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= Adrk Tolo] oA 4nAe] AlFTe], Atolte], By, H
AR o] Fo] PP oR AoJotgitt. “He IR QArioA “mje- 1
dr}o] 5 Y A7 Y= skgirh

T AEdE wamo] 22bA Ao A+
4
NAAA Fole] A
Rl 9 Ay Dicher,(1966)
T
A 44
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B Q7o BAe 2As] Slsjel olgE EEOR LIMEE o0
e o7le] 57 TEL o8 17 2019 hom sgon mEel
i EAL (E 4-1>3} o] vehyty

AEe AA gEA 20199 BE F Aol 1209(59.7%), ©1/4dol
8198 (40.7%) 2.2 Uehton, dgo 9ol 194] mlgto] 59(2.5%), 20
ti7b 36W(17.9%), 30th7} 707 (34.8%), 40tH7F 6078 (29.9%), 50T o)A
o] 30 (14.9%)%0 Ao= yehta 30the] Aol 7B B oo
409, 20, 50t o= 7PF AL dgjo] YeRTh o= 55 TES o]
Boh=dl Hlwd wH[go] 57| "ol ok Ax HHAH AYgEe
FAZNA olgste Aoz wotdnh SHEo] HEILgAE o 14779
(73.1%), ol 8 528(25.9%) 08 Uehygrh ARY Hoe TV/zQe 7
H(3.5%), A& 49(2.0%), AEH/PC B4 778(38.3%), FH| HH
1137(56.2%)%1 Aoz Uetyth s3g<lol Slofx= 27 139(6.5%),
7}Zo] 32%(15.9%), AF/AA7} 429(20.9%), AAF=I} 919 (45.3%)
Alo] 2278(10.9%), 718t7F 178(0.5%) 22 et

o
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B F= e HAE
. %A 120 59.7
°e 4] 81 403
194] T]gt 5 2.5
20th 36 17.9
A 30ch 70 34.8
40t} 60 29.9
50th o)A} 30 14.9
HEE Bl o 147 73.1
oA opja 52 25.9
TV/zH 2 7 35
o APEL 4 2.0
A SIEU/PC E41 77 383
FHO Af 113 56.2
=2 13 6.5
= 32 15.9
a0 AL/ 42 20.9
oo AAEZ 91 453
Aol 2 10.9
7€t 1 0.5
g 201 100.0

A2d 47 HaAF 4 Aol 24

1. SAEF A=A A A=
2 APeME A7RFS TAST b ok PRSP
AEo7] Sfstel WaEe] A1 g B4 nded 4

(principal factor analysis)< ©|-85t¥ A, H]2]HA(varimax) %

ha}
>
i)
ox,

ok
o W, _IIZ‘, 2 o
(o]

Zte)d = ARgstleH, QA 2 Mot a9t AUHAE
oujsh= Aoz 2 AFoM= 0.5 ode 7IELe® ShAth EF, 89
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Ao & e A=
oW A24E 1 ZRAL AT & A Gk Ayl Folojz

L 9]ZA(dependability), oFHXA(stability), €A (consistency), A=7]%
A (predictability), &4 (accuracy) 5°] Utk
S0 AFPS AFHoz Hristy] flste] o3 7HA] HRo] AR
B
H

8 ]
93 gtk olejst Wl FUF ZAWNS B s ThE A7
o

=

= 59 3 =

SAgkel oA ] 2polE Z4ste HE W (test - retest),
© £4& fstd A9 "5 2 7 SAHAEFE o835t
= & At

-

A% AZ(alternative - from method) 2
A5t

i

)

