter, he mentioned that due to the experience he has and all the places 
he had worked in, the work load does not match to the number of employees and the salaries 
given at all. He believes that especially in resorts and four or five star hotels, the number of the 
employees should be as much as possible so that the customer can get the best service possible 
without any delay or problem. He added that fortunately as the employees in this section are 
experienced enough they can handle the ceremonies but the management should note that with 
50 or 55 years old, they may have lots of problems especially when it comes into changing the 
setups of the banquet halls to have different kinds of ceremonies. As he continued sometimes 
they have to work through all the night to change the setups of the saloons from for example a 
banquet shape into a theater set up. 

2. Coworkers 

When he was asked about coworkers and colleagues in the banquet halls he was quiet satisfied 
and happy to have the chance to work with some of his colleagues. The good relationship 
between these waiters was outstanding and he was also very positive about the situation. As he 
continues he added that the good relationship and atmosphere between these people helps us to 
cover each other when needed, especially in those big and outstanding ceremonies which needs a 
great deal of concentration. 

3. Supervision 

In case of supervision he had two main points. Somehow in case of supervising the job and 
functions he believed that the supervisors and managers are doing their duties well and in some 
cases the put more pressure on the employees and waiters, which he believes is logical. But on 
the other hand he was not pleased with the way of behaviors and treatment of the managers 
toward the shortcomings of the service or even the employees. He believes that they are judging 
without understanding the work conditions and situations. He thinks that more support is needed 
from the company and management site in order to fulfill the problems. 

4. Total pay and Promotional opportunities 

Later on we discussed about the payments and promotional opportunities in the hotel which he 
was not satisfied and there were a lot of complaints on this issue. 

As he added the work load and expectations of the management and the guests are way beyond 
the amount they receive as salaries. He thinks that a great deal of job has been done through their 
effort and power but the range of salaries are not fair at all and that’s why many of the 
employees decide to shift from this hotel to some other resorts or even leave the job to seek a 
better one. “With more than 20 years of experience the amount we receive is not even sufficient 
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for the house rents. That`s why many of the employees try to make some tips from the guests 
within a wedding or ceremony”.  

He believes that if the management of the hotel expects its employees to work hard and satisfy 
the guest of that hotel, he needs to satisfy its own employees first. In his point of view, this unfair 
payment condition and vague future of the employees due to the inflation, leads to a bad or 
unsatisfactory service which will be provided by some unhappy employees to the customers. 

Also in case of job promotions he was very upset and disappointed by the current procedure of 
the hotel and its management. As he added later on “no evaluation of the employees is in 
progress so job promotions are beyond our expectations. It might be possible if you conduct a 
good relation with the supervisors or the top managers”. 

4.2.2. Relative importance of the job satisfaction (internal service quality)  

As discussed above the interviewee was looking at the salary and job promotions as a main 
problem. When he was asked about any suggestions on the matter he replied: “if I were in charge 
I would have monitored every other variable to see if there is anything else affecting the service 
quality. May be it could be solved by increasing the supervisors or partitioning the duties of 
every employee.” He added that much work needs to be done in case of increasing the 
employees` willingness for a better service. The management of the hotel should pay more 
attention to the employees and their needs. There are some good employees that have not been 
promoted since 10 years ago. How you can expect them to be willing and positive about their 
jobs?! 

Also he added that there are some shortcomings with the appearance of the employees and 
banquet halls. They need to spend more to redecorate the halls every now and then and update 
the facilities. As it was discussed above in his point of view there are also some problems in case 
of the tangibility of the service in the banquet halls.  

He was also happy that recently the manager of the hotel has decided to increase the variety of 
the soft drinks in ceremonies. This was really positive and a lot of guests and customers were 
excited about this new idea.  

Finally he added that the main reason all of these employees are working here is financial 
matters and money. So they need to respect the range of job we accomplish and try to increase 
the hotel`s internal services. Salaries and wages need to be increased or at least more employees 
take part in providing service to the hotel`s customer. 

4.3. Respondent three (customer) 



37	  |	  P a g e 	  
	  

The third interview was conducted through a face to face in depth interview with one of the 
customers who have at least received the service as a host for more than four ceremonies in 
Parsian Evin Hotel. He is the General Manager of a construction company and 62 years old. 
Fortunately, as he has been to many other countries around the world as a business man, he is 
quite familiar with the concept of hospitality and service. Before the Islamic revolution in Iran he 
used to hold several gatherings in Hyatt and Hilton hotels. 

Before the interview begins the interviewee was informed about the research and the concept of 
interview. Also during the interview open ended questions were asked and all the answers which 
were dull or useless were gathered in new questions according to the serve quality dimensions 
we discussed in this thesis. 

  4.3.1. Service quality dimensions and their relationship with satisfaction 

1. Tangibles 

When he was asked about the tangibles of the service he was quite satisfied with almost every 
item. In his point of view the banquet halls are beautiful and big with great and logical 
decoration. The tall ceiling and the large chandeliers make the banquet halls look even bigger 
and luxurious. “The table clothes, chair and all the amenities within the banquet halls were 
satisfactory and the uniform of the personnel were also good and clean.” 

He believes that although all the tangibility of the service in the hotel is satisfactory but as a four 
star international hotel, the management of the hotel needs to maintain its facilities and take care 
of every item. Also accordingly he believes that such a big hotel needs to continue and upgrade 
its facilities according to the modern hotels because as most of the guests are experienced and 
have been to many hotels and resorts they can evaluate the amenities and facilities of a hotel or 
its banquet halls.       

2. Reliability 

In case of reliability of service and as the interviewee had the experience of having at least four 
ceremonies in Parsian Evin Hotel, he was quite satisfied. He added that the sales & marketing 
department was really helpful and all the possible treats within a ceremony for the host was taken 
care of by the supervisors and the managers in charge. When he was asked about any suggestion 
in order to even improve the situation, he added: “hotel can provide some guarantee for the 
service in the contract for those who have not experienced the service and are worried about the 
quality of service or performance of the program. In this way the customers may feel more 
secure and confident about the service. Or they can expose their own customers to social 
websites such as Trip Advisor more in order to increase the reliability of their own service.” 

