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9
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 fo 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 hoteis
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 mare
of Motel type
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iy 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 theo survival of the fittest, In 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
service developments (NSD) remains high in comparlson to new product
e 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
innovation efforts performance, if s€gvice firms are to significantly improve their low
success rate. In the past, several empirical studies have investigated the success
factors associated with NSD and have shown the important role of servic
employees within NSD activities, however, they have not specifically addressed the
issue of how to manage human resources for maximum effect. nglce employees
are enormously critical to the success of the organisation they represent because
they directly lmpact customers' satisfaction. The attitudes and behavigurs of ¢
employees nificantly influence customers' perceptions of the ser
therefore, set organisations must find ways by which they can effectively
managehthelr 13 %’ employees' attitudes and behaviours so that they deliver high
quality s . Furthermore, the majority of NSD research has concentrated on the
financial sémlce sector. Therefore, this study addresses the gaps in the literature by
examining the impact of employee management on NSD success and investigates
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what factors impact on th industry. The fi Fnd:ngs
of this study suggest that | outcome in NSD is not the result of managing
one or two activities very well, it is the result of managing several aspects
competentiy and in a balanced manner. The success determinants can be
summarised into four groups: (i) product-related, (i) market-related, (iii) process-
related and (iv) organisational-related. Key success factors relate especiaily to the
market and organisational dimensions, while most factors of the process dimensions
infiuence the performance of new hotel sérvice projects. The factors of employee
management were of fundamental xmportance The factors of employee
management that have a strong impact on NSD perfarmance were strategic human

. resource management, behaviour-based evaluation, empowerment and training of
employees. Most success factors found in previous NSD studies have been
confirmed, while some factors have been partly confirmed or not confirmed at 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.

Ottenbacher, Michael (2003) [ new éervzé; development: A study of the
tndustny in Germany. PhD thesis, University of Otago.

anwdudelugafouimstuiuiled 4 ngu
D AU (product related)
- 2) FMNAMA (market related)
3) UWUIUNT (process related)

4) t’Niild 717 (organizational related)

How to develop
By Ottenbacher Michael

hospitality innovation.

Date: Sunda}’, May 1 2 éé

Subject: Hospitality industery (Reports), Customer se

(Germany), Hotels and motels (Surveys), Hospitality
Product: Hotels & Motels

Location: Germany

ice ¢ Surv_vj Hotels and motels

Surprisingly few studies have been
important aspects of the hospitality i , that being what are the essential
elements of : sice innovations. Seeking to fill that gap, this study
examines the factors that underlie the success of new-product

d that investigate one of the most

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 sérvide
innovations. Those factors are tangible quality (sérvice-product-related dimension); market
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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
dimensions). Such other possible lectors as consistent se cé 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
@ innovations. The study found that the nature of the innovation is far less
lmportant than the effectiveness of a hotel's human resources management and
a. 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 to
support innovations' success. Also important is the tangible nature of the service,
but having innovative technology was not a significant factor in new-service
development for these hoteliers.

Keywords: s innovation; human resources

In the turbulent hospitality i Fy, chains and independent enterprises alike are
continuously forced to look for ways 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 organizations, technological
innovations, and changes in customer needs. One approach to improve quality and
reputation is through innovation, or the ability to develop and launch new and
hospitality services. As in manufacturing, new products represent an
important resource of survival and growth for the service ifdastiy. (1) In 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 factors 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 factors

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 fallure rate for new services
remains high. On average, four out of ten new services fail, (3) and there is no reason to believe
that the hospitality industry is exempt from this grim statistic. Hospitality industry innovations are
maostly 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
31



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

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 performénée), we used multiple measures as
dependent variabies. We thereby cover the width and breadth of measures used in practice, and
thus managers may continue their own reflections with their particutar strategic goals in mind,
using as a background what their peers consider as the essential, contributing factors.

. . 9 2 o ' as ] T w
Regression Analysis 11071A019 Q9NN 15usy 184 i lutls smewestiu uaasldmuiifle iy

. & A= 1 o d o b4 = . . . o
e 9 Uszaishinanen NUAUIIVDIUIANTTUAULTANT {service umnovation) AD

1) AUANUBINIIUINS (tangible quality) Mo s aau nay A13UIM3 (product
related)

) AmemnzmmesduiisezuSnsnedu3lan (market selection and market responsiveness)
~Market Related

3) ANNUTINNDVINNINNHU (employee commitment) — Process Related

4} ﬂﬁtg‘ﬂﬁﬂ"l‘iﬁﬂﬂ]‘i‘lgﬂﬁ]ﬂi (strategic human rescurce management) msﬁ'ﬂmmmuqﬁmm
(training employee) M5IAHANH (evaluation) amzmmﬁ’luﬁianﬁn‘aﬁu N1IAMA (marketing
synergy) — Organizational Related

5} mi‘lﬁmiﬁ?ﬂﬁ]ﬂﬂ!ﬂ]ﬂﬂ1ﬂﬁ§1u (consistent quality)

6) winnssuuazmalulad (innovation and technology)

7) 1A (price)

8) HIMIVMVIVH (competition)

y ar  wr € N
9) MIALAIINHMTAAIN (market communication) uazmMIdazvITuNUS (public relations)

) .
(indedoyaiile 15 nyagw 2550)
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