=

= F 1Y IFeE Uirol IE1te] AEEE

ol WFEARE HZ(split - half method) ®W#o] Aot EIH

A9 F A ol EdES Aol 545te] olg0] FYLt
H o

4 Ad3Ad-§H(internal consistency

0w rjror ool e

ot I 2

19

ofl

Bu)
5

rE

iy
N

o]
=

ok
oL
-0,

7

_

ERCE
a=

X,

0 e
rlr
N
N,
[UIFU
(e
ol
Ry
=l
T}
rlr
O
oE

= 574571 flsl o=t 7] I
= Adfshs dF= Zotlio] SHZFNA A9
NZozH ZAHET] AFHLE =o|7] ¢35 o2 Cronbach a A4

Nunnally(1978)&= A2l 7 Eofell4 Cronbach’s a #te] 0.6 ©]
=

goldl Tk, 7|z A+ =2oklAe 0.8 o, =i Fat AAol

Cronbach a %k

s
wE Ege] AHelRe sl A4S B
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[ 4-2) ZAETo] Ay B4 2

JH A1 2353t AR Cronbach's «

534 3 2 625

AP 3 2 643
EHHS E4 3 2 981

1A 3 3 661

T4 3 3 760
PR TARE 4 4 831
TERS T4 4 4 853

2 2T Bd %
B4 (alidi) e ZH5Haa s de dnht gstsl Zgshglit
= BEAR ot dof wet ygF edA(content validity), 7]FETEH
B} ] (criterion - related validity), 7H'd EF3d (construct validity)] Al 7}
Az o] 2 % QIoHAIAY, 19974).

Atz o s WgeEddolst ST AA|I7} % J5tarz} OPb Ma= %
so) wgela Qlisle oulgth Tet WaEAe A4 FEo o

- -
S A R
A

rl.E mlo

L o
d=g £ Qe AL E =AHst= Aoz o= By /‘é (predicted va 1d1ty)0]
gk Qlot webA BT Mpgte] $AAQ HAE sk Ae=w &

ok AH84 Aol THETHBSE, 2009
TANE B AT} SR ok FAEA AP 23
golg o A=} Quht AEs] ZHT 5 Akl BA]
T AW BRAE ST PHost asdaE Fun ad
g 14 Sol gtk AARAY | Yol FRES 4
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72§ 2] (Factor loading)
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™
o

oo

ol
o
__O._
o
wjr

)

FHtEZ 2o 9]

tol &
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[E 4-3] ¥4 QR Ay
o [EA9 e

G 1 2 3 4 5 6 7
S22 | 899 107 135 199 012 186 146

S93 | 893 126 133 170 031 177 135

7 | 081 911 083 083 012 121 130

43 | 077 775 154 087 253 078 208

2 | 264 520 136 279 -216 | .19 307

s | 22 | -106 | 056 784 —092 | .148 139 153
TEET gl | 264 047 688 090 —043 | 134 150
A3 | 201 237 671 099 069 197 145

493 | .176 096 —037 | .766 097 014 093

232 |.100 140 95 670 086 115 287

A2 |.000 -004 | .080 033 904 -002 | .02

A1 | .078 230 082 234 682 318 197

W=y | 014 158 231 282 083 779 231

A I T 060 233 317 013 77 114
STz | 364 089 017 —241 |07 705 129
=3 | 413 132 115 -.154 144 704 192

A2 | 015 145 198 019 121 106 793

e | TR4 223 176 149 191 —007 | .158 786
o [ FAL | 147 278 178 040 111 184 781
FA3 | 054 011 070 230 010 113 T34

sy |94 2225 [20% | 1865 | 1632 | 1500 | 2584 | 2925
. BB [ 11124 | 10279 | 9323 | 8159 | 7498 | 12919 | 14.625
WA [T [ 38.668 | 48.947 | 58270 | 66.429 | 73.927 | 27.544 | 14.625
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[# 4-4] 891 24 A9 2

s |29 gL}
S92 | o] 4 FAUSE ofF 8B W 179] a7o] Ao SHa
$E3 | o] 59 TAUSS AT AulAT ABit
T4 | o] 392 37 Jcle] tet A1 S A G,

