










Abstract 

The objective of the research is to study factors that impact customer 
satisfaction towards small hotels in Pathumthani. Those determinants include staff 
service quality, tools and equipment, product, location, and service rate. Quantitative 
research is conducted amongst consumer in different districts in Pathumthani. The 
research result can be used to  assist in development of small hotels in both Pathumthani 
and others areas which are interested. The research can be summarized as follows: 

1. Fair satisfactory level amongst 92% of respondents 

2. There is a positive relationship between service rates and service standard. 
Good service can command higher price. 

3. There is a negative relationship between service rates and sizes of the hotel. 
Smaller hotels have higher rates than larger hotel. The lower rates of large hotels 
are attributable to higher number of rooms, having more of hourly stays than 
overnight, and less quality of services than small hotels. These large hotels are more 
of Motel type 
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f lmsuwuiu~w"na~udaup-rd~~n~a~~i lwuiu~w"n 

msu~G~naiuaslu~y~uwuiuQw"n~Yolu3J'msrlwuiu~w"n$o~swynsiumsGiu~lw"da'ou 

iesiisbwu\i~i.wgwa~uaunas bisiums%wa"uuw"m diu~aPl"au~id%6Gwdi~a$.w?o~n~~uia$alsl"~ilm 

asaia~a%ofii;ula" 
S Y  o p l -  A pl onnn 15. ~ ~ " n n u ~ m a w p - r i o a ~ B a ~ . w i o i ~ i ~ n i l ~ a a ~ u ~ y ~ u w u i u ~ w n ~ ~ ~ " ~ ~ n a i u o e i i a ~ ~ ~  i z i i  

ibunaiua~oaaazois~i%pl"~~uw?8~insm-,aur~uniu~naiufim$oss:aisbw~d~u~aiiu 50 mw 

naiuluuiwsi 15 $gnunia"naiazlBGanaiu%wiLamuhwuuiwsi 4 a a i s  w.s.u. bssarsu 
9 

( W l h G  3) W.H. 2495 @%; 
r -  A .v "uiwsi 15. ~w"nnu%waww?oaa~~1GiBi~idnowa~~u~yw~wuiu~wn vqvonaiuoeiiqlnq 

dpl I I d d n  
wS~aii3unaiuawonw .wiaBonaiu$o~.w?~111$~~uninGil~~~r1.w?nmaisnrlrs11iir1~~ir~6~fin1~l~iia 

6'oqszaiabw~dYuliiiiu 200 nnw2? 

onnsi 16. a~i5iGnnu%mbmo~o~aia"a1aaz%ua"n~lm:~ua:rio~~i~m~a~uiduwiuii~aiui~~ldnu 
p l w  A A * -  p l w p l  .w?o ~w"no~as%un~ailmuiugwnvssiunlslwq gu?i~n$oawsa~uBnnaiuva~wnlnI.wnou$ii.w?a 

p 1 -  a ~i~slaasaunaiuiiwdo~szai~Tw~ldYulniiiiu 50 mw 

naiuluuiwsi 16. i'gnunia~n i iaz1~naiu1.wi~~wu1ia"a1uuiw5i 5 i a i ~  w.3.u. bsaiasu 

( n ~ u i 3 )  w.ai.2495 

"uiasi 16 1618iGnnuIw bwufotjiaa"a i iaz$ua'necmzKuaz~o%Gii i~naiui31l .~iu~ir i  
A * w  9 p l  

~ ~ ~ I ~ v ~ M ~ ~ $ ~ " ~ ~ R ~ ~ % ~ R ~ R ~ A ~ ~ ~ $ ~ " ~ $ ~ ~ ~ u ~ ~ ~ I A ~  ~u?ign~o~ws~i iu~onaiuvaBwn?w%.w 
p l e a  dauAiw?oia~s?au5~unaiuiiw~oqsza~~bw~ldYu?iaiiu 200 uiw3. 

onnsi 17. $ ~ i ~ i 8 i ~ n 0 m ~ ~ ~ l l d q 9 ~ ~ 1 i ~ a ~ i o n 1 ~ ~ l ~ ~ i ~ 1 d ~ ~ ~ ~  ?bmo~md111!i>iun?5$na 4111 

2 
~ u ~ u ~ w u a y w o w u i u i ~ n w i u u i w s i  14 iiaz~wais~~~Guiuwz~~ouauiuia~~u raazlduiowziiou 

Gi%u?uuou%T?\a"i~u5iWSU iad65q~1su1~0tj~.s'ia1na$iimsdilnn $a?irnuisnds?$wiu~i~un 

