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GRIN Verlag. Paperback. Condition: New. 132 pages. Dimensions: 11.7in. x 8.3in. x 0.4in.Diploma
Thesis from the year 2003 in the subject Hotel Industry Catering, grade: 1, 5, Ecole htelire de
Lausanne, 107 entries in the bibliography, language: English, comment: 1, 5 (dt. Notensystem)
entspricht in der Schweiz der Note 5, 5 , abstract: This study summarises relevant literature on
traditional and online distribution channels and gives an insight in the management of hotels room
reservation processing as well as potential consequences of intrinsic service failures. Since it was
assumed that differences in distribution channel treatment do exist in hotels, investigation was
focused on telephone and e-mail reservation channels as the ones with the strongest utilization
rates. Therefore, hypothesises were formulated to undertake research on both channels in
comparison to room reservation transformation rates, frequency of focal points of service failures
and the potential influence of category, size and location as specific hotel characteristics. In order
to carry out the investigation, an online questionnaire was established in co-operation with
university and industry room reservation professionals. The actual study focused on the Austrian
three to five star hotel segments since these categories were expected to provide all relevant
investigated communication channels. The...
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