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ABSTRACT

The objectives of this research were to study the hotel management opinions towards: 1) the
efficiency level on business operations of medium and small-sized hotel business; 2) the important level of
three factors in balanced scorecard approach related to the efficiency on business operations of hotels,
namely customers, internal process, and employees; and 3) to investigate factors relating to the efficiency on
business operations of hotels. Using purposive method, the sample size used in this study was a total of 60
medium and small-sized hotels in Hua—Hin District. Data were collected by using field questionnaires from
hotel managers. Descriptive statistics including percentage, mean, and standard deviation and inferential
statistics including Pearson product-moment correlation coefficient were used to analyse the data.

The findings showed that 1) the efficiency on business operations of medium and small-sized
hotels in Hua — Hin district were at the middle level. 2) Balanced scorecard factors in terms of customer
and internal process perspectives were identified as important factors at the high level, while the middle
level of important factors was employee. 3) Additionally, there was a statistically significant positive
correlation between all three factors in balanced scorecard including customers, internal process, and
employees and the efficiency on business operations of hotels at level of 0.05. Also, hotel characteristics
including the age of hotel, and the level of hotel standard were found to be the relationship with the
efficiency on business operations. Recommendations of the study, the hotel management should pay
attention to the customer relationship management, the internal process of hotel organization such as the
development of information systems, and the job training for increasing employee’s knowledge and skills.

Keywords: Efficiency, Balanced Scorecard, Medium and Small-Sized Hotels, Hua — Hin District
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