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Abstract

This study was conducted to find the factors affecting the customer’s decision to
use the service of the hotel. The five factors to be determined in this study were, convenience,
room rate, room condition, service, and security. ‘The sample from, 90 foreign customers, 90 Thai

customers and 15 hotel executives were interviewed.

The result from the customers showed that Thai people considered the room rate
was the most important when choosing a hotel while foreigners realized that room rate did not
count but it was the room condition that was taken in to account as the most significant factor.
When the respondents were classified according to their age, it was found that Thai peoi)le in all
ages still thought of room rate as the first factor to consider, For the foreigners, those who were
under 25 also realized that room rate was important while the other who were 25 up concerned
with the room condition rather than other factors.

It was also found that when olassifying the respondents by their careers, Thai
people from all walks of life agreed that the room rate played the most important role in
customers’ decision while foreigners from different careers had various ideas. For example, those
who had their ownership or worked company-corporation agreed that the room condition was the

first factor for making decision while people who worked in government organization put the



emphasis on security and those from other careers realized the importance of room rate as their
main factor.

The last classification of the respondents was by their income. The result of the
study showed that all Thai customers from every level of income still focused on the room rate
when choosing a hotel. However, for the foreigners, though those whose income was less than
USS$ 3,000 per month considered the room rate the most important, the other whose income was

more than TUS$ 3,000 realized the importance of room condition rather than other factors.

The result from the hotel executives suggested that convenience which , in this
case, means the amenities provided by the hotel and location which facilitate transportation were
the most important factor for the customers when making decisions. Service, room rate, room

condition and security were factors that they took into account respectively in order of importance.

Besides, the media that influence customers when deciding have also been studied
in this research. Media, in this case, are the chammels in sending information to the customers
leading to their decision in buying, It was found that Thai customers were mostly influenced by
tourist magazines as this type of media inform its target with more detailed & clearer iﬁformaﬁon
than other media. Foreigners, on the other hand, were mostly influenced by technology

information system mediz when choosing a hotel.



