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Quality of Creative Customer Experience Management for Accommodation
Businesses in Thailand
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Abstract
The purposes of this research were to; 1) determine and compare the quality of

creative customer experience management undergone by the service providers and recipients,
2) to determine factors related to the quality of creative customer experience management,
and 3) to compare the quality of creative customer experience management undergone by
hotels with various room rates. The research used the quantitative method for collecting and
analyzing the data. The samples were selected the stratified random samplings strategy. They
included the hotel general managers and the hotel customers. The hotel managers were
selected from various room rates hotel category, arranged by their name’s initial letters. The
hotel customers, both Thais and foreigners, were selected in a quota. A structured

questionnaire with validity and reliability was used for data collection. The descriptive statistics

for mean (X ), standard deviation (S.D.) were applied. The chi-square (x?) for nominal data
analysis and Pearson’s Product Moment Correlation Co-efficient (r) for interval data were used
for hypothesis testing. t-test and F-test were applied for testing the difference using the
significant 0.05 level.

The results of the study revealed that both service providers and service recipients
perceived the creative customer experience management of hotels high level in all
dimensions. Overall, there was no significant difference based on the perspectives of both the
hotel managers and customers. However, there were a significant difference found in two
dimensions which were the physical appearance and the process of customer relationship
management. Moreover, the test of correlation amongst personal aspects of the service
providers in terms of age and educational level, perception of service type, service providing
process, service innovation, service value, and creative leadership showed that there was a
significant relationship between those aspects with the perception of quality creative customer
experience management. Meanwhile, the result of the comparison test of a quality of creative
customer experience management in those hotels showed that all dimensions were a

significant difference.
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