~ ~ n ~ 1 a ~ i a ' a % w ' d u n ~ 1 ~ ~ 1 8 a n m ~ n s s u n i ~ ~ ~ w a ~ ~ o : ~ ~ 1 ~ ~ i ~ i ~ u w d ~ s i ~ ~ i u d s z 0 i a ~ u i i a z ~ ~ 1 ~ ~  

lG1~l'ldl~flwslu 

~ is ien is$~oz~o~~wwiuna iu%uassn~ iou~ i~us ion isTuf inu  i{it!iGn$oaaaBqsiunis 

wiuonnsii'r~usarduonhliSni.jidduuiadas 

~Gq.a"oai~qsiunisdsziia'u$~Giw~uuiwsit iBi~iGnw~~~aiwuilzioqa~uiuiia:iuso~ 
Y Y Y 

onnn 18 uiuwza~uu 1~i~Gn~iu6i1as6~aid~uuiu~iudi5ao~u~d n?oPfYawGiarmQlisaa 
A 

~ionsunisdiino ~ d i u ~ o w s a o ~ ~ ~ ~ o ~ u i u ~ w " n a a a z w ~ a ~ ~ u ~ o ~ w " n ~ ~ ~ ~ w ~ o ~ a u . w u ~ ~ a ~ d % w  
9 p l l  voa1sqrisuir~w\%w%~5aun"ui$u do91n.3 IW%J~ ~ o s ~ u d ~ z m u o i . w i ~ ? ~ ~ n i ~ o  

ea - nismsaa8uarniui%u%wuon~in$na'iaia~a %T?d~OEwiuflnl~Grrd~nanuiuaswaismi 

FI?luOl~l 

11 











I .  aiuanaiol~nmisn"iuwq~naa~a~a~~ii~:nai~ar'~w"uimisnq~~aaa~Iaiam~ 

wqGnssuainms"ldur$o~a~ua6u msaanw~oaflw3onisnse~ivosn~d~~n"w~in~i~~sJ'u & n i o l u  
d d d  

i isniuuosynnnZu iaa:muuonii3u8qaaama"ou M aaaiku wqGnssu13uisoawinua4o~fi"u ?in?~ui 
4 

$4nu4wen riazuiyplu?wen .nsi~unisw~ois~iwaius~id~luiida:ai9'~u~o~~ni~~"nuaGos i ~ d i d i d q j  
d v u  

Zo n~s~iasi8~~l~lddiuds:~nm%nnunislduinisvoswpr"nsiuFs~ii~u 

i l i a %  gwuiuluu$titl:%dmul y'iLju4flls (2540 : 7 )  ~ ~ ~ f l 5 4 ~ R l a ~ s d  (Behaworal Sciences) 
d A 

a3urns~nEn$una'ioiis~na'ninmn"%ui~oawqGn~suu~~o .nansounqua$osvos 
9 a - omawui (Psychology) 

- Z q n ~ ? w u i  (Sociology) 

- Y ~ ~ E I U ? W U ~  (Anthropology) 

flis~iw~~nssumams"uiiau%w~~osflir%$u~nisiwdoa5'i~naiuds~w"1]1~ naiuw"swo%sMfi"11 
9 2 9  p n d i i u i l l u ? n i s  Waunis?insizdanbisinnniuq Aiu pnniw~nuiaios:Gslillu3nis (idiui 

wsda I v  9 9  
GmdoaoumuBoya) ihuiI~uinisa"aui~uauumwumua~o~6nisuooi4os%pr~aanpn$uGa wwaou 

wmaos ~';aaGiuiaoo~nain~nialuF5saisuAosw5'0u a~a:~u~%Bu3msfi"u~nsiiu$aBi~niauo sau& 

ms~ado1Giwbau?7nisduq Aau ibu wisownono iwsa is  Ins+& 
a v w a  oi~udvi1ain~iwso8%nusnisLida:nua:i3uQQaLodi'ld~wq~nssuvosynna~u 3qPauiii 

uwuiw~i~~~sIunis~m3uls~u~m6ialurnsuil~uimsiwsi: oisud"o%difiwmsns:ii  niswyw 
d w  P ~sirauw?o~i%Xnumns~%unrnwwmwaulsl~ld oisudois96iuielunilns:$u~sldnuduoinflis 



lduinis~snas~osa$uYnna~a~a8uws~unou iis5sanm aw"amsaoaieuRiinasd~~~a.du~5 lBu4ms 

o i i s ~ s  ~ E ~ U b ~ ~ 9 ~ f i " ~ f l a l ~ d 5 ~ W " ~ ~ B f i " ~ ~ i l d i  ~lr"~leiJudiaai"uos~ni in;pJui~~~tu 

