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Abstract

The objectives of this study were: (1) to study business operations of small
boutique hotels in Bangkok Metropolitan; (2) to study the important level of
management factors based on McKinsey 7S Model for small boutique hotels in
Bangkok; (3) to study the successful level of small boutique hotels in Bangkok; and
(4) to examine the relationship between management factors and the success of small
boutique hotels in Bangkok.

The population of the study was the person who took care of the small
boutique hotels 4-79 rooms for 83 hotels in Bangkok Metropolitan. Questionnaires
were used to collect data from all the population and the structured interviews with
the managers of 5 small boutique hotels in the population were conducted. Statistical
tools employed for statistical analysis were percentage, mean, standard deviation and
correlation analysis.

The results showed that (1) the respondents were boutique hotels in
Bangkok consisting of 4 to 79 rooms. Seventeen hotels 20.5 % were managed by
hotel chain. The major selling point of respondents was the good service 59.04 % and
the average occupancy rate was 69.78%. (2) The most important management factor
for small boutique hotels was System and the remaining factors were Style, Skill,
Structure, Strategy, Staff and Share valued respectively; (3) The management success
of small boutique hotels was at the high level and the highest successful level was in
internal process and the high level was in learning and development, and customer
success respectively. The financial success was in the middle level; and (4) the
relationship between management factors and the success of small boutique hotels in
Bangkok were positive in every dimension. The research results suggested that small
boutique hotels in Bangkok should emphasize upon systematic planning which will
result in finance achievement of the hotels.

Keywords: Success factors, Boutique hotels, Bangkok
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QUESTIONNAIRE
The research of “Key Success Factors for Small Boutique Hotels in
Bangkok”

Explanation: This questionnaire is for hotel manager, hotel owner or who has been
responsible for hotel operation.
The questionnaire consists of 5 information parts:-
Part 1 General information of respondents for 7 items.
Part 2 Nature of Hotel business for 6 items.
Part 3 Key Success Factors for Hotel Operation in 7 factors for 42
items.
3.1 Strategy
3.2 Structure
3.3 System
3.4 Style
3.5 Staff
3.6 Skill
3.7 Shared Value
Part 4 Levels of Hotel Operation Success for 16 items.

Part 5 Other factor for 1 item.

Your answers and given comments will contribute to the study for the
implementation of improved hotel management and to the essential information to
related organizations within small boutique hotel business for policies set-up and
support measures in this SMEs to be more efficiency with the environmental change.
The researcher will analyze the data overall to enhance success in boutique hotel

business. Therefore, this questionnaire does not effect you or your organization.

Thank you.
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Part 1 General Information.

Please mark / in 3 (to be i ) for one answer or fill up the spaces to state your

personal data background.

1. Gender
3 1. Male
= 2. Female
2. Age
3 1. Under 30 years
3 2.30-40 years
= 3. 41-50 years
= 4. Over 51 years

3. Nationality

I 1. Thai

= 2. Foreigner (please SPECIY)...c.ciirreiriireiireriiereeieeteeeee e

4. Education Background

1. Vocational Certificate in hotel program.

= 2. Vocational Certificate in other program.
= 3. High Vocational Certificate in hotel program.
B 4. High Vocational Certificate in other program.
N , .
5. Bachelor’s degree in hotel program
I_ , .
6. Bachelor’s degree in other program
I_ , L .
7. Master’s degree which is not in hotel program
-

s. Other (please SPeCify).....ccocviviiiieiecececeeeeeee e

5. Where did you graduate?
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" | In Thailand
|— .
2. Oversea (please SPECIfy)......cceueieieeeieieiericieieseee e

6. Position

" | Hotel owner

"2 Hotel manager

" Hotel manager assistant

-

4. Other (please SPECIfY)....cciciririeieiieieieeeeeeeee e

7. Year of services.

" | Under3 years
L, 35 years
"5 68 years

-

4. Over 9 years

Part 2 Nature of Hotel business

1. Now the number of your guest rooms are .........cccceeveereereeennennne. rooms.
2 Do your hotel manage by other hotel chain ? I Yes No
The name of your hotel chain iS..........cccoocivviiiiiinine e
3 What is the most important of your hotel selling point? (please select only 2 items).

3.1 . Location.

3.2 = Outstanding building design.

33 2 The good service.
[ .
34 Technology Innovation.
3.5 = Typical local characteristic.
N

3.6 Other (please SPECIfy)....ccoeivvereirreiieieeceeee e
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4. Hotel occupancy for last one year is............... %.

Increment from the previous year for around ............... % (use - for decrease).

5. Average room rate

5.1 Room type
Max. price
5.2 Room type
Max. price
5.3 Room type
Max. price
5.4 Room type
Max. price
5.5 Room type
Max. price
5.6 Room type

Max. price

.................................... lowest price.......................baht
............................. baht.
..................................... lowest price.......................baht
............................. baht.
.................................... lowest price.......................baht
............................. baht.
.................................... lowest price.......................baht
............................. baht.
.................................... lowest price.......................baht
............................. baht.
.................................... lowest price.......................baht
............................. baht.

6. Other facilities in addition to guest rooms is :-

6.1 Food & beverage

62 | Meeting rooms

63 I Swimming pool

64 I Gym room

65 | Spa

6.6 | Other (please SPECify).....cccoveveiiieeeieecieeeeeienea

Part 3 Key Success Factors for Hotel Operation in 7 factors.

