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Measuring the Service Performance of Electronic Customer Relationship
Management System in the Hotel Business:
Delone and Mclean IS Success Model and E-Metric
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Abstract

This research aims to study the relationship among system quality, service quality, application,
user’s satisfaction, and the efficiency in on-line customer relations system for hotel business. In addition, this
research aims to apply the study outcome to be a guideline in information and technology development as
well as to improve an application for on-line customers. Moreover, it will create the satisfactory to customers,
and also the competition advantage efficiently.

The finding of the assumption test of this research found that system quality, information and
technology system, and service quality contain the positive effect to the user, to the application, and to the
user’s satisfaction. These have mutual effect positively. The application and user’s satisfaction also have
positive effect to the service efficiency. These three factors will affect each other. In addition to this, the
assessment for testing how the website works by using the tool — E-Metric states that in term of Internet,
Experiences, Marketing, and Technology in administrative system for on-line customer relations for hotel
business is not as efficient as it should be. This is because most of hotels have some trouble for their
websites such as it is not suitable for printing, there isn’t any software for analysis, the topic isn’t there, it
doesn’t reach the standard for an application on its website, some pictures do not contain messages, and
some do not state their size.

Keywords: Hotel Business 4 star and 5 star, Electronic Customer Relationship Management Systems,

DelLone and McLean IS Success Model, E-Metric
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91858914 21-30 U fldwauanniian Andudesay 53 sesawmnldunseninsmaseny 31-40 Y Aoy
Sovaz 32.9 waztreeny 41-50 U fiflesdesar 10.1 awddy Weduunmunisinwvesieunuy
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Andudesay 34.9 uazseiveyUSya wasUsyyen Anluiosaz 5.4 muadu dreuwuudeuniy
sauladdnlngFinszuunisuimsandduiusesulatuesgsfalsawsy nnsrumdeyadliuinis
971 search engine Anvdufosay 73.8 sesaunde naduledfidunanuieatuianisisausy Andu
Yovay 64.1 uaztiosiignfedeing Insvinl Andudosas 171 lnefneuuuuasunmesulatidnlg
danlduinmsszuunsuimsgnénduiusesulativesgsialsaus iensadeunnviesin Andues
ag 27.2 sesaanAensewiesin Anduosay 16.4 uaviosdign Aonsthsziu Andudesas 5.0

NANSNAFDUHNNAFIY

namITenuin gunmszuuinalausensldnuvesinviesfiesfidtunlduinssuuns
UImsgnAnduiiusesulatvesssfalsauwsy (B = - 0.037, t = - 1.2973, p >.05) AMANATAUWATING
senisldauvesinvieafioriidunlduinsszuunsuimsgniduiudesulatvosgs alssusy
(B =0.579, t = 23.791, p < .01) ﬂmm‘wu'%miﬁmaaiamﬂ%’mwuaaﬁﬂviaaL‘ﬁmﬁLsﬁ’mﬂ%’ﬁmiizuu
nsuImsgnAnduiusesulatvesgsnalsusy (B = 0.745, t = 21.081, p < .01) AN mszuuliing
somnuitsnelavesinviosfiodfidunlduinsss vunsuimsgniduiudosulatvosgsialssusy
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(B = 0.698, t = 10.911, p < .01) mufisnelafinasenisidnuvenindeuiienfidranldusnsszuy
nsusMsgnAduiuseeulatvesgsialsawsy (B = 0.898, t = 35.131, p < .01) Msldauiinasnaniny
fisnelavesinreufivaidrnilivinissrvunsuinsgnirduiiuseoulatvesgsnalsausy
(B = 0.898, t = 35.131, p < .01) NMsl¥nuinasieUsyansHanuNTIiUINITTEUUNTUIMITENAN
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(B = 0.889, t = 33.332, p < .01) UszAndradunisliuinsinadenisldnuvesinvieadienidnanld
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Uszanswasnunsliuinisinaseauiianelavesinvioailsaiidunlduinsssuunsuimsgnin
duiusoeulavesgsialsusu (B = 0.889, t = 33.332, p < .01)
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, \ | g ~
. \ ~ .
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o ¥
ATNINLIENS T
(Service Quality) ? 0889
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M1579 1 wanen15inuszananmsvinuveiuledussgsialsaususzau 4 a1 frewasasdie
Website Analysis (Nibbler)

audumesidin 59 6.3 3.0 6.8
snulszaunsal 3.4 4.3 2.2 3.6
FIUNITAATN 2.5 2.7 2.1 4.2
pumalulad 2.8 34 2.6 5.2
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M5 3 waasnsdadszAnSawmsrinnureaiulydussgsialsaususzau 5 a0
fneLAIaYiia Website Analysis (Nibbler)

audumesidin 4.9 55 32 1.9
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