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# # 5884657328 : MAJOR COMMUNICATION ARTS

KEYWORDS: SOCIAL MEDIA COMPETENCE / ORGANIZATIONAL REPUTATION /

HOSPITALITY INDUSTRY / AIRLINE INDUSTRY / INDICATORS
NANNAPAS WONGAMPORNLARP: Social Media Competence Indicators Relating
to Organizational Reputation of Hospitality and Airline Industries. ADVISOR:
ASST. PROF. TATRI TAIPHAPOON, Ph.D., 299 pp.

The objectives of the research were to study hospitality and airline
employees’ use and motives for using social media; and to gauge employees’
organizational-reputation-related social-media competence, including the frequency of
risk behavior. In doing so, the research aimed to identify any demographic or

occupational trends.

The research was conducted by distributing questionnaires to 400 randomly
selected subjects in both front office and back office in the hotel and airline industries.
The target group was staff members who frequently use social media, specifically
Facebook, Instagram or Twitter. The participants were categorized into four groups.
There were 100 subjects in each group. The four groups were comprised of staff
members at three-star hotels, five-star hotels, low-cost airlines and full-service airlines.
Social-media competence was assessed in five categories: technical skills, visibility

awareness, knowledge, social-media communication and impact assessment.

The survey found that most staff members were highly competent in terms
of technical skills, visibility awareness, knowledge, and social-media communication;
however, back-office staff members in three-star hotels were rated moderate in those
categories. The data showed negative correlations between duration of employment
and frequency of risk behavior, and between age and technical skills. The impact-
assessment competency was scored as moderate across all subject groups. In terms
of motives for using social media, there was no significant difference among groups.

Frequency of risk behavior was found to be low across all groups.

Field of Study: Communication Arts Student's Signature

Academic Year: 2016 Advisor's Signature
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A 1.1 jUyaanslagiaas (Chrysler) Tnaddanansuuninmes

#motorcity and yet no one here knows how

I find it ironic that Detroit is known as the
m
5 . £
to fucking drive

ChryslerAutos

Chrysler Autos

fia: Qualman, E. (2011). Chrysler Fires Agency over F*** Tweet [Online]. Available

from:  http://socialnomics.net/2011/03/14/chrysler-fires-agency-over-f-tweet/

[2016, Dec 12].
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(industrial tribunal) iiesuadsely
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AW 1.2 gundhvilsvamidsdenuninasdu (The Sun)

sacked after—'
filming mock
IS execution & ..
posting online

fiun: Bourke (2015). HSBC staff sacked after filmimg mock ISIS beheading in
Birmingham [Online]. Available from: http://www.birminghammail.co.uk/news/

midlands-news/hsbc-staff-sacked-after-filming-9601910. [2016, Dec 12].
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dennanunlnaduuduinesiia (This sure says a lot about your employees, food

treatment, and what they post on the internet.)”

Wi 1.3 guyaansiumln wad Mmasdeutamnln

Vim: Broderick, R. (2013). The Taco Bell Taco Licker Has Been Fired. [Online].
Available from: https://www.buzzfeed.com/ryanhatesthis/the-taco-bell-taco-

licker-has-been-fired?utm_term=.tojdINV8#.ln2247Rq. [2017, Jan 2].
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fiun: Engel, P. (2013). Fast Food Employees Keep Posting Gross Photos Online.
[Online]. Available from: http://www.businessinsider.com/fast-food-

employees-keep-posting-gross-photos-online-2013-7. [2017, Jan 2].
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http://www.businessinsider.com/fast-food-

MW 1.5 gUypanTuuesineshsiasdueguuiinniaay

Fian: Engel, P. (2013). Fast Food Employees Keep Posting Gross Photos Online.
[Online]. Available from: http://www.businessinsider.com/fast-food-

employees-keep-posting-gross-photos-online-2013-7. [2017, Jan 2].
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Next time you tip me $5 on a $138 bill, don't
even bother coming in cause I'll spit in your
food and then in your {jjillface you cheap

others.

Like - Comment ¥H13 Q14
Fian: Huffington Post. (2012). Chili’s Server Fired After Facebook Tip Rant. [Online].

Available from: http://www.huffingtonpost.com/2012/06/21/chilis-server-fired-
facebook-rant n 1615430.html. [2017, Jan 3].
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- “Sofitel” 4 usis Fadulssusalunganme 2 uss
Ao “Sofitel Central Plaza” wag “Sofitel Silom” wars1939uingn
2 UiA® “Sofitel Central Hua Hin Resort” wag “Sofitel Raja
Orchid” waulknY
- “Novotel” 8 wits 1Uulsausulungamme 3 una fe
“Novotel Bangkok” “Novotel Lotus” “Novotel Bangna” W@
f1999170DN 5 WK Ao “Novotel Chiang Mai” “Novotel Coralia
Rim Pae” 9941 7nv2809 “Novotel Coralia Phuket” “Novotel
Central Sukhontha” Tug1tneuialung “Novotel Coralia Magic
Lagoon Khao Lak” 2anIawen
~“Mercure” 3 W14 laiun “Regency Park Bangkok
(Associated Mercure)” “Mercure Hotel Chonburi” hag “Panwa
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- “Westin” lawn “The Westin Grande Sukhumvit”

““Sheraton Grande” lawn “Sheraton Grande

Sukhumvit”uwag “Sheraton Grande Laguna Phuket”
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