nisitnsi:dgnn"iQui1+u?nis%umis~mimui a<usin~sismi~nAiaaia:nw$ui1Bu?nis 
d r  s a 

oisusla"~osgn~ia~ur?S1!a~'udidsu~ut~~' i~~ufa~u?~u~q~flss~~osnu nisw~anusniraiuisn~.U"i!'u 
9 1 s -  nisns:ii 7wIsaaa:d$??uiuas~nWi n?~nai9~&oam5~los~ni i  azdau . i i i lw "w~ns iuy lwus f l i s  

ariuisnaoi~u:1s{uil4u?nisn5"isnaiuds:W"ulilaa~5'nuiaYuW'u~ni~ ~~&~i l4p~?ms18a$u~ti is 

Z ~1'aP1"u?nis$s~os~ua~1naiuwuiuiu~o:a~i1s~nn"i~ui%~pJ?nis1duin~~~ 

~ a i u d s w ~ l ~ l ~ d m n ~ ~ f l i ~  
-a 4 *a ~umsdnnnna iuw"swo!~~na~~n~sdn~ i f l ~s~m no na~uw"swa~o.uss~d~uflsiu 

9 9 

(Join satisfaction) a~a:naiu~sw8~~$un1s~~u?nl~ (service satisfaction) 'i'3~l!~flisdflulfl?4$ I& 
A 4 9  

bnw %uZiwmsI$u?ms 2isutldaiua~maiuan"Unaiuw"swe,l~'uos$+u?nis~sd 

wsuiynsuai7'uSrnn'narniu (2525, ww"i  585) ?~?lw"naiuwuiu6iii " w ~ ~ l o . ~  nwuds nulo 

VOEI LMm: 

aeattuw (wolman, 1978, p. 283) 1ATXnaiuwuirrii naiuw"swaloa$uarniwn~iu$dn 

(feeling) ' ~ F J . I P I ~ M ~ ~ G ~ ~ ~ ~ P ~ ~ P I  flalU~0~18~1%B1OldBRaip1&89nl3 (wants) t4?Bll79gdI9 (motivation) 989 

nu185'unisnouaum 
9 a dhsy tam?& (2521 : o i s o s h  8181 ?s~ui6qwE 2538 : 33) dlatuflos6ds=nouw?an1~n! 

~ ~ a ~ ~ i ~ m w ~ ~ n s . j ~ ~ s : ~ i i s n i s ~ ~ i o v ~ ~ ~ ~ ~ u ~ n i s ~ a a : ~ ~ u u ~ n i s ~ o n a $ u  3 os&15=nou5o 
9 Y os4ds:no~lia%oind~~4in~iiod4nsaoa 0~4d. j :no '~& iu~ l~~1. jn i~aa~z~~6ds:no~~a i i 'p ls in~n i~  

A 
msEwio vsss6ds:no~l~tii~0in.aniwnisG~do~o~nuidouGw~ar:w"ouoonuilu~d~1o~~aiuw"~ 

A 
waIon;on1sns:ii.aso:iswald~iaBiwdiios6nisraa:8s4nisaos 

auaiinl nlaisp (2526 : 4) n i i a i i  naiuw"swol~t9unis%Gnaiu~dnvesnuasi$~uw"uli"n'~l 
dd d 

~anw'nuwanuan '~na i~nuiuvusani~a~a~dou~~iamndisn '~  inu naiuidn baa wale-biwsla 

auls-IJaruIo a$u& 

wps Qinhana (2533 : 6) n i ia j i  naiuw"sw8lr nuiui?s naiugosms (Need) ?&~s. j~a~sl inm~ 
A 

~lq~nssudaaarmsoonuio:~naiu~v .astYsrnnlioinariumi $iiynaan:nisaaawsoon - d 
rlaa mr~wrn (2538 : 24) n i i a i i  naiuGswoIo nuis& na~u$a"n n;a+un~.uos~nna% 

d 
do~swdsw?oda iod ia7  ~aiuabos naiu~n"nwaIuo:iE~!ed auana1u6osnisuosynnn1R"iuni5 

A Y 
I S  d 

auBs w?aussqgm~sn~nulus:d~lnus n'3i~$dn~sn~iao:awas~7~?uan~vup1iflnaiuR'osnis~~u 
Y 

~ f l ~ ~ ~ l ~ l ~ ~ ~ ! ~ l d f P l n l b ~ ~ ~ f l ~ ~ 9  



A 
Victor H. Vroom (1964 : 328) n i ia i i  ~n~n~aaa:na iuw"swa~o~~wu~aiu i~o~Barp1pd~uI~  

