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ABSTRACT

The study on the behavior of hotel use affecting the degree of hotel

users’ satisfaction at the facilities.

(Studied with Jeju five-star hotel users)

Park, Kyung-Eon

Department of Tourism Management

The Graduate school of Business Administration,
Cheju, National University

Supervised by professor Cho, Moon-soo

In terms of hotel choice, most customers are affected by several external variables.
Studies on factors affecting hotel customers directly and indirectly have recently been taken.
However, the studies on the attributes of hotel choice have produced many scientifical
outcomes worldwide in spite of a short term.

The purpose of this study is to find the degree of hotel guests’ satisfaction after using
hotels, not motivation of hotel choice. Most of all, this study focuses on how facilities of a
hotel, which is characterized as fixed and physical, make its guests feel satisfied through
polling.

In the chapter 2, consideration of the preceding studies and hotel service of the hotel
choice theory is taken place. Hotel service is generally emphasizing human service most,
but in this chapter physical services such as the hotel itself, its space and facility is
mentioned in view of that a hotel itself could be a product.

In the chapter 3, efficient space use and facility allocating pursuing gusets’ satisfaction
are mentioned.

Commercial buildings could be divided into two parts, a profitable part and a
non-profitable part. The former is for operation, and the latter is for supporting the former
such as parking lot, machines, equipment, fire service and emergence exits. The ratio of the

two parts is 8 to 2. Speaking of a hotel representing other commercial buildings, its ratio of
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profitable part and non-profitable part is nearly 5:5. In the field of hotel business, sufficient
factilty plan in advance is essential to obtain efficient productivity from the internal space
of the hotel because a hotel has a lot of non-profitable space.

In the chapter 4, major 8 five-star hotels in Jeju are selected to gauge the degree of 370
hotel users’ satisfaction at the facilities of the hotels. The selected five-star hotels are
located in Jeju city and Seogwipo city, four in Jeju and the rest in Jungmun respectively.
Four of the hotels are located in Jeju and the rest in Jungmun tourist complex so that the
study could be performed for hotels in the downtown called ‘city hotels’ and hotels along
beaches called ‘resort hotels’ . Classifying into periods, the study also shows the difference
in facilities, decoration and design between the hotels opened before 1990s and the hotels
after 1990s.

Lastly, the chapter 5 for conclusion emphasizes that persistent studies on Hotel spacing

and facilities plan should be implemented through polling.
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