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CUSTOMER EXPERIENCE MANAGEMENT GUIDELINE FOR DEVELOPING
PERFORMANCE OF HOTEL’S BUSINESS IN PHUKET PROVINCE
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Abstract

This study objectives are to study the customer experience management of hotel's business and to
study the performance of hotel's business in Phuket Province from using the customer experience management.
The in-depth is used to interview representatives of 4 hotel business executives from 4-5 star hotels in Phuket.
The results found that hotels business provided touch points identification for all services. Customers are
evaluated the hotel services. The uniqueness of Thailand is used to provide an experience. The impressive
services and the appearance of the hotel are applied to remind customers in remembering the experience gained
from their hotels. The performance of hotel's business in Phuket Province by using the customer experience
management. Showed that the financial is very good shape and revenue increased customer are increasing

steadily. The internal business process of hotel's business provided customer satisfaction and comfortable. The
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learning and growth have developed the expertise of employees in getting the knowledge regularly and make
employees more efficient. The implement of customer experience management resulted to the good performance
of hotel's business. Therefore, other service business should implement customer experience management in

providing good experience to their customers.

Keywords: Customer experience management, Performance, Hotel's business
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