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The Effects of Chinese Tourist Behavior on Hotel Services: A Case Study of

Sheraton Hua Hin Resort & Spa
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Abstract

The objective of this qualitative research is to examine 1) the effects of Chinese
tourist behavior on hotel services and 2) the solutions or strategies that hotel staff
members use to deal with those tourists. Data were collected using interviews, which were

conducted with staff members from 4 departments including the Front Office Department,
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Housekeeping Department, Catering Department and Food & Beverage Service
Department. Interview transcripts were then analyzed to examine Chinese tourist behavior
and the solutions or strategies that hotel staff members used to deal with those tourists.
The research findings revealed that the behaviors of Chinese tourists have created
problems or difficulties in providing services because 1) they did not line up to get
services: 2) some of them committed larceny in rooms; 3) they spoke loudly and that
disturbed other guests; 4) they did not understand the social manners; and 5) some of

them were not able to communicate other languages such as English.

Keywords: Behavior, Chinese Tourist, Hotel Services
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