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Abstract

Nowadays, the hotel and resort is one of the important business for tourism
industry. Moreover it is the key factor that helps to increase revenue and develop the
tourism industry of the country. Due to the increasing numbers of service consumers
and the high competition in business, a well planning of competitive strategies is a major

key to success, which the website has become an important tool in this competition.

The research is designed to analyze the factors that affect the intention of customers to
book the room through hotel’s website. In order to develop the effectiveness of website

to meet customers’ need.

The analysis in this research presents newly perspective of the factors that
affects the intention to book the room through hotel’s website which includes the
perceived benefits, perceived ease of use, customer satisfaction, information quality
and systems quality. By basing them on 2 theories which are widely accepted: DelLone

and McLean's (IS Success) and Technology Acceptance Model (TAM).

As a result of the research, it shows that the easy to use, information quality and
system quality are mainly keys of the customers’ satisfaction, which lead customers to
the rooms via the hotel's website. Besides that, they can be applied to other business to
develop the website. For example, an educational website, internal website of

organization, shopping online website, etc.

Lastly, | hope that the result of this research will be able to use as guideline for
website development and information technology, and also the references for the further

researches.
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