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HOTEL SERVICES : A COMPARATIVE STUDY OF THE HOTEL IN
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Abstract

The purpose of this research was t0 study and analyze the reactions of hote!
guests on using hotel services, the motivation and factors influencing their choices and to
compare the delivery service systems and the range of satisfaction in services provided
between hotels in Nongkai, Thailand, and those in Vientiane, The People’s Democratic
Republic of Laos. Problems and obstacles in providing services were also studied.

The results of the research are as follows.

1 Guests reactions on hotel services

The research results indicated that the types of service required from hotels in the
study are similar. There are rooms, restaurants and entertainment places. It was also
found that hotels are fully booked for weekends, but there is no fixed period required for

services in any particular month or any particular time of the year.



2. Motivation and factors influencing the choices

It was found that the motives to visit and stay in any hotels, both in Nongkai and
Vientiane, are similar. Hotels that are situated in convenient and safe locations, with
cheerful and inviting surroundings, warm atmosphere and reasonable prices are of the
first priority. Moreover, factors influencing the decision making of customers in using
hotel services are alike; warm atmosphere, good food, friendly and polite staff and a
security system. In Vientiane, a reliable security system was taken as a more important

factor when choosing a hotel than in Nongkai.

3. Comparison in delivery service systems and the range of satisfaction in the services
provided

The average frequency in using services was not different. Demands are for
rooms, restaurants and entertainment places. Most guests were government officers,
enterprise officers, employees and business people. However, there were some
differences. A large number of guests in hotels in Nongkai are Thais, but clients of hotels
in Vientiane are foreigners rather than Laotians. From the point of view of those who
experienced staying in hotels both in Nongkai and Vientiane, there was a greater range
of satisfaction in services provided in Nongkai, particularly with the atmosphere, hotel

location, and securnty.

4. Problems and obstacles in providing services

Problems and obstacles with providing services in both cities were found to be
similar. Unqualified staff, inability in using international languages, lack of communication
skills, unsuitable location, limitation of services and expensive service charges are
included. However, differences can be seen in modernization and high standards of the
hotels, and also rules and regulations. Hotels in Nongkai proved to be better in the former

three aspects, while those in Vientiane had more strict rules and regulations.



5. Suggestions

Six points of suggestion made to the hotel business in Nongkai in an effort to

establish and develop their services are as follows:

5.1

5.2

5.3

5.4

55

5.6

Improvement of hotel and their service systems: In order to respond
to the customers needs, the most important part is the security
system. Other aspects are more varieties services, neat and clean
environment and available parking areas.

Effective staff training programs: Staff will have knowledge and the
ability to do the job properly give satisfactory service and
communicate effectively.

Adjustment of price and service charge: Prices should be decreased
to encourage customers' regular visits.

Marketing research and analysis on customers' needs: Hotels will
know where to improve to provide better service.

Improvement of public relations and information system:. Hotel's
image will be introduced to the public and information of hotels will
be publicized.

Other services: Other services can be added for customers such as
entertainment complex, sports center, health center and tourist

information.