3.	  Responsiveness 



38	  |	  P a g e 	  
	  

When it comes to the responsiveness of the service and especially the employers, he was not 
satisfied and as a matter of fact he was also a little bit annoyed. As he discussed later “the 
employees are not concerned about service and the guests. You need to ask a thing several times 
so that maybe one will answer and react”. In his point of view low degree of responsiveness from 
the employees and their careless toward the guest and even the service provider company is very 
disappointing. He added “no one smiles and the way they treat the guest is like as they have been 
forced to do so, no willingness in some cases shows that they are not feeling good about doing 
their jobs. I don`t know why but you will see this happen in the first ceremony you held. After 
the first ceremony and when you know the waiters and they recognize you, the host may get 
more concern from their side.” 

4.	  Assurance 

Regarding the assurance of service he was he believes that the employees are experienced 
enough to deal with the customers and give this assurance through their behavior and act. 

He added “Although in some cases they may make you to run after them to do what they are 
supposed to do, but they know how to handle the problems and make the customers feel relief. It 
surely depends on the waiters and the employees of the banquet halls to act professionally or to 
show off their anger and dissatisfaction through the service they are providing to the customer.” 

But in general he mentioned that the range of assurance of the service in Parsian Evin Hotel is 
satisfactory, especially for him which is well-known as an old guest in the hotel. 

5. Empathy 

Accordingly when he was asked about the empathy of the service and especially the employers, 
he said “In my case as I`m completely known by the employees of the hotel it is quite 
satisfactory. They try their best to help me out and are really helpful. But I`m not sure if this is 
the regular behavior toward every single guest. I hope this would be the case for everyone but as 
I mentioned they were quite helpful. 

When he was asked about the range of this empathy toward the organization and the Hotel, he 
replied: “I think unfortunately the employees do not care enough about their service provider and 
the Hotel. You can recognize this issue in the way they treat the hotel`s amenities and the way 
they talk about their managers and the system. I believe it is not professional to reveal any 
internal shortcoming that the company or in this case hotel has in front of the guests. Also as a 
guest I`m not interested to hear about these issues at all. The only important thing in my case is 
to receive a good and satisfactory service and a good respect.” 

4.3.2. Relative importance of the service quality dimensions 
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In general the interviewee was satisfied with the received service and the behavior of the 
employees. When he was asked about any suggestions in case of improving the service quality of 
the hotel, he added: “I think there should be more training for those employees who are directly 
in contact with the customers every now and then. Some of the misbehaviors and careless 
attentions of the employees might be because there are not completely aware of the service in 
hotels and all the concepts around it.” He believes that lack of concern from the employees 
toward the guests results either from lack of supervision from the managers or dissatisfactory of 
the employees. “Whatever it is, it’s the duty of the management of the hotel is to take care of this 
issue.” 

He added that Parsian Evin Hotel possess the best equipment among the four star hotels in the 
capital and of course young and energetic employees. It has the potential to be treated as one of 
the best hotels in Tehran, but there should be more effort from the management of the 
organization to get the best result from these two. 

4.4. Respondent four (customer) 

The fourth interview was conducted through a face to face in-depth interview with the assistance 
manager of a big IT company. She is about 36 years old and has been working in this company 
for six years. As she is in charge of arranging every event in the hotels and resorts during last 
four years, she is quite familiar with all kinds of service quality in different hotels and of course 
familiar with concept of service and service quality. 

Before the interview begins the interviewee was informed about the research and the concept of 
interview. Also during the interview open ended questions were asked and all the answers which 
were dull or useless were gathered in new questions according to the serve quality dimensions 
we discussed in this thesis. 

4.4.1. Service quality dimensions and their relationship with satisfaction 

1. Tangibles 

When she was asked about the tangibility of the service such as the equipment, facility and every 
little detail and physical evidence of the service she replied: “The hotel has a very beautiful and 
luxury banquet halls and all the facilities within the saloons are nice and related. I enjoyed 
holding our seminars in this hotel due to the good service we received through the previous 
gatherings either as a guest or as a host. Everything is good and nice.” 

When she was asked about any shortcomings on these matters she added “I think you have 
everything you need to have for a four star international hotel, maybe you should try more to 
keep the facilities and equipment neat and clean. As a matter of fact in some cases I felt more 
work can be done to maintain the facilities. The floor marbles have been broken and every time I 
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come again they are expanding. The tiles are getting worse and worse but it seems no one cares 
about it. I`m afraid if this continues there would be no more a good hotel in here to have our 
seminars.” 

As mentioned above she was completely satisfied with the tangibility of the service but a little bit 
worried about the way the hotel managers and supervisors maintain the facilities. When it came 
into the tangibility of the service in case of the employee`s appearance and uniforms she was 
flattered that such beautiful and diversity of colors and styles have been used in the uniforms of 
the hotel employees.  

2. Reliability 

When she was asked about the reliability of the service in Parsian Evin Hotel, she replied that 
within these years and many times that she have received the service in this hotel either as a 
personal guest or a member of a company or even as host in case of holding seminars, she have 
received the best service possible. She believes that the service is absolutely reliable in this hotel 
and its banquet halls.   

3. Responsiveness 

I asked her about the responsiveness of the service in the hotel and she replied: 

“I have been to this hotel more than five times either as guest or host. I have to confess that most 
of the times everything was all right but there were some times that you need to go after someone 
in order to ask them to do something. I`m sure that there should be at least one or two employees 
present at the place of the ceremony so that if anything is needed they could proceed. But as I 
said sometimes you need to run after them to ask them for example bring some tea for the new 
arrivals or you need to clean this table. I don`t know why but something need to be done by the 
management of the hotel to decrease this issue as much as possible. I`m not professional in the 
hospitality field but for sure something is going wrong.”     

