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PANURAK NGAMCHITRUNGRUANG: RESERVATION SYSTEM IMPROVEMENT
FOR HOTEL INDUSTRY. THESIS ADVISOR: ASSOC. PROF. PARAMES CHUTIMA,
316 pp.

The objective of this study is primarily to create the improvement of reservation system for
hotel industry. The chosen hotel as a case study is situated in the heart of Bangkok, Thailand. From
the beginning, this hotel is solely run by a well-known Thai family which makes it very unique if
compare to other hotels in Thailand. In this study with the researcher’s intention to solve some
problems in the old system, the concept of shop-floor control system from manufacturing industry is
brought and adopted for the benefit of hotel reservation system. Following to the use of old system,
not only there has been a higher cancellation rate than estimated, but also the lack of technical
knowledge and skills among the hotel’s personnel on how to properly use computer based-system to
book a room leading to the hotel’s overbooking was easily seen. Applying the new system will add
more available access for customers to make a reservation through the internet.

At the first step of this study, practical and constructive information is collected from any
available sources such as journals, articles, researches, statistics data using as a case study of the
hotel, interview some hotel’s seniors and executive board. Subsequently, the present hotel’s status
and situation are analysed. It can be said that all of these are useful indicators to point out correctly
and precisely the central problems of hotel reservation system. In the next stage, researcher creates
the new model of room booking by referring to the computer based-system which mainly support
hotel’s reservation as well as helpfully build many projects of training skill and personnel
development in hotel’s reservation department. It creates some expertise and familiarity with the
new system among hotel’s staffs leading to the correction of using the system. Researcher also
scopes the responsibility and details in every position in the department, together with utilises the
new technology. Furthermore, clear standard and guideline for the employee in this department are
set to reduce the work duplication and state the same work direction. In order to decrease the high
cancellation rate, researcher develops the penalty policies both in the form of charge and deposit
with an intention to propose it to the executive board to put into real practice. Last but not least,
researcher also adds more available channels for online reservation system aiming to increase sale
volume.

The outcome from this study has increased effective ability of room management among
hotel reservation staffs. With the average of 7 per cent in the reduction of cancellation rate which
means more rooms can be served to customers, as a result, it can boost higher sale volume valued
about more than THB 3 millions per year. In addition, there is a higher occupancy rate up to 6 per
cent or about 500 rooms per year if calculate in numbers of rooms. It can also increase the customer
satisfaction in a high proportion if compare to before and after the improvement of the system.

Field of Study: Engineering Management Advisor’s Signature: ... [ #WAMS .
Academic Year: 2007
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AFOM - Assistant Front Office Manager

AIX - Advanced Interactive eXecutive

ANOVA - Analysis of Variance

APICS - American Production and Inventory Control Society
ARM - Assistant Reservation Manager

ASP - Active Server Page

BITEC - Bangkok International Trade and Exhibition Centre
BRP - Business Reengineering Process

BTS - Bangkok Mass Transit System

B2C - Business-to-Customer

CcC - Carbon Copy

CD - Compact Disc

CIMS - Computer Integrated Manufacturing Systems
CM - Credit Manager

CODASYL - Committee on Data Systems Languages

CR - Critical Ratio

CRM - Customer Relationship Management

CRS - Computer Reservations System

DB - Database

DBMS - Database Management System

DC - Douglas Commercial (aircraft series)

DF - Degrees of Freedom

DM - Duty Manager

DSM - Director of Sales and Marketing

EAM - Executive Assistant Manager

EDPM - Electronic Data Processing Manager

ERP - Enterprise Resource Planning

ETA - Estimated Time of Arrival

FCFS - First Come, First Served

FIT - Fully Independent Traveller

FOM - Front Office Manager



GDP - Gross Domestic Product

GDS - Global Distribution System

GM - General Manager

HRD - Human Resource Development

HRM - Human Resource Management

HTML - HyperText Markup Language

IBM - International Business Machines Corporation
IDC - International Data Corporation

IDC/HTX - Internet Database Connector HTML eXtension
1S - Internet Information Server

IMS - Intelligent Management System

INGRES - INteractive Graphics REtrieval System

108 - Integrated Operating System

IRM - Information Resource Management

IT - Information Technology

I/0 - Input/Output

JDBC - Java Database Connectivity

JT - Just-in-Time

LINUX - Linus Torvald’s UNIX

MES - Manufacturing Execution System

MINPRT - Minimum Processing Time

MPS - Master Production Schedule

MRI - Magnetic Resonance Imaging

MRP - Material Requirements Planning

MVS - Multiple Virtual Storage (IBM mainframe operating system)
NCR - National Cash Register (company)

NPD - New Product Development

NSO - National Statistical Office of Thailand

NT - New Technology (Microsoft Windows operating system)
ODBC - Open Database Connectivity

oM - Operations Management

PAX - Person/ Passenger

PC - Personal Computer

PMS - Property Management System
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PL/SQL - Procedural Language/Structured Query Language

QSNCC - Queen Sirikit National Convention Centre
RDM - Rooms Division Manager

RM - Reservation Manager

RMS - Revenue Management System

SAP - Systems Applications and Products (company)
SAS - Scandinavian Airlines

SCM - Supply Chain Management

SM - Sales Manager

SOPs - Standards of Procedures

SPSS - Statistical Package for the Social Sciences
SQL - Structured Query Language

TA - Travel Agent

TAT - Tourism Authority of Thailand

THA - Thai Hotels Association

TIA - Travel Industry Association of American
™ - Technology Management

UNIX/UNICS - UNiplexed Information and Computing System
VCR - Video Cassette Recording

VIP - Very Important Person

WIP - Work-in-Process

WTO - World Tourism Organisation

WWWwW - World Wide Web

XML - eXtensible Markup Language
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