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ABSTRACT

The purposes of this independent study are divided into 2 parts: the first part is hotel
business, and the sccond part is hotel customers, The aims of the first part arc to study the nceds and
advantages of using information technology for customer services, factors influencing the selections
of information technology for customer scrvices, and to study the problems of using information
technology for customer service in international hotels or local hotels in Thailand. The aims of the
second part arc to study Thai intcrnational hotcl customers’ and local Thai hotel customers® needs of
using information technology, and to study the problems of using information technology.

The sample of the study were 89 hotel personals and 341 hotel customers from 47
international hotels and local hotels in Thailand. Hotel personals included hotel managers and heads
or chicfs of the hotcl communication facilitics department, Hotcl customers included gucsts staying in
the study hotels. The study instruments consisted of 2 questionnaires: The hotel personal

qucstionnaire consisted of questionnaire for cobtaining nccds, advantages, factors influcncing the



selection of information technology, and problems of using information technology for customer
scrvices in the hotel chain business. The hotel customer questionnaire consisted of questionnaire for
obtaining needs, expected service charge, and problems of using information technology during
staying at the hotcls,

The result of the study shows that the hotel personals from both international hotels
and local Thai hotcls presented small level of agreement with needs, advantages of using information
technology (computer, e-mail, internet, homepage, local area network, and data ‘base) for customer
scrvices. The priority of the needs of various types of information technology was similar, but the
priority of the advantages of various types of information technology was different. Besides, hotel
personals from both intcrnational hotcls and local Thai hotcls agreed that customer was the main
factor influencing the selection of using information technology.

As for the international hotcl customers and the Thai local hotel customers, the study
shows that they presented moderate level of agreement with needs of using information technology
(computer, c-mail, and intemnet) during staying at the hotcls. However, the priority of thcl nceds of
various types of information technology was different. Regarding expected service charge, the
international hotel customers offered higher rate of service charge than that offercd by the local Thai
hotel customers.

The problem in relation to the uscs of information technology (computer, ¢-mail,
internet, homepage, local area network, and data base) for customer services presented by both
intcrnational and local Thai hotel personals showed a closc similarity. Whilc the problems in rclation
to the uses of information technology (computer, e-mail, and internet) presented by both international

and local Thai hotel customers also showed a closc similarity.
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