23 | 0l 9 AeHH Lue ANAE AEe e Lau,
242 | o] 59e wAe] Welohl o8& & Al FIAFE Fae,
= Shi2 | o] TEIY] FAYE F & H Au|A] diF] ZA] A28 F
TEET TS [ o] 39S o] @ 7S AR osfskal Tk
83 | o] TEIO] FTAMYEL 17Ho] AR diof & FHSE R4S Zher)
733 | ol &9 Y] Z4F Aol HEdth
$%2 | o] 392 297 wgadTt
A2 [ o 398 oFk wAte] SFEARRS WEA AB R,
A1 | o] TES ok&dt A7t ASslA AHAE AERlTh
=2 | o] SE9] 7Aoo B gl
a2 =1 | o] T8 Au|Aof dis] Moz grSsitt
ST HEE4 | o] 3Elo] MukACl Au|AEAo] Eohu AZkgit
TE3 | o] SEIS o] 83t AAo] TESiT)
TH2 | o] ZEe g nheto] FHof oy FAT},
s | R4 [0 59 O AR S,
oTTET AL | 3de gL Yo} o]8st 5ES FA6HAL.
T3 | o] TEo] disf] thE ARof|A £A T & Zlojt,
3. SALAY] ATTA 24
ATRGS HIoHol A 7Rl xFgH WH4E 1o TAL o
© grgkolr, ol Aol HAE ZH=x]E dotRy ZF NI E 7+
TG s 712420 olslE {5t person AATHAREAS AAISH T

FETAEA (correlation analysis) @2 QoA 7HEHZ ASE #
oflel A RAL MMEHESE A
7

o] BEE ANTORM W4 2F BA g AAA] & A
o}

>
olt
o
N
=
o
1
-,
ko
rin
rE
S
fjr
)
o
2o

™
1
=

2 QA= BAE 4 gler ot (positive correlation)
T B(-)9 A (negative correlation)= H=AA Q] ®WF7ER] A A=
oh. 222 4B JEE A4 (index) 2 UEHH=H o] A8 4T
“(correlation coefficient)2tal ey, AWA S r2 —1oA4 +17k2]9] &
z

el +1.02 fde Ao AuEA, 0.02 A #edol fla, -1.02

rio
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F34 A=A SEA4 A4 324 IATE | A
94 1
N 269** 1
S84 319** 177%* 1
| 216%* 250%* 302%* 1
A 379%* 266%* 376%* 380%* 1
IR | 73%* 336** 463%* A46** A04%* 1
74 406** 290** 359%* A4T** 507** 449%* 1
OAATAS 0.01 ()M Feld Lt

*
o
o)

¢

A 0.05 FE@GEIA St

e A%
2 AFoA M-S ASsH] fste] 2724 (Regression Analysis)=
o]Z(regression analysis)o]gh d¥tH o7 SIHA L o]

gol oz SAHE shy ol SRRt shel FEReT] B
2 wrEEE EHQ ARPARAI e shjolth, SFRAL ALgEh=
o

71E0] Wt ofF VA ez FEE 4 Aot FHHIE skl B¢
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wy | olEES A et 244 $A%
s A T frojehE
B EZ02F | Beta s VIF
) 675 .307 2.196 .029
34 .023 .060 .024 .382 103 195 1.258
A=)y 152 .052 178 2918 .004 874 1.144
SHA 205 .045 .289 4518 .000 790 1.266
44 256 .066 248 3.893 .000 199 1.252
14 141 .066 145 2.150 .033 716 1.397
*R* 0.369: F : 22.800 P : 0.000°

Z A A . =
a. TERG AT

* p<0.1 ** p<0.05 *** p<0.001

Uitk AgEs JeglE 2B R® e 0.369% 36.9% AHES

%S

UER AL Qi

MEHQ HEE AHEH MHAZZAe AT Folot g3k U
Zolata gt
7ML 1-12 £=0.023, P=0.7032.2 ettt 9L xujAo] ZHo
340l 1FG2ag B9V 4% Aol HEska= Aoz 3d Ao
ot 402 QA= Zog TR [oJolA] oF AoR LRyt