Please mark/in the box I

showing how important for each following item that

effect to the indicated numbering as detailed below.

1 = much less important or none

2 = less important
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3 = Medium
4 = Important

5 = Most important

Item Key Success Factors Important Level
2 3 4
Strategy
1 Emphasis on writing strategy set-up & [ [ [
operation goal.
2 Emphasis on clear operation planning [ [ [
annually.
3 Emphasis on the direction adjustment of [ [ [
business plan that focuses on customer
responsiveness.
4 | Emphasis on doing your specialized business. = B I
5 Emphasis on the business plan adjustment to - I I
the external environmental and competition.
6 Emphasis on enhance operation cooperation [ I I
between your staff in each division.
Structure
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Item Key Success Factors Important Level
2 3 4
Emphasis on having the simple organization
7 | structure. = [ :
Emphasis on the operation staff decrement to
8 | minimize the structure. = [ =
Emphasis on setting up the clear duty &
o [ [
9 | responsibility of each department. [
Emphasis on the organization restructuring to
. . [ [
10 | fit with the environmental change. [
Emphasis on the staffs who have the
11 | leadership. 3 N 2
Emphasis on the restructure and operation
system to fit with the department strategy
N r N
12 | regularly.
System
Emphasis on sale and marketing system
. N [
13 | management to increase sales as the target. [
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Item Key Success Factors Important Level
3 4
Emphasis on regularly development of
financial system management (take care [ L
14 on incomes and expenses).
Emphasis on quality of service
improvement throughout the system for B r
15 customer responsiveness.
System
16 Emphasis on the evaluation management
system to measure customer satisfaction [ I
with efficiency.
17 Emphasis on management system to fast
respond to the market & customer such as [ I
internet booking.
18 Emphasis on communication
development and data provision with B I
efficiency.
Style
19 Emphasis on executive independence to
staff. [ I
20 Emphasis on working together as a team.
[ I
21 Emphasis on sharing of staff opinion.
[ I
22 Emphasis on working flexibility comply
with current situation. [ I
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Item Key Success Factors Important Level
2 3 4
23 Emphasis on action plan writing.
[ [ [
24 | Emphasis on incentive measures for better
staff performance.
[ [ [
Staff
Emphasis on ongoing staff training
25 | development. = = L
Emphasis on planning work progress for
26 | each staff. = = L
Emphasis on good work ing atmosphere to
27 | encourage staff morale. 3 2 2
Emphasis on better staff welfare as
28 | compensation. i 2 2
Emphasis on more authorization
r r r
29 | independence at decision making.
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Item Key Success Factors Important Level
2 3 4
Emphasis on activities creation to build
30 relationship and team work within the organization. L r n
Skill
Emphasis on knowledge training and sharing in the
31 organization to have more skill. = [ N
Emphasis on create the staff to have the skill in
32 variety. = r [
Skill
Emphasis on the applicable modern technology to
33 reduce the cost of service regularly. I [ I
Emphasis on supporting the staff to serve the
34 | customer requests promptly. I [ [
35 Emphasis on performance appraisal to motivate the
staff to show on the ability. B I r
36 Emphasis on development & improvement of
service quality regularly. I I_ B
Shared Value
37 Emphasis on staff participation to set up the
organization philosophy or motto. - I_ I~
38 Emphasis on following the determined philosophy.
o |
39 Emphasis on the confidence in the value leading to
the success. I B B
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Item Key Success Factors Important Level
2 3 4
40 Emphasis on supporting the staff who always
act following the hotel motto. I I I
41 Emphasis on arranging the activity to show on
the organization cultural. I - I
42 Emphasis on cultivating staff to have coworker
sense. I I I




Part 4 Hotel Operation Success data.

Explanation: Please mark / inside the box

the principles that:-
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for the level of success in your department by

1 = Much less successful or none.

2 = Less successful.
3 = Medium.
4 = Very Successful.

5 = Most successful.

Item Success Description Level of success
1 2 3 4 5
Financial success
1 More revenue than last year.
[ [ I [ [
2 More occupancy rate than last year.
[ r r N r
3 More net profit increased.
[ [ I [ [
4 More cost ratio reduction (per revenue)
than last year. [ - o I -
Customer success
5 Total sale increment from new
customers. [ - [ I I
6 Total sale increment from existing
customers. L L L L L
7 More customer satisfaction in terms of
quality and price. r B - B I
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Item Success Description Level of success
2 3 4
Customer success
More customer satisfaction on the hotel
. . . [ [
8 image through the community and social.
Learning and development success
a [ [
9 Staffs have more knowledge and skill.
. ' N N
10 Productivity per person per day increment.
More staff satisfaction on the working and
11 organization. > B
12 Development of better service. B =
Internal process success
13 Keeping the good quality level. : :
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Item Success Description Level of success
2 3 4
Waste reduction which effect in cost
14 reduction. : :
More information technology development
15 for the fast & perfect service. = a
. — . N N
16 Having internal process which is efficient.
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Part 5 Other factors

Please advise and specific the factors which enhance the boutique hotel in

Bangkok success in operation.

THANK YOU
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