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ABSTRACT

The Thai hospitality industry especially in Chiang Mai is predominantly on cost control while sales growth
is singularly believed to come from price competition. As a result, it is in turn eroding profitability and investment
and growth potential across the industry.

The aims of the study are to assess the status quo of revenue management techniques in SMEs in the
hospitality industry the Chiang Mai, using this as a base position to, second, find ways to develop revenue
management routines. The overall purpose of the research project is to support and develop competitive, sustainable
and profitable business activity that increases employment and value-added services in the region by means of
building capacity within the professional management area.

A case survey based on a structured interview questionnaire assesses the status quo of existing revenue
management techniques in SME hotels in the urban area of Chiang Mai, Thailand. The criterion of including the
SMEs in the study is a room capacity between 50 and 200 rooms. The sample consists of 20 hotel SMEs. Revenue
management can be divided into two sets of drivers. They are ‘technical drivers’ and ‘social drivers’.

With respect to technical drivers, the results show that, routines dominate; all hotels are doing the same.
There is no specific strategy; all hotels battle for a piece of the same cake. Market research and service marketing is
not used. Marketing is actually sales. Data is available but only used for immediate purposes. Data use is dependent
on the expertise and background of the owner or GM.

With respect to social drivers, the results show that, staff has not got the overall strategic goals. They have
known only their own-level targets. Sale is everything. Price is the main attention point. Organization within hotels
is all about relations; that acts as barrier against organizational change and against innovation. Training is limited to
specific tasks and lower levels in the organization.

In order to develop revenue management capabilities of hotel SMEs in Chiang Mai, Thailand, the research
project is ongoing to design for workshops. Based on the findings, workshops will be implemented in the second

stage. Each workshop is a collaborative, learning-by-doing forum.
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