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The purposes of this research were to analyze relationships among leadership,
organizational commitment, service quality, and financial performance, based on the balanced
scorecard concept, in the contest of hotels in Bangkok using survey research method.
The sample sizes of this research are 31 hotels in Bangkok that are the members of Thai
Hotels Association and the price per room is at least 1,500 baht. The instruments were
leadership, organizational commitment and service quality of staff questionnaires. These
questionnaires’ reliability was assessed based on Cronbach's alphas. They are .95, .91 and
.93 respectively. A statistical method of Pearson's product moment correlation coefficient,

Simple Regression Analysis and Multiple Regression Analysis were used to analyze data.

The major findings were as follows :

(1) Leadership was significantly related to organizational commitment (r = 0.383), at
the .05 level.

(2) Leadership was significantly related to service quality of staff (r = 0.358), at the
.05 level.

(3) Organizational commitment was significantly related to service quality of staff
(r=10.800), at the .01 level and (4) Variables that could predict service guality, at the .05 tevel,
was organizational commitment. The predictors accounted for 64.1 percents of variance

(R* = 64.1).