7Hd 1-2+= £=0.152, P=0.0042 Yepgy | ‘TES ok&EH AHAE
AT FAARQ FFS u]A Ho|tf = M2 AHYEHIL BE T

1 T L
St= Zo] nAWE| e A Aoz yehgrh oHdt HeA &

Wo| b AH|2TE nAGA Fasths Aoz Rl

A
A AL, DA FEAZS AT, FALL A
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71 1-4= =0.256, P=0.0000.2 L}t
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AH| 2o o

o 7ol
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[ 4-7) 59De] & DANZT ALY BA

BES)
By | HEES A N A4 5%
s A4 T FogE
s B | ®Z0% | Beta 2k | VIF
) 1495 | 29 5.051 000
TARE | 582 082 449 7.089 000 1.000 | 1.000
*R®0.202: F : 50.247 P © 0.000°

b, £ /\ :erq

p<0.1 ** p<0.05 *** p<0.001

VARSI AT PAS dotEr] S5 AAE tEeTlE At
FlellE 4-73% 2ol AARF Fgh(=50.247)2 P=0.000 FFoA 2
SHAl WeRto, dgele dehdles RT gho] 0.2022 20.2%9 A9Ee
YERHAL 9l

AIFAQ Wieg duE| nARkRe] s v fojet dF=
o]d Aolaky Pd 7Md 2& $=0.449, P=0.00022 251 UrE} ct.
odl uZATS2 7o) FAHeR FFE A Aotk JHEe A
gEIth ol BF 29 olfste uANERL thE ARA A ¥
st S &2 SEvte] AL A&E vigk Aol fofRt 9=
HAE AoR & 4 ok ol wHelA Hel = od Bt
aAEo] FASAY BRleAl 4 4 ks TASo A HwbAl
Fhe L71e% sk Ao] RO Fasity & 5 olrh mEtA S
o2& AASA FA FHAE A 5 dE= d] flside 2] diet
ARl RS ol AL FoHGD Fasith
3. SRl MuAFAN FHIZe]

TAHCE oFl A 1 %@7&94 H 7 A HAAEE e
ARgstel ZAR A [ 4-8]oAfet A



BFEsH
B | HEZI} A A TAZ
A4 T s
H= _
B EZ02F | Beta s VIF
) .601 .392 1.534 127
34 236 077 192 3.068 .002 195 1.258
A=A .094 .066 .085 1.415 159 874 1.144
S .090 .058 .097 1.547 124 790 1.266
LI Z R .330 .084 246 3.936 .000 799 1.252
AR .356 .084 281 4.253 .000 716 1.397
*R® 0.390: F : 24.951 P : 0.000°

c. TEHLE 7

* p<0.1 ** p<0.05 *** p<0.001

9l BE BEY AH|AEHS IATZY| mxE J7Fe] ¥S4E Yol
E}%—ﬂ%‘i—ﬁ; AN 9 [E 4-8] Az HA|RFO Fh(=24.951)2
P=0.000 =<FollA FolotAl Uetteng 3yio] meo] 23gt Zog
bttt d9Es gehe AEY R® e 0.3902 36.0% A=

ehf glet

ARAQ WM4E AHRA AUAEDE TARS] G5 IFS BL
Aeleta gt

H4e 1-1 §=0236, P=0.0022 viehdth TEe Aulso] EAL 47
ol wFrele BV Z4F Aol AL AoR 59 AAe ot

dofl S840 &= vE Aolrtate H:i‘-% 714 H 0. 5 s
of& ARt sl A, A FEAAS A, FALS AFsE
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(& 4-917H84%

