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The Development’s Criteria for Reservation and Payment

Applications of Five Star Luxury Hotels in Bangkok.
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This application research is the mixed method research model. The objectives
of this research are: (1) to study the behavior of reserving and spending money at five
star hotels in Bangkok (2) to compare the requirement of using reservation and
payment applications of five star hotels in Bangkok (3) to present the guideline to
develop the application program for reservation and payment applications of five star
hotels in Bangkok. The population is the five star hotel application experienced users
and the hotel employees who work in reservation department related. The 385 sample
is calculated by the Taro Yamane formula with the confidential level 95%. The
questionnaires were collected using purposive sampling method, and the sample was
classified by area. The final sample collected was 346 cases — 179 females and 167
males. Most of the sample is between 21 - 30 years old. Most of them are private
company employees. Their income is about 60,000 — 80,000 baht per month. The
education level of them is bachelor degree. When the researchers considered their
behavior of using the reservation and payment applications, we found out that the
majority of sampling use the application via hotels website, agencies website, and
agencies application subsequently. 232 sampling (84.36%) has the experience in
booking hotel room by themselves. The most popular applications for the respondents
are agoda, booking.com, and hotel.com respectively. Most of the sampling pays with
credit card and e-banking.

Three characteristics of hotel’s reservation and payment application
requirements are consist of application design, application usability, and marketing
promotion in the application. The result showed that the respondents’ average opinion
about application design is about 4.25 with 0.778 of standard deviation while the most
significant attribute in application design is various operation systems compatible. The
average score for the requirement of application usage is about 4.34 with 0.762 of
standard deviation. The most important characteristics of application usage are (1) the

application is interesting, easy to use, and not complicated (2) the application can be



run as fast as posible (3) the application offer enough and up-to-date information about
rooms and facilities for making the decision in reserving. The average viewpoint about
marketing promotion on application is 4.27 with 0.778 of standard deviation. The most
essential issues are the application is the convenience channel for reserving and paying
process; and the application is available for 24 hours. Most of the sampling faces the
problem in using application while using nee loading screen or spending too much
time in loading the application. The obstacle for using application is about the
complication of user authentication or security determination.

The researchers compare the application requirements according to the
demography — gender, age, career, income, and education level. We found out that
the different gender of respondents has different application usage requirements in
every points (1) application design - suitable background, and ease of use (2)
application usability — introducing step for searching, stable systems, rapid processing
systems, enough and up-to-date information about hotel room and facilities,
confirmation reply for payment, problem solving channel available in case of any error
(3) marketing promotion in application — interesting sale channel without salesman.
For the sample with different age and income, they have totally different requirements
in every point as well as the sampling with different career and education level except
the updated version of application regularly. The application may take long time to
load the new version and install for a several time. This may lead to lack of system

reliability and familiarity especially for the elder.
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