~wii:&aosdi~w~iiu$s w a ~ l ~ e i n ~ n n a r 4 ~ l d ~ a i a p d i a u ~ p d d s ~ u  ~nun~$iu~ranoz~aar~s~w"adu 

nniwnaiuZswo~o~uisZu raa:~pdn~~iuas~anws1~"adufiniwnaiu18i~"swn1o1udsku 

Benjamin B. Wolrnnn (1973 : 384) f la ' laa' l  f l a l u~4wO~~  vrulu$9 naiufdn (Feeling) 

~naiuqsla~onea~-ai~~5'uwadia~awiuPw~swuiu (Goals), naiuiosnis (Wants) w?n1~ss~s18 

(Motivation) 
v a  2 s  eY d 

Wallwedtein (1973) ndiaii naiuw"~wo~sa~wnaiu~nnwbn~sl~~uo~n"~uwadia~a~1iunaiu 

~swuluwfaa~unalu$~n~ldqww"lU (End-State in Feeling) i ~ 6 ? u w a d i a ~ o ~ i ~ ~ w ~ d ~ z a r ~ d  

Maynard W. Shelly (1975) ~ n ~ ~ i ~ a u a n a i u ~ w ~ ~ ~ ~ a : ~ ~ n a i p ~ ~ ~ w o ~ i )  nqdl~iinaiuiswnIoa$u 

naiu$n"narosaauuuosuy~i ?ID naiufZnluwisuanaaa:naiol$dnwisau naiol$dnwisuanaSu 
Y , d A  - 2  nai~qanwaueanavu~~a"a~:iilXrn"wnai~qv 

n a i u ~ ~ w a ~ a u e s n l a : u i u ~ d n ' ~ u ~ n i ~ b ~ i ~ i a a z  

aadu saaiin (John D.Millet. 1954: 397-400) ~ 6 f l ~ l 3 ~ ~ u a ~ u n a 1 0 1 w " s ~ e , ~ 0 ~ l d f l 1 ~ ' ~ ? n 1 s  

(Satisfactory Service) m ~ n ~ a i o l a ~ ~ n ~ ~ i ~ z ~ a i ~ a i i i u ~ n i ~ k p d a ~ u w " w " s w a ~ e w ? n ~ ~  IwaTwain 

1. m~ldv?nisaiisdiaiuu (Equitable Service) &I nisu?msiQna1uqE;~3su 

2. aauonina~araauowdiliiia:~~PaIn's 

3. m34du?mssawl:a w '~~da laa i  (Timely Service) ?ID fli~ldu?msmiuiinl~nr:naiu~ia~~ 
a 
sudau 

4. f l 1 3 ~ W " p I ? f l 1 3 0 ~ 1 9 1 ~ ~ 9 ~ € 1  (Ample Service) ~ F J  ~ ~ l U 6 0 9 f l 1 3 1 ~ u 9 ~ 8 1 ~ 6 l p d a 6 1 1 ~ ~  ynains 

5flarngdfls&Fi1s q 

5 .  f l i s ~ ~ u ? f l l ~ ~ e i i 9 ~ 0 ~ ~ a s  (Co~tinuous Service) 0 1 d ~ i l 9 ~ 1 1 5 9 ~ ~ i ?  

6. ~ 1 ~ 1 w " U ? n l S ~ ~ ~ l 2 1 ~ 1 ~ 1 3 ~ ~ 1  (Progressive Service) ?I8 ~ l 3 ~ ~ ~ l ~ l ~ l l ~ f l l ~ ~ l ~ $ l ~ d ? ~ l ~ ~  

aaazganiw$~Qnai%ns~sun"iam~~ilddna 7 

Michael R. Fitzgerald & Robert F. Durant (1980: 586) ? ~ 1 w " n a l ~ M % n ~ k ~ ~ a ~ ~ n ~ l ~ w " 9 ~ 8 1 ~  

da , 
vosds:vi~udunoflisu?flisainissu: (Public Service Satisfaction) ii ad~msd'~zr~eawafii~ 

dfp%siu ~ iu f l i~%du?ni~ve ,~~daun i~dnnso~w"nsd~  b~U~6~~ iPJb~w0 inn i5?~ f  (perceptions) 
B  