 4. Assurance 

When she was asked about the concept of assurance in service, she believes that almost every 
employee at the Parsian Evin Hotel is experienced enough to deal with their duties and one can 
get this fact as soon as he deals with them but in order to make the customer relief there are 
something they can done. She continued “hotel managers should monitor their employees more 
and give this feeling to the guest that nothing bad would happen because we are wise and 
everything is taken care of. Something else is as we are living in a developing country it’s really 
hard to guarantee a product or service. But to make the customers feel secure I think they need to 
revise the format of the contract from a monologue into a dialogue. I mean if you take a look at 
the contract there is nothing written to guarantee the required service from the hotel`s side. That 
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is if in any case the hotel fails to deliver the required service, nothings happen and you as a host 
cannot do anything.”   

 5. Empathy 

When she was asked about the empathy of the service and the employees, she believes that 
despite the shortcomings she mentioned on the responsiveness of the service, the employees and 
supervisors were kind and caring. “They were trying their best to provide happiness and 
satisfaction to the customers and guests of the hotel. If there were anything wrong they were 
helpful and on the guest side rather than the firm`s”.  

She added that if there were any misbehavior from the employees of the hotel it is due to the lack 
of knowledge and it`s the duty of the service provider to provide the training courses for its own 
organization. She mentioned “in some cases one can realize that their unprofessional behavior is 
due to the lack of information they possess.”  

 4.4.2. Relative importance of the service quality dimensions 

As discussed above she was satisfied with the service received either as a guest or as a host for 
her company`s seminars and gathering. The weak points she mentioned was regarding the 
responsiveness of the service and the employees and in some cases she were worried about the 
recent procedure of the hotel and its managements toward keeping the banquet halls and hotel 
safe and sound. As she directly mentioned there are some issues on the maintenance of the 
facilities and lack of this sense of responsibility and responsiveness among the employees.  

When we got deep into the matter of responsiveness she replied: “once I remember I asked the 
reason why the host of the ceremony needs to look after the waiters and one of them replied they 
are some other responsibilities he need to take care of and there are not enough work force that is 
why he has to be somewhere else to handle other things! Whatever it is the management of such 
big and nice hotel needs to take care of this issue in order to keep its good reputation among the 
customers”.  

 

4.5. Respondent five (customer) 

The fifth interview was conducted through a face to face in-depth interview with the event 
planner of a big Polymer Chemistry company. She is in charge of the hotel bookings and all the 
arrangements regarding holding a seminar or conference in the hotels. As she has been a guest 
and of course a host in Parsian Evin Hotel more than five times during the last years, she is 
completely familiar with the service procedure in the hotel and absolutely experienced in case of 
holding seminars and gatherings. She is about 35 years old and has the experience of working in 
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this company for 8 years. She is also in charge of the hotel bookings for the guest of the 
company of those employees who travel to different branches of the company around the 
country.     

Before the interview begins the interviewee was informed about the research and the concept of 
interview. Also during the interview open ended questions were asked and all the answers which 
were dull or useless were gathered in new questions according to the serve quality dimensions 
we discussed in this thesis. 

4.5.1. Service quality dimensions and their relationship with satisfaction 

1. Tangibles 

When she was asked about the tangibility of the service such as the equipment of the banquet 
halls from the floor carpet to the curtains and the uniforms of the employees she was really 
satisfied with it. She believes that this hotel has the best banquet halls in the town either from 
being neat and clean to be spacious and modern. She continued: “I`m so happy to work with this 
hotel as one of the best hotels in the town. It has the best banquet halls with beautiful furniture 
that is great to have all kinds of gatherings and seminars. And of course good employees of this 
hotel make me feel good about working with them.”  

When she was asked about any further suggestions to improve the tangibility of the service she 
added: “maybe they can use some more modern equipment’s such as wireless video projectors 
and microphones where you don`t need to spread the wires all around the hall. I think now a days 
all the international hotels are getting more modern than ever and in our country we need to 
update our facilities to be still in the completion.”      

2. Reliability 

Regarding the issue of reliability of the service she thinks that the service she received in the 
hotel and its banquet halls is reliable. She thinks that comparing to the other hotels in the area 
and the capital the service one can receive in the banquet halls is quite good and reliable.   

3. Responsiveness 

When we talked about the responsiveness especially in case of the employees who work directly 
in contact with the guests in banquet halls she was satisfied in general but as she mentioned there 
were some shortcomings too. As she added: “most of the employees are friendly and very helpful 
and this makes us as a big company more relief to have our seminars and gatherings in here. But 
also there were sometimes I couldn’t find some of them to ask them something. For instance 
there were this very important seminar of us in this hotel 6 months ago which suddenly while the 
general manager was giving his speech the sound system stopped working. I couldn`t find the 
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person who was in charge for about 10 minutes while he is supposed to be present all the time 
and the seminar was turning into a catastrophe. I mean there are sometimes you decide to find a 
new hotel but when they behave in such a good manner you will forget the shortcomings.” 

 4. Assurance 

In case of assurance she was confident about the service and service quality. She added “as we 
have been to this hotel several times there were nothing wrong or let`s say annoying about the 
service we received. The employees completely know how to handle their jobs and any problem 
they may face. There are experienced enough and this gives you a sense of confidence. I have 
seen that once our guests increased in number way more than our expectation and the manager of 
the company was so worried and panic, they handled the problem quickly and in a professional 
way. At the end we were really surprised to have our seminar finished with no problem and 
everyone was happy and satisfied as nothing had happened. Of course they are ready for about 
10 per cent of increase in the guest all the time but in our case more than 50 per cent of the 
guests (about 100 people) added up which they could handle very nice.”   

5. Empathy 

When we discussed the empathy of the service she was quite satisfied and pleased with the 
behavior of the employees and service providers. “The waiters and the employees of the sales 
and marketing department are very nice and friendly to us all the time and of course helpful. 
Whenever we face a problem or we are in a dilemma they try to help us and offer a choice to 
help us out. They are also very flexible and kind. To tell you in other words they try their best to 
on the guest side and make them satisfied.” She mentioned the differences between this hotel and 
its employees with others. She believes that despite the other hotels which their employees stick 
to their rules and do not change anything, from the saloon set ups to the way the serve food, here 
in Parsian Evin Hotel and its banquet halls they put the guests preferences as their top priority. 

