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Abstract 247131

This study is an experimental reseach. The purposes of this research were to: 1) investigate situation, context,
and success and failure factors of in-room technology management for small hotels in lower central region of Thailand, 2)
develop model for in-room technology management and try out the model in the prototype room, and 3) evaluate the
efficiency of the developed model for in-room technology management. The research samples, selected by using purposive
and convenient random sampling methods, were: 1) entrepreneurs from 16 small hotels, 2) 400 customers, 3) 37 experts in
tourism industry, hotel, and technology, suppliers of products used in hotel, and representatives of customers, 4) 9 specialists
on designing, hotel, and technology management,  5) 275 social network users and 6) 38 customers of the prototype rooms.
The tools for data collection were interview form, survey form, questionnaire, and evaluation form. The qualitative data were
analyzed by using content analysis, and quantitative data by using percentage, mean, standard deviation, and t-test.

The results of this study revealed that:

1. Most of the small hotels in Thailand lacked in —room technology and other facility equipments according to
the small hotel standard, which caused strong competition from the small hotel network both in Thailand and from foreign
countries. The success factor was the selection of cost-effective and appropriate technology for service provision, and the
failure factor was the hotel staff’s lack of knowledge for regular and accurate maintenance of technolbgy. The results were

analyzed from the interview of small hotel entrepreneurs, customers and technology experts.

2. The appropriate model for in-room technology management for small hotels should consist of 5 aspects
including: 1) safety: with key-card locking system, and a central safe for keeping precious belongings, 2) facility: with soft
bedding, and adjustable or movable beds, 3) communication: wireless internet system and monitor showing room status,
4) entertainment: with not less than 32 inch flat TV monitor with internet connection and 5) energy saving: with a system for
producing hot water from air-conditioners, water-saving sanitaryware, sensory system ventilator in bathroom, and a flap
beneath the door to prevent cool air from leaking out. The results were analyzed from the focus group of the cooperate people
in small hotel business and the model was validated by experts and specialists.

3. The evaluation of efficiency of the developed model for in-room technology management showed that there
was statistical significance difference at 0.01 level between the expectation and satisfaction of the customers. It was also found
that the mean value of customers’ satisfaction was higher than that of their expectation in every aspect, and that it was
worthwhile investing on in-room technology management according to this model. That is, the investment was reasonable n
the aspects of payback period within 2.2 years which 1s better than the average payback period of 3-5 years, according to the
Thai financial institutes and the increase in unit contribution margin of 9%.

The research findings were that there were 5 aspects for appropriate model of in-room technology i small
hotels, and technology management principle had to be used for selecting and maintaining in-room technology. The
recommendations were that more importance should be focused on the in-room communication which was the customers’

highest expectation and the energy saving technology should also be employed to reduce room service cost. In addition, the

hotel personnel should be trained for using and maintaining appropriate technology.
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