~ s m ~ ~ ~ o l e u n i ~ p 1 3 n i ~ a a w " ~ i ~  aaazmsds:a7uwa~~a:~awndi~n"uld vundn"ud3zaruni3diaadaz 

qnnal~?u~~u~nmnd (Criteria) ~ ~ ~ d a : ~ n n a ~ s l a ~  3au~~f l is iw~u.uasynna$u~au I w u f l i ~  

dazduwaanu~ssiaau'so~n~$pd 2 6ipd6'a 
9- IYB 

1. $ipdd~"a~ (Subjective) $ s r E ~ ~ i n m s ~ w s u ~ o s n i s d s u ~ ~ n i s ~ i n i s  

2.61¶45n~?8u (Objective) $ ~ ~ ~ ~ ~ 1 ~ ~ ~ 1 ~ ~ U d ~ ~ n ~ ~ l a : ~ ~ n l ~ ~ ~ 9 f l 1 ~ 7 1 ? ~ ~  



P.Nelson Reid & James H Gundlaeh (1983 : 41) ~ n a l u i ~ u i l n 3 l u W 8 9 w ~ ~ ~ ~ ~ 9 ~ ~ n a  

w&s~nniswuPI:iiElwq~nssunisld~?nis i$ua-Gun aiuw"awn1svosnl~:~i~u~~~noinniqipI 
pl d d  v 

u ? m ~ a i n a ~ i ~ u i w w a i u i ~ o ~ o ~ a u n a n ~ i % ~ X o ~ n i ~  ~ 7 o t ~ X 1 v f l ~ ~ i  s a u w " s a d ~ w i  t a a z i i l d  

nls:vi~u~~~naiurnn~71o?n"4~inpa"ouaGu~1~ 

q?er: ?%~er-ar?ar3 (2530 : 42) ~ ~ l X ~ a i u n u i o v ~ ~ n a i u w " a w ~ l ~ n a " ~ n i ~ l X u ? n i ~ v o ~ w ~ ~ s ~ i w  

voaY2 Ium~f lnpnvosav i i i  n u i G s  .i:KuiPlwa$?loinmswunl: a o n f l $ n ~ ~ u ~ q w i ~ 9 0 ~ n ~ n ? i  

*swa~!ata:aQisnaiuQ71o~4uql~ 



2. nqu~miu&~sni5~as{u?bn 

g% s&oli!eu ( 2541 : 50 ) n5nnisnain ndia$stas~;~lo<ui~aiud~qni~va~(u4lnnii 
A 

aasq;qisluni2llu?nisuaa~nAi o:inaiu~o~nisw"P.saiuwain.as Abraham H. Maslow 

Pkn7m?wui~iaaau?n"u?ddiKuiunai%1do~nis~a~uilnn'2a" j i u  Eirznon16au 

1. A ~ l ~ & B J n l 3 l l l  (Physical Needs) i ~ ~ n 3 i u ~ 0 9 n 1 s ~ u ~ i u ~ % 1 ~ ~ i ~ n n u c b ; a 9 n l s  ?i8 

d d vi ,  
aimff <i einis nisw'nieuq . 1 r s ~ ~ u & ~ d a i ~ a ~ f i n ~ ~ ~ 8 ? ~ ~ ~ n a i u $ 0 ~ n i 5 n i 9 i i ~ n 1 u 6 9 ~ i n 4 ~ ~ 1 ~  

ndslnnd9p1i9 naiu~a9ni71u~iu$u aaazJ;5uiud2sniifio:1~niiiin$u 

2. n a 1 ~ 1 ~ 0 9 n i 5 n a i w 1 ~ ~ ~ ~ 0  (safety ~ e e d s )  n a i u ~ o q n i ~ 5 z ~ u 6 a ~ u n a i u ~ o a n i 5 i ~ a 8 u  

nii~aiu5osniswisiisniu n~iudaow5uuanr innaiuo~sondaew~swi~i isn iura~a uyu&Bs 
d 

$iiw"s~snaiudaen~uIuoui~n . a ~ a i o s z ~ a n ~ s a n n % u ~ d v o ~ m s 1 ~ u ~ n ~ ~ 1 ? w i  nixaou n?oo(Iu;d 
. i 9 

vosniseiszn'Pai5m eis:hw?w'w;~u saun"sfiaiuXosni~~ua$o~naiuin naiuoutju~invjotau wuoq 

i3uzu 

3. f i a l o l & n ~ m a n a l o l ~ ~ 1 1 a ~ 1 ~ u ~ ~ l " ~ ~ 9  (Love and Belongingness) L ~ B ? ~ ~ ~ ~ ~ ~ ~ F I O U B U B ~ ~ U  