 4.5.2. Relative importance of the service quality dimensions 

As mentioned above the interviewee was quite satisfied with the service received and optimistic 
about every present procedure in the hotel. When she was asked about any suggestions to even 
improve the service to a better level, she had no idea and said: “I think if they work more on the 
responsibility of the employees and supervision of them they may gain more positive results. 
And as I didn`t find any other problems I have to say the current service they are providing is 
great and appealing.”   

4.6. Respondent six (Service Provider) 

The fifth interview is with the one of waiters in banquet halls of Kooh e Noor banquet that was 
conducted through a face to face deep conversation. The interviewee has the experience of more 
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than 18 years of working in banquet halls and different restaurants. He is 45 years old and 
completely experienced and alert about service providing sectors and the concept of service. He 
was a waiter in three different big hotels in the Parsian Hotels. Before the interview begins he 
was informed about the concept of the research and general goals of the questions of this 
research. Also as he was concerned not to reveal his identity he was assured that his identity will 
not be revealed for further probable issues. 

During the interview notes were taken to summarize the answers according to service quality 
dimensions. 

4.6.1. Job satisfaction Dimensions 

1. Work 

Regarding the first dimension of job satisfaction, he had two main points. First he told us that he 
loves working in hotels and banquet halls and that’s why despite of all the shortcomings he had 
he preferred to stay in Parsian Evin Hotel. Second, he believes that although he loves his job but 
this positive atmosphere should be from both sides and that the employees of this hotel should 
sense this positive relationship, which he believes unfortunately this main factor is missing at the 
moment. 

He was not sure about this positive atmosphere and believed that the management of the hotel is 
abusing the employees due to the current condition and does not pay attention to the employees` 
needs and issues. He added that as far as Parsian Evin Hotel and its banquet halls are full most of 
the time and have the best occupancy among other hotels in case of holding seminars and 
ceremonies, the amount of work load is not comparable with any other hotel in the city.   

2. Coworkers 

The interviewee was completely satisfied and happy with his colleagues and coworkers. When 
he was asked about his point of view on this matter, he replied that “as far as we are working 
together for years, we are completely familiar with our preferences and ideas. That makes easier 
to work together especially when we are facing a heavy seminar or ceremony.” 

He thinks that as most of the employees who are working in the banquet halls of Parsian Evin 
Hotel for years and within a year or two they will be retired, so it`s the best time to insert some 
new and fresh work force to the banquet halls so that within these years they will take the 
responsibility and implement the experiences of the older employees. 

3. Supervision 
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Regarding the issue of supervision he was satisfied with current situation. As he was asked about 
the current level of supervision in the banquet halls of Parsian Evin Hotel, he replied that 
“fortunately there are some young and energetic employees in the sales & marketing department 
which continuously check the guest`s preferences and current service that have been provided, 
this helps a lot especially when there are some mistakes or misunderstandings”. 

He believes that it is a good point in hospitality that there are some procedures in monitoring the 
employees and the provided service.  But in some cases supervisors cannot help at all. He thinks 
that in order to make the guests satisfied and pleased they need more motivation and work force. 
As he added the hotel and its banquet halls suffer from lack of motivation and good internal 
service. In his point of view the management and the supervisors should be a part of a bigger 
team which in general leads to the guest satisfaction, but sometimes one may sense that they are 
a part from each other and sometimes against each other.        

4. Total pay and Promotional opportunities 

When it came into payments and promotions, he was totally annoyed and disappointed. When he 
was asked about the reasons he mentioned that it is embarrassing that hotel and its management 
treats its employees in such a way. As he mentioned later on the promotions are not related to the 
potentials of the employees or their efforts toward a better service or even their knowledge, and 
unfortunately it is somehow through relations. 

As he added the manager of the hotel does not uses its abilities to promote or motivate the right 
employee at the right place. That’s why most of the employees are disappointed and unhappy. 

Therefore the employees put less effort and do not care about the organizational benefits. This is 
completely against the organizational goals and good service.       

 4.6.2. Relative importance of the service quality dimensions 

As discussed above the interviewee was mostly positive about all the components of job 
satisfaction expect the salary and promotional chances. Also he was really disappointed with the 
current procedures that the management of the firm has chosen in case of treating their 
employees. 

He talked so much about the salaries and that within the last four years they have omitted lots of 
internal services and there is no way to complain about them. As he added “some of these 
internal services are being provided right now in the other hotels of the Parsian Group and as 
Parsian Evin Hotel is also in the same group they have to provide us the same service.” 
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He believes that his mistreatment of the management is not fair especially when the hotel and its 
banquet halls are carrying the heaviest ceremonies and events with the least possible equipment 
in case of man power and within a very limited period of time.  

4.7. Respondent seven (customer) 

The seventh interview was conducted through a face to face-in-depth interview with one of the 
customers who have been using the hotel`s service for more than five years. He is 50 years old 
and completely aware of the concept of the service. He is also in charge of holding different 
ceremonies and gatherings in his own family.      

Before the interview begins the interviewee was informed about the research and the concept of 
interview. Also during the interview open ended questions were asked and all the answers which 
were dull or useless were gathered in new questions according to the service quality dimensions 
we discussed in this thesis. 

4.7.1. Service quality dimensions and their relationship with satisfaction 

1. Tangibles 

In case of tangibility of the service, from the appearance of the banquet halls to the decoration 
and table clothes, he was satisfied with the current situation as he believed that expecting more 
from a business hotel within the present time and all the limitations of country due to the 
international sanctions is unrealistic. 

He added later that as he is experienced and have gone to different countries all around the 
world, what we are presenting here as a good service, is accounted as an average service and 
something very usual in other countries, especially those who have worked more on their tourism 
industry such as  Dubai and big cities in Turkey.   

