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ABSTRACT

The purposes of the study of hotel administration improvement proposals in North-eastern
cducational Institutes were: 1) to explore models of hotel administration in educational institutes
in 4 provinces Khon Kaen, Nakom Ratchasima, Mahasarakham, and Sakon Nakorn, 2) to
investigate the behaviors of custoniers in educational institute  hotels, 3) 10 compare factors
important  to selcction of educationa! institute hotels, 4) to conpare satisfaction with hote!
services of customers with different sexes, ages,and salaries, 5) to study problems and analyze
strengths and weaknesses of educational institute hotel administration, and 6) to study proposals
for development of hotel administration in North-eastern educational institute hotcis.

The sample consisted of 4 hotel managers and 410 customers who were selected by the
usc of a convenience sampling technique from those mementioned provinces. These customers
received rooms , conference room, and restaurant services. The data were collected by means
of a questionnaire and an interview, The obtained data were analyzed by the uses of mean ,
percentage, standard deviation; and for testing hypothese , the t-test and F- test (one — way
ANOVA) were also employed.

The results revealed the following:,
1) Most educational institute hotels were under the regulation of the universities in
terms of personnel management and budgeting management. Only one hotel was a pﬁvate-run

enterprise and its personnel and budgeting management vvas autonoinous.



2) The majority of conference customers were in group, were first customers,were
recommended by their (riends and relatives, had a approximately a one - day stay, were sponsored
by their of organization and, were satisficd with hotels’ toilet facilities.

3) The majority of room customers aimed to attend conferences training or seminar,
made room reservation by telephone, had a two — night stay, paid in cash, and were not satisfied

with any hotel services,

4) The majority of hotel restaurants’ custoiners were n group, were recommended by their
relatives and friends, had an objective of informal mecting, had more than S people to e;t together,
had meal served at 19.00 pm, paid their service i cash, and were impressed and satisfied with the
tastes of foods.

5) Customers indicated that the marketing promotion factors in general and in 7 aspects:
products and services, prices, promotions, piace, service staff, physical evidence , and management
process were affecting  their decision of selecting services at a moderale lebel. In oddittion the
customer with deferent ages, sexes and salarics did not show opinions zbout those factors affeding
their selection of services diffcrently.

6) Customers indicated their satisfaction with hotel’s services in general and in each item
at a moderate level. The customers with different ages, sexes and salaries did not show satisfaction
with services differently.

7) In order to develop the hotel service performance, several effective proposals have been
established. Firstly, service provisions should be improved by means of determining the clarified
standard of services, job descriptions, and hotel regulations. Secondly, the hotel structures as well as
decorations should be modified in order to facilitate hotel operations and satisfying guests. Thirdly,
publication activities should be utilized in order to increase both return and first visiting customers.
Furthermore, the hotel services should be provided efficiently which considerably influences
custorer motivation as well as satisfaction. Finally, and most importantly, the hotel operational

management should be taken into account due to it is the initial state of hotel operations.