~: iu<u i  2 ouiswoIoaiaYa d n ~ n a i ~ ~ a ~ n i ~ v o ~ u ~ p ~ i ~ o e i i ~ ? ~ d u q w  uanoinnaiuWoqms 2 ~zgnunr 
d . .  d 

taa'auyuuu9unaiu~oqnis$o~naiudu$uiiIawnaiuinn"unu%u~n&iao aioa31anaiuQnnioIu 
d 

Fl90l IF lk  ~ ~ ? f l  I ~ O U  ~8qfii61fi{%~d~~~~iodd8Pdit!0u5"Pi4189~~dpd ii~zb~1i%ddXl%n ~ ? ~ ~ M M U S  
Y 

vosar'9RuGuq 
d 

4. naiol&~~nl~a~uipInua"p1~da:pIndB9 (Esteem )GO n a i u ~ 8 9 n l ~ w ~ x ~ u $ ~ i  t8u$iynRa 

kaIdeuu?u un~neios~i'u~o d e s n i s % ~ l ' ~ n n a d u u a ~ m u i o ~ i i ~ ~ ~ d ~ ~ i ~ ~ d i G i ~ n i s w u n e i o  Z%oads.a 

i"nsEun Biuio huw~swPd'i~nissiu~d~ud~nu 

5. ~ a s n i ~ ~ . u " i % o ~ ~ a : ~ ~ ~ ~ ~ ~ d ~ n u i u ~ ~ q n  (Self Actualization ) 1~unalu6asmsnai~1011~5fu" 

~ u ~ ~ w " m ~ ~ ~ i ~ ~ n a i u B i u i ~ n w " o : ~ i ~ ~ m i u i d i ~ u i u ~ ~ ~ m v a ~ ~ ~ w ~ ? d ~ d i ~ ? ~  &010$:?~($9 W?FJ?P~;J 

waw"ld?io naiuw"swole~uq~qw'~i3o?X5"~inaiuqv~innai~ario~i50vo~~u~os aliu iba3u~n"n1$So 
d d B  

iiadun~u9 w?~ndqi~ualulandnlszarPrnaiudii?olu"nids:anw6u <~~~nnaakalan?bfCnaaaz 

ssu?u~unaiolaiiaJi5nid5in~ku 



I 

~ u ' ~ d n e u n ~ ~ ~ e u ~ n ~ ~ v e a ~ n ~ ~  
v 

~ u n o u ~ u n s z p l a u n i ~ ~ o p l ? n i s v o ~ ~ n ~ i  nI5:napln'au~unouioldd 
9 

1. n i s a ~ i ~ n a i u n " a ~ n i s ~ n c l ~ w w i ~ n a ~ u ~ o a f i i ~ ~ u ~ ~ u ~ i u ~ ~ C u  4 i ~ ~ ~ ~ 1 5 S U 1 6 9 ~ ~ 1 ~  

8a~nisaa6ansiui iQni; i~u~na~u~B9m5Bdi~u~uzluTui~nr~~~~~a 6u:adurfosi~uiomsnsz~u 
2 2 A 9 

% d ~ i i ~ m s C n ~ u % o v o ~ s r n ~ n ~ i ~ o s n i s 9 ~  

2. $uiouni~CnFiw%t~ Gn$ioewP.uirnaiiiZlaiZ $ ~ l a i $ u  sinias n?o& i iq%nlXl r?n is  
s l w -  a ~ o ~ l u u e n a w ~ o o i n 4 ~ ~ ~ n ~ i f o ~ v o n r i  winqInpl~msGBo;avo~{viu ~ ~ ~ Q o ~ n v a s d a ~ ~ z ~ o s ~ i  

n ~ s ~ n ~ u l o ~ a " o n ~ o w ~ o l ~ ' ~ ~ ~ n i s ~ ~ - , i i u a a a z s a ~ a ~ a u ~ n $ ~ d  

3. $ n ~ u % u ~ o w ? o i $ ~ n 1 4 u i n i s  mslw"~iuaziduaaari~nbiociiaaz~~uom~6~uoz~ilw'~nAi~ 

~ n % ~ p l ? f i i r b n ~ u % o I $ 1 ~ a a a a z ~ ~ ~ 1 ~ 1 u a " ~ ~ i s i ~ ~ a a r w o % w ' % 1 i n ~ ~ ~ u  
9 9 -  

4. ~ 1 ~ t T 8 9 % $  B ~ ~ l ~ 1 ~ ~ ~ ~ ~ ~ ~ ~ % ~ P I h l f ~ l ~ n ' ~ ~ ~ ~ ~ ? ~ % T ' i ~ 5 ~ l 5 ~ ~ 1 9 ~ ? 9 ~ 9  H?8fl&iernrl%%~i 