2. Reliability 

Regarding the reliability of the service, he mentioned that as far as he has not faced any problem 
in the hotel and all the reserved and promised services were delivered to the customers, he is 
satisfied with the reliability of the service in this hotel.   

3. Responsiveness  

In case of responsiveness he was asked to get the information and in his point of view, the 
responsiveness of the service and the employees is something that needs to be worked on. He 
believed that although the least requirements of the service have always been delivered but the 
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customer or the guest can easily sense the unwillingness of the employees in case of more duties 
and more responsibilities to make the customers happy and satisfied. 

He added “no one smiles, and this cold look of the waiters gives you a bad feeling as if they have 
been forced to do something they don`t want to”. 

This cold atmosphere within the service made him annoyed and he believed that this issue makes 
a lot of differences in service quality at the end.   

 4. Assurance 

In case of assurance he said although some of the employees seem to be rough and unhappy, but 
they are experienced and exactly know what they are doing. 

He said within all these ceremonies that he was in charge in Parsian Evin Hotel, nothing 
important happened to make him hesitate about the assurance of the service. 

5. Empathy 

When we discussed the empathy of the service he got some points also. Of course he was ok 
with the range of empathy within the service, but he believed that the current range empathy can 
be improved. He mentioned that those who come to the hotel more often and are exposed to the 
service more than the other customers have more chance to be seen and get the better service. 
This is according to him due to the friendship made between the employees and the customers. 
He believed that the range of employees` care toward the customers should be the same and 
equal, and that this dynamic behavior can cause lots of problems.  

4.7.2. Relative importance of the service quality dimensions 

As mentioned above the interviewee was somehow satisfied with the service received but eager 
to see some changes in the procedure. His point of view in some cases was unique and helpful 
especially for the management of the hotel, as we will provide a report on any probable issues in 
the service to the management.  

4.8. Respondent eight (Service Provider) 

The eighth interview was conducted with one of the employees of the banquet halls who is about 
38 but experienced enough to understand every little detail of the service and service quality in a 
hospitality firm. 

He has been a waiter in Parsian Azadi Hotel, Parsian Esteghlal Hotel and some other caterings. 
He has been to some important gatherings and ceremonies which was held in the five star hotels 
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of the capital and has served some important and VIP people, such as presidents of other 
countries, prime ministers and important managers.  

Before the interview begins, he was informed about the reason we are interviewing him, and the 
concept of this research. That led to making him confidents that we will not spell out his name 
and identity in order to make him relief and increase the reliability of the interview.   

During the interview notes were taken to summarize the answers according to job satisfaction 
dimensions. 

4.8.1. Job satisfaction Dimensions 

1. Work 

According to his point of view on this matter, he believed that recently work condition is getting 
worse and worse every day. He was complaining about the increasing range of responsibilities 
that he believed is due to the lack of employees or the policy of the hotel to reduce the 
employees. He was also complaining about the increasing range of customer`s expectations and 
the service provider firm. He continued “there should be a balance between the range of work 
you do, the working hours and the salary. But unfortunately they want the best outcome with the 
lowest cost and it is not possible.”   

2. Coworkers 

When we came into the coworkers, he believed that every single employee is responsible for the 
right or wrong communication he has in his work place. That is to a great extent the atmosphere 
of the work place and the relations within the workers depends on every single one of them.  

He also added that he is satisfied in this field and he claimed that the relationship between the 
coworkers and the atmosphere within the work place is completely positive and friendly. 
Accordingly, this helps the service provider also to deliver a better service quality and faster 
service to the customers. 

3. Supervision 

In case of supervision he has nothing much to declare. In his point of view when the range of 
internal service is satisfactory and sufficient, there is no need to look after each employee every 
now and then. He believes that a satisfied worker will take care of every little detail in the job 
especially when it comes into service. Of course he confessed that the range of employees’ 
education about the job and its responsibilities is very important too. 

4. Total pay and Promotional opportunities 
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About the issue of payment, he was completely unhappy. He was arguing that why recently those 
who are in charge of the service provider firms are seeking lower payments or the least possible 
benefits for their employers and at the same time want to increase the service quality of the firm? 

He believed that these two are extremely correlated to each other. He said “if I were in charge of 
a hotel, I would have done everything for my employees; cause if I meet their logical 
expectations and needs, then they would do their best to provide the best service possible.” 

He claimed that within the Pasian Group and especially Parsian Evin Hotel, the preferences and 
needs of the employees are at the least matter of concern to the management of the hotel and 
holding. And this will affect the service quality as someone who is mentally and financially is 
engaged with lots of troubles, can’t be a good service provider. He added that “within such a 
service provider no one is looking forward to a bright future for himself and everyone in case of 
a good offer will leave the firm for a better chance.” 

4.8.2. Relative importance of the service quality dimensions 

As discussed above the interviewee was mostly positive about all the components of job 
satisfaction expect the salary and promotional chances. Also he was really disappointed with the 
current procedures that the management of the firm has chosen in case of treating their 
employees. 

He also talked about the low benefits of the job and that he has no spear or free time to spend 
with his family. He continued “we are totally dedicated to a job which we believe is not fair 
according to the salary. Maybe that`s because we don`t have any other choices.” 

 4.9. Analysis 

Accordingly up to now the data has been presented in case of service quality and job satisfaction 
variables identified in the frame of reference. Now the presented data will be analyzed according 
to the same direction. These data will be interpreted according to the frequencies and they will be 
compared by the data that have been gathered through the customers. 

4.9.1. Service Quality Dimensions:  

Tangibles 

According to customers the tangibility of the service in the banquet halls of Parsian Evin Hotel is 
good and satisfactory. Of course there were some suggestions and ideas that improving the 
equipment and facilities of the saloon should also not be far from mind and can increase the 
service quality and customer satisfaction. Additionally some equipment and facilities need to be 
changed or renewed.  
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Reliability 

Regarding the reliability of the service customers were satisfied with the current level and the 
service. They believe that the service now being provided is reliable and there are good 
procedures in this regard. 

Responsiveness 

According to the responsiveness of the service there were a fluctuation of ideas between the 
customers and service providers. 

Mostly the customers were disagreeing or at least willing to see the situation improved. There 
were some other complains beside the interviews that have been held, that is the questionnaires 
and information forms that have been filled by the customers and indicate that the most 
complains about the service relates to the responsiveness of the employees and lack of 
accountability of the supervisors.  

The customers believe that the employees are not happy with their jobs or at least show their 
unhappiness in their service. They fail to accomplish their duties as a professional employee in a 
four star international hotel that for sure should be different from other service provider sectors. 
This unwillingness or lack of responsiveness is not general and it happens sometimes and only 
with some of the employees, but when happens it impacts on other part of the service too and the 
customers` expectation is beyond the current situation.  

On the other hand the service provider believes that this issue is not that important and it is very 
rare, but they don`t deny the problem. Of courses some of them believe that they should do 
something about the problem and that it is directly related to the internal service quality they 
receive from the service provider and the management of the firm. Additionally there were a lot 
of complains about the range of salaries, working hours and the treatment of the management 
toward the employees.      

Assurance 

When it came into the assurance of the service the service providers were fully sure that the try 
their best to give this assurance and confidence to the customers and make them relief. They 
were sure about their level of service and also the quality of the service. 

Additionally the customers and guests of the banquet halls were also satisfied with the assurance 
of the service and the range of confidence received in case of good service from the firm or the 
employees of the service provider. So according to the information gathered above there is no 
gap or let’s say not a remarkable gab between the customers and the service provider.    
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Empathy 

In case of the empathy of the service that is the personalizing and caring of the service and the 
service provider there were a great deal of positive reacts and satisfaction from the customers of 
the service and the banquet halls. Most of them which have the experience of getting the service 
in the banquet halls were satisfied and happy about the range of personalized service and warm 
and friendly behavior of the service providers. 

Also when discussed with the waiters and service providers of the banquet halls they were very 
eager and willing about offering the service according to the willingness of the customers and 
personalizing it up to range in which the customer leaves the hotel happy and satisfied. They 
may have their own reasons to behave so, either from making a tip for themselves to feel 
righteous about their jobs and duties. 

4.9.2. Job Satisfaction Dimensions 

Work 

According to the information gathered through the deep interviews we had with the employees of 
the banquet halls, most of them were somehow satisfied with the job but there were a lot of 
shortcomings on this area.  

Despite the fact that the interviewees were experienced in the field of hospitality and service, 
lack of job description and due to that heavy range of work load were outstanding in this sector 
of the hotel. Of course the banquet halls of Parsian Evin Hotel is using some employees as a part 
time waiter especially in the women`s section. This reduces the job security of the employees to 
a great extent as the hotel will use them in case of ceremonies only, and these part time 
employees are not benefiting from any of the hotel`s internal services. As these employees are 
not fixed and permanent in this part of the service provider firm and in order to increase the 
reliability of the thesis, we did not conduct any interviews with them. But it will be useful to 
remind that these employees are also a part of the service providing sector in the banquet halls 
and they can produce a great range of positive or negative impact on the service.  

Coworkers 

Regarding the interviews we had with the employees, there were fully satisfied with their 
colleagues and the other employees. As discussed in detail the friendly atmosphere within the 
employees especially in this sector of the hotel is really helpful and positive. This factor of the 
job satisfaction was not seen as an issue in this thesis. 

Supervision 
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Accordingly, this sector of the job satisfaction was also challenging as some of the employees 
were not satisfied with the management and their points of views especially when it came into 
the job description and job load. There were embarrassed by the mistreatment of the 
management especially in case of mutual respect. As the interviewees implied, the management 
of the hotel does not believes on them and this sense that they are not seen and respected bothers 
them a lot and make them unwilling and careless. 

This behavior can cause a lot of problems in case of employees’ disloyalty to reducing the 
responsiveness of the service and low service quality.  

Total pay and Promotional opportunities 

In this case study the most challenging factor in job satisfaction was the low payments and the 
lack of promotional opportunities of the employees. Almost all of the employees were annoyed 
and disappointed about the current situation in which the management of the hotel does not care 
about their needs and issues and despite how well they work or how hard they try, it is beyond 
the reality to expect any chance for a job promotion. This issue recently caused a sense of 
careless from the employees toward the service provider sector and its management and for sure 
it is not going to lead to a good service. As it has been discussed earlier the issue of 
responsiveness in service quality of the hotel was a main problem too and there were a lot of 
complain in this regard and that the employees are careless about the guests and their orders. 
These complain and careless behavior of the employees is completely related to each other. 

When we discussed the other issue that is the promotional opportunities, the employees were 
completely agree that how much effort one puts to accomplish his job and duties fluently and 
accurately no one will notice them and they don`t have any promotional opportunities. 

Additionally something that bothers them a lot is that having promotional opportunities is 
completely related to the good relation you may conduct with the supervisors and the 
management rather than accomplishing the duties as well as possible. 

4.10. Discrepancy Diagram 

According to the information gained through the interviews with the customers and the 
information gained from the public relations department of the hotel the gaps in case of service 
quality in the banquet halls of Parsian Evin Hotel are as follows: 

 

 

Figure 4.1. Discrepancy Diagram (Service Quality) 
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Tangibles                                                                     Gap 
__________________________________________________________________ 
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Responsiveness                                         Gap 
_______________________________________________________________ 
                                   Customer`s                                      Provider`s 
                                   Expectation                                      perception 
Assurance                                                                      Gap 
_________________________________________________________________ 
                                                                      Customer`s      Provider`s 
                                                                      Expectation     perception 
Empathy                                                                        Gap 
__________________________________________________________________ 
                                                                      Customer`s      Provider`s 
                                                                      Expectation     perception 

 

 

 

 

 

 

 

 

Figure4.2. Discrepancy Diagram (Job Satisfaction) 
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Work                                                                      Gap 
__________________________________________________________________ 
                                                         Employee`s                 Provider`s 
                                                         Expectation                perception 
 
Coworker                                                                      Gap 
__________________________________________________________________ 
                                                                     Employee`s      Provider`s 
                                                                     Expectation     perception 
     
Total Pay                                                               Gap  
__________________________________________________________________ 
                                   Employee `s                                                        Provider`s 
                                   Expectation                                                         perception 
 
Supervision                                                          Gap 
__________________________________________________________________ 
                                                   Employee`s                       Provider`s 
                                                   Expectation                      perception 
 
Promotional Opportunities                                     Gap 
__________________________________________________________________ 
                                                Employee`s                                          Provider`s 
                                                Expectation                                          perception 

As far as the research is a qualitative one, in this picture the range of job satisfaction has been 
shown hypothetically in order to show the situation.   