4 9 a v 
onnfs nis%4n%~atsnoioaduniswnao9l~aho9dwsi.u5svon ~oainndiasindaa9i~9uw?o 

{ d s z f i o ~ n i s s i u ~ u ~  a ~ o % ~ a ~ a ~ ~ u ' ~ o ~ ~ ~ ~ ~ n a ' u u i % ~ ~ ~ i f i i s ~ n n ~ s  
9 9 -  

5 .  d ~ n P 3 r ~ i w f i n i s I ~  a ~ w ~ i s ~ s a ~ a ~ n ~ a i u w " 9 ~ o % ~ v o ~ ~ % n ~ ~ s f i 1 s ~ i ~ o e r  d517%~%9 QuTu 
0 

u u a n ~ l u h l f o ~ ~ ~ % l ~ n ? o ? i  iw?oIOjZ { u i i w ? 0 l i { ~ 6 1  oiqozthannlboinB~Gi diyw waonsunis 

na'unn14er3m5$ivoaBnii 
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7. aizarotawa~a~aan"~1na1~~i~~a6~~4~~^na~z~aaz~~0ttenbacher, Michael (2003) 

new development: A study ofthe hotel in Germany. PhD thesis, 
University of Otago. 

Abstract 

Meeting the challenges of an unstable and turbulent business environment is not 
easy, it is like Darwin's evolution the0 ival of the fittest. I n  order to survive 
in the market place, it is important for organisations to successfully develop 
new services. Despite the importance of successfully developing new services, 
knowledge about how to achieve success is limited because the failure rate for new 
&&i& developments (NSD) remains high in comparison to new product 
developments (NPD). The success rate for new $kt& projects are on average 58 
percent, in other words, four out of ten new services fail in the market place. 
Therefore, it is critical to expand the knowledge of the factors that impact 

.*5,*!.?.,%,.::< 

innovation efforts performance, if & & ~ g  firms are to significantly improve their low 
. success rate. I n  the past, several empirical studies have investigated the success 

factors associated with NSD and have shown the important role of seeii6 
employees within NSD activities, however, they have not specifically addressed the 
issue of how to manage human resources for maximum effect.  enr rick employees 
are enormously critical to the success of the organisation they represent because 
they directly impact customers' satisfaction. The attitudes and behaviours L .:I,lgeF ...-.- of $&&@e .-. 

cantly influence customers' perceptions of the &~ijgg, and 
nisations must find ways by which they can effectively 

employees' attitudes and behaviours so that they deliver high 
ermore, the majority of NSD research has concentrated on the 
r. Therefore, this study addresses the gaps in the literature by 

examining the impact of employee management on NSD success and investigates 



what factors impact on t nce of NSD in the hotel $iri.d:6gt.&. The findings 
of this study suggest that outcome in NSD is not the result of managing 
onk or two activities very well, it is the result of managing several aspects 
competently and in a balanced manner. The success determinants can be 
summarised into four groups: (i) product-related, (ii) market-related, (iii) process- 
related and (iv) organisational-related. Key success factors relate especially to the 
market and organisational dimensions, while most factors of the process dimensions 
influence the performance of new hotel &$&i$jj projects. The factors of employee 
management were of fundamental importance. The factors of employee 
management that have a strong impact on NSD performance were strategic human 
resource management, behaviour-based evaluation, empowerment and training of 
employees. Most success factor& found in previous NSD studies have been 
confirmed, while some factors have been partly confirmed or not confirmed a t  all 
for the hotel sector. The findings of this study demonstrated and empirically 
confirmed that employee management is an important aspect in NSD. Furthermore, 
these results contribute academically and some useful managerial implications can be 
drawn from the findings. 

,:: -c,: 
Ottenbacher, Michael (2003) r7e1l servi:ce d~l . c lop~mn/ :  .I .Y~UJJ of (17‘ 

hotelt@@r& in Germany. PhD thesis, University of Otago. 

1) K a h X  (product related) 

2) asnwmain (market related) 

3) sluawnla (process related) 

4) askna (organizational related) 

How to develop hospitality innovation. 
By Ottenbacher, Michael 
Publication: Cornell Hotel & Restaurant Administration Q u a m  
Date: Sunday, May 1 2005 

..an2 2 '* >#;* 1. F, ~>ev Subject: Hospitality I S i i s 6 ~  (Reports), Customer s i k c e  (Surveys), Hotels and motels .,s; ,<:I'., X 

(Gennany), Hotels and motels (Surveys), Hospitality m"d~&&t$ (Surveys) 
Product: Hotels & Motels 
Location: Germany 

Surprisingly few studies have been published that investigate one of the most 
, that being what are the essential 
. Seeking to fill that gap, this study 

examines the factors that underlie the success of new-product 

innovations. A questionnaire was returned by 184 managers of hotels in Germany. 
Although the responding hotels ranged across all five of Germany's star classifications, the 
largest proportion of responses came from hotels with high star rankings. A regression 
analysis of the managers" responses showed nine factors that drive the success of s&i& 

.,,E,,:. , >., 
innovations. Those factors are tangible quality (servsce-prod~~ct-rclntcd dimension); mnkct 



selection and market responsiveness (market-related dimensions); employee commitment 
(process-related dimension): and strategic human resources management, training employees, 
empowerment, behavior-based evaluation, and marketing synergy (organization-related 

:-*.,.;$L;x*,::P:. 

dimensions). Such other possible lectors as consistent Lwxce delivery, innovative 
technology, price. competition, and marketing communications and public relations did not 
figure in the final analysis. 

A survey of 184 German hoteliers identified nine factors that promote 
$&wig& innovations. The study found that the nature of  the innovation is far less 
important than the effectiveness of  a hotel's human resources management and 
employee training, empowerment, and commitment to  the st&?&. Ensuring that 
the innovation is matched to the targeted market is important, of course, but such 
factors as effective marketing communication and public relations do not seem t o  
support innovations' success. Also important is the tangible nature of  the sew'ice, 
but having innovative technology was not a significant factor in new-sewice 
development for these hoteliers. 

Keywords: innovation; human resources 

I n  the turbulent hospitality , chains and independent enterprises alike are 
continuously forced to look of improving quality and reputation, cutting 
costs, and increasing sales and profits. Adding to these challenges, and often 
precipitating them, is fierce competition among hotel organizat~ons, technological 
innovations, and changes in customer needs. One approach to  improve quality and 

through innovation, or the ability to develop and launch new and 
hospitality services. As in manufacturing, new products represent an 

important resource of  surv~val and qrowth for the service f#T###. (1) I n  that - . .  
development of innovations has become a strategic weapon for both 
hospitality chains and independent hospitality enterprises alike. To help 

develop such managerial tools, we report on a survey of  hotel managers' perceptions 
of  what constitutes key success fg#q$q for the development of new hospitality 
services. The sample's cross-section of German hotels offers managers the 
opportunity to compare their own perceptions and experiences and to  gain insight 
into opportunities through reflecting on our discussion of  these key fickbrs 

Despite the crucial importance of being innovative and developing new services, knowledge 
about how to achieve success in innovation seems to be limited. (2) Especially in the hospitality 
sector, there is a dearth of reports, insights, and discussion on how to develop new services 
because there 

have heretofore been no large-scale or detailed studies on success and failure of new 

hospitality services. As a result, managers often rely on gut feeling, speculation, and their own 

limited experience about the keys to innovation success. Alas, the failure rate for new services 

remains high. On average, four out of ten new servicesfail, (3) and there is no reason to believe 

that the hospitality industry is exempt from this grim statistic. Hospitality industry innovations are 

mostly intangible in nature. As a consequence, they are difficult to monitor and evaluate in terms 

of frequency and timing of execution (efficiency) and their contribution to customer satisfaction 
3 1 



and profits (effectiveness). We believe that the industry needs a better understanding of the 

factors that drive innovation periorrnance. 

In this article, we supply a literature review that elucidates the meaning of innovation and the 

factors contributing to its success, thereby building a framework for the management of 

innovation. We present a regression analysis with "overall success" as the independent variable 

as a lead-in to a discussion of the contribution of what, in essence, are design and delivery 

elements of innovation. Because success can be measured on a number of parameters (e.g., 

market share, customer satisfaction, financial performance), we used multiple measures as 

dependent variables. We thereby cover the width and breadth of measures used in practice, and 

thus managers may continue their own reflections with their particular strategic goals in mind. 

using as a background what their peers consider as the essential, contributing factors. 
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related) 

2) ~3101i%011~8019109~~~1i~~",Pl~nl5dB~~~b~~ (market selection and market responsiverress) 

-Market Related 

3) Aa1015'as1~80ln~1od"n91~ (employee commitment) - Process Rclated 
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4) n~f$l~f115~~'nmcj~~1aln5 (strategic human resource management) ~ 1 5 ~ ~ ~ 1 0 ~ 1 5 ~ ~ A ~ i n 5  

A 4 
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