Accordingly as shown in the Figure 4.2.the job satisfaction dimension according to the model we 
discussed and the interviews we had with some of the employees of the banquet halls are not in a 
good shape and have a lot of distance with the ideal situation. There are very unpleased about 
their situation especially in case of salary and job promotional opportunities.  

This unhappiness of the employees in case of their salaries, promotional opportunities, work 
load, and points of views of the management of the service provider firm or organization toward 
themselves, caused a lot of complains from the customers of the banquet halls in case of the 
provided service.   
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Chapter 5 

Discussion, Conclusion and Further Research 

 

We have analyzed the empirical qualitative data in the previous chapter. In this chapter which is 
the last chapter of this thesis we will answer the research questions and a general conclusion will 
be drawn. And at the end of the chapter implications for the management and future research will 
be addressed. 

5.1. What are the job satisfaction dimensions? (In banquet halls of Parsian 
Evin hotel) 

 As mentioned before, we have tested the five main dimension of the service quality, and five 
dimensions of job satisfaction, that we have chosen as the main model in the previous chapter. 
They include tangibility, assurance, responsiveness, empathy and reliability for service quality 
and work, coworkers, payment, promotional opportunities and supervision for job satisfaction 
which we discussed in detail in the fourth chapter. 

Despite the service quality and job satisfaction dimensions and according to the empirical 
qualitative data we gathered through the interviews we had with the employees of the hotel, their 
priorities and dimensions on the job satisfaction in the banquet halls are somehow different. 
These priorities have been added as follows: 

Payments: 

As almost all of the interviewees were unsatisfied and annoyed by the range of salaries according 
to the work load and job situations and also comparing to the same range of job titles in the other 
service provider sectors or other hotels in the area and also in the same holding, salaries and 
wages is the most important factor and variable in job satisfaction at least in this hotel and 
among its employees.  
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They were comparing the hotel`s internal service quality and quantity by the other hotels in the 
Parsian Group which one estimates that they should be in the same range but it differs from hotel 
to hotel and sector to sector according to the preferences and orders of the General Manager of 
each hotel or even the managers of the whole organization. It might be because of the general 
policies or the plan that organization follows.  

When the employees were talking about their expenses and their salaries one can easily figure it 
out that they rely heavily on the tips and internal services of the hotel and the banquet halls as 
much as their monthly salaries. When we spoke to the employees on this regards they all 
confirmed that according to the low range of salaries and wages they have to rely on the tips and 
other internal services that hotel provides time to time such as “the food basket” for the Ramadan 
or the amounts they may receive as incentives. This can reveal their behaviors toward the 
customers in case of asking for tip or behaving in such a way that the customers feel they are 
seeking for the tip. 

As it was shown in the diagrams in the previous chapter, low service quality in case of 
responsiveness of the employees and the unsatisfactory atmosphere among the waiters are 
completely correlated and parallel to each other and as some of the interviewees also stated the 
unsatisfactory of internal services of the employees led to low service quality of the firm and 
specifically the responsiveness of the workers.    

Supervision: 

According to the data and information gathered through the interviews we had, the other 
important factor that affects job satisfaction in Parsian Evin Hotel is Supervision, such as the 
respect and this feeling of respect the management team must dedicates to their employees. 

It can be anything from a simple smile and warm greeting to choosing the right uniform for the 
employees and preparing good situation for the job environment. Accordingly some of the 
employees were unsatisfied on this regard due to the lack of weekly, monthly or even annually 
meetings of the managers with the employees of different sectors. They were not pleased with 
the changes that have been made to decrease the amount of internal service of the hotel, such as 
reducing the set of uniforms from two set per year into just one set and other issues that have 
been discussed in the previous chapter. 

Also as it was mentioned earlier there are some employees as part time waiters working in the 
banquet halls that receive the  less possible range of internal service and this group due to their 
differences in case of internal services and the same level of job load and responsibilities are 
unhappy and careless about the service provider sector. These differences in case of treatments 
of the management toward the employees caused a lot of complaints especially for those who 
receive less internal services among the waiters. This misbehavior of the management in a very 
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important section of the hotel can cause low job security and lead to careless behavior of the 
employees toward the service provider and also the customers.   

Promotional opportunities: 

According to the data collected and the interviews with the employees, they are not optimistic 
about their future and work situation in the hotel. As it was assumed from the interviews we had 
the range of job promotion for these employees is below their expectations.  

As most of them employees of the banquet halls have worked for more than 20 years, according 
to the social security law of Iran they are seeking their retirement rather than any other job 
promotion or job title. That is getting retired within four or five years is more probable for them 
than any other changes in case of job promotion or job improvement. This empty feeling of the 
employment toward the service provider firm is really challenging and dangerous.   

5.1.1. Other Factors: 

Of course when reviewing the literature there might be some other dimensions on job 
satisfaction. These dimensions are not fixed but there are a variety of the factors interfering job 
satisfaction. For instance and according to John E. Hendricks and his research “A Replicated 
Study of Job Satisfaction Dimensions” on data processing division, IBM, and Cornell University 
these dimensions are as follows:  

Work itself, job demands, management, Payment, future, company, associates, obstacles and 
security. 

But within the following research another factor which was somehow under a bigger dimension 
that is supervision emerged. This factor can be named as any physiological promotion that makes 
the employees loyal and concerned about their firm and responsibilities. It was obvious that 
those employees who were not satisfied with their jobs were seeking for any string to make them 
attached to the firm and get this positive sense from the firm or those who are in charge. 

5.2. Relative importance of service quality in relation with customer 
satisfaction	  and how job satisfaction can lead into customer satisfaction?  

According to the empirical data received and the interviews that we had with the employees, 
almost all of the interviewees were agreed that the current situation in case of hotel`s internal 
service and job load regarding the payments is not fair and satisfactory. When they were asked 
about the shortcomings of the service and the customer complaints in case of responsiveness of 
the service almost all of them were claiming the unsatisfactory of the employees in the banquet 
halls as the most important factor. Of course some other factors emerged too, such as lack of 
man power and the number of employees and supervisors according to the vast range of 
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ceremonies in the banquet halls and lack of trust that have been aroused within the employees 
through their bad feelings toward the management and the organization.  

They were all agreed that despite the fact that job duties of each employee are clear and not 
deniable, but some factors that results into unsatisfactory of the employees may lead into a 
change in the behavior and results into lack of concern on their side and bad feelings toward the 
service provider and even the company. This will have a bad effect on the service quality and for 
sure results into customer dissatisfaction. 

Within the interviews with the customers of the hotel, this sense of disagreement toward the 
organization from the employees of the banquet halls were reflected in the service they provide. 
That is most of the guests were directly or indirectly informed about the shortcomings of the 
internal service of the firm toward its employers. In this case the customers will be doubtful 
about the quality of the service provided and even if they get the best service possible, this bad 
feeling arouses a sense of fear and they cannot trust the service provider anymore.   

5.3. Theoretical contribution 

The findings of this study indicate that the impact of internal service quality on customer 
satisfaction is undeniable and a meaningful relation among job satisfaction dimensions and 
customer satisfaction dimensions has been found out. 

Clearly, the current study supports the previous researches which have revealed the effect of 
internal service quality on external service value and customer satisfaction. Also it shows that 
sustaining the service quality level is a continuous process which intricately linked with the 
employee performance and internal service quality they received from organization .Our findings 
are consistent with the service- profit chain by Heskett,Thomas O.Jones,Gray Loveman , W. Earl 
Sasser and Leonard Schlesinger . 

In summary, the results of this research provide organization with guidelines for developing 
internal service quality procedures which lead to improve customer service and enhance 
customer relationships. These findings show the importance of financial and physiological 
parameters in a successful business. The success of a business especially in hospitality relies on 
the satisfaction and comfort among the employees of that business or firm. 

5.4. Implication for the Hotel Management 

Accordingly, if the atmosphere of the service provider company changes into a better place in 
case of internal service quality toward the employees, better sense of respect and concern from 
the company and a better work situation, the range of productivity and service quality will 
increase. As far as the employees of the banquet halls and their supervisors are completely 
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experienced and less energy and amount needs to be dedicated for their training, the managers of 
the hotel can easily shift their focus on the other variables of internal service.          

In this case the service provider and the hotel need to change the current procedure of internal 
service toward the employees. Increasing or reviewing the salaries and wages of the employees 
according to their title and job load is the simplest way but as the companies try their best to 
control the expenses it is the least possible option at the moment. And planning the job 
description for every section of the hotel in order to increase the productivity of the employees 
can be very helpful. 

Of course as most of the employees in the banquet halls are experienced and completely aware of 
the concepts of the service and service quality, increasing the salaries can turn every unsatisfied 
employer and worker into a loyal and dedicated one which for sure can increase the quality of 
the provided service and leads into a better service and customer satisfaction.  

But holding monthly meetings with the employees and their supervisors and dedicating more 
time to hear their problems and points of views can be the best and the cheapest step possible the 
management of the hotel can take to increase the sense of respect and trust in the employees.   

Also as the employees of the hotel compare the range of job load and internal services of their 
own hotel and service provider with other hotels and service provider sectors. It is better to 
review the range and quality of internal service of the hotel especially within its holding in order 
to provide a suitable and related set of internal services, from job incentives and a better work 
situation and salary to the employees` uniform and food they use within the work hours. 

5.5. Limitations for the research  

Accordingly, as we started to collect our preferred data, there was this issue that we do not have 
any similar research in case of customer satisfaction in hospitality field in our country. So 
accessing the internal sources especially for localization of the problems was not possible and we 
had to use the international sources in order to gain our data. 

Also as we planned to gather our data through deep interviews with the employees of the banquet 
halls, there were these obstacles that employees were not eager to cooperate as there were 
worried about their future in the hotel. Of course we made them sure that their names would not 
be in the thesis in order to have their cooperation and also increase the reliability of the thesis. 

Additionally due to the high number of ceremonies and seminars held in the banquet halls of 
Parsian Evin Hotel, there were lots of time limitations in case of arranging an interview with the 
employees who were working in the banquet halls. 
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5.5. Implication for further research 

The main purpose of this study was to gain a better understanding of the relationship between job 
satisfaction and customer satisfaction in the banquet halls of Parsian Evin Hotel. 

In this study we tried to extent our knowledge toward the service quality and internal service 
quality dimensions and customer satisfaction. While working on this research we found some 
areas that were not covered in this study. These areas might be interesting to work on by other 
researchers. Some of them are as follows: 

Future research need to be conducted on the other variables that result into employees 
satisfaction or dissatisfaction, these variable can be psychological or social. In this research the 
researcher should work on these elements and find their relationship with the employees’ 
satisfaction. It seems that a good correlation can be made between these variables.   

Accordingly one can conduct the same research within other service providers or hotels of 
Parsian International Hotels or any other hospitality holding and firm to compare the findings 
with this research and explore other possible variables that may result in customer or employees 
satisfaction.  

Also one can conduct a research on the different aspects of internal service quality or customer 
satisfaction according to the sex of the employees or customers. Different result may be achieved 
according to gender differentiations or different points of views they possess and expects with 
regard to one being male or female.    
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