No. 4! o

7M1 SINRHIAFEL2 IAGEC 34 932 1E Aot

7M1 | w2 AR 44 gd= mIE Aolt: 714
7120 | AlEAe AR 344 gd= Hd Aol A=
7130 | SRR AR 344 gd= v Aot e
714 | #le AT 44 dg= HIE Aot e
715 | S AR S84 Y= mId Zlolt: e
7pd2: AAREL T SAA FFE 1E Aotk e
7H4d3 TINHAFELS WA= 384 %= 1E Aot

731 | w42 AR S g Hd Aol e
7HE3-20 | Al AR 44 gd= md 2ol 714
7HE3-30 | SEAe AR 344 g3d= T Aol 714
7Ha3-40 | Bl AR S gd= Hd 2ol e
7HE3-50 | S AR S gd= A 2ol A
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CaHaJg aCcyVJTIBH Xyyaoac

TaHp 3H? OAPUIH MIHJ XYPIIXUHH XaMT asuial aMpaIThIH I[araap I[ar raprax er
coHy Oaspranaa.

DHAXYY cynanraa Hb “30unn OyymJIbIH YHTYWITISHUA YaHAp YHTWIYYIDTYHHH COTT

D1 XaHAMJKUJ HOJIOOJIoX Hb~ CHAPBTIN MAaruCTPhIH JUILIOMBIH MaTtepuan OOJHO.

Canan acyynra Hb 36BX6H CyHajlraaHbl aXWwII amuriax O0omHo. MeH acyynryynman

0oauT Xapuy TIK OalWXryd Tyl Ta €epUIH COTIII3CII XapUYyJDK OrHe Yy.

[lar 3aB raprax caHaj acyyiTaH] Oerjiex erceHji TaHj Oaspianiaa.

Cyanaau: b.29Hx3ana

. apaax acyyJgra Hb TaHb X3D3TJ2X Oy
30uun 6YyYIOJBH YHNJUUJTS5HUN UaHAapPHH Ta
JJaap acyyJara 6oJgHo. Jloopx acyyJraac eep
T 6OJOMXMUNH 3K YB3COH acyyJaArur V. aap T

SMJB5TCJ3X e HO YY.
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No. Acyynr 9 THAM Jyun | Tuiim
Ou THH’
st
M
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Vr 30unp GYyIEIH OHI® Y3IMIK. @ @ ® @ ®
2 | Yr 30uun OyyaibH yyp ambCran P9 33poryIaiuit
@ @ | ® @ | ®
HX IOM.
3 | Vr 30uun OyyIUIbIH 6pee IPBIPX3H.
@ @ ® | @ |06
4 | Yr 30ung Oyymen Hb OON3COH XyTalaaHI TOIOPXO
o ©® | @| 6 |o|6
W YHTIHITDD Y3YYIIOT.
5 | Vr 3ouun Oyynman Hb yHmaayymsramsid 00m3coH uar
@ @ | @ @ | ®
aa cailH OapuMTasar.
6 | Vr 30umn OyyIIbIH XWIUUIA HTT»K OOJHO.
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coému OOJIOBCOH.
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51T
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2 lapaax acyyJgra Hb

T a H bl

30Uunung OYYOJABH YUJAUUJIYYJIST UUMUH

X3pPOTIHA2X 6y

‘coaTroaua

XaHaMX -UUH TaJjJaap acyyJgra 6oJagHo. Joop

X acyyJraac eepT OOJOMXUMNH IT'5X YBCHOH ac

VyYyJATHT V. aap TOMJISTJIDX o He YY.
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@ @ €) @ ®
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aiiH Tk Oozok OaifHa.
3, apaax acyyJira Hb TaHB X3D3TLJ3X 6y

3ouun 6yynJaber 6ycam XYMYYCT TAaHUJIYYJda

X TaJjJaap acyyJgra 6oxgHo. Joopx acyyJaraa
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4, 3ouun 6YYyOJHH YAJUJYYJSTUUMNH €peHX U
acyyuJara.

1. Taubs xyitc?
1. O9p 2. OM

2. Taus Hac?
1. 200253 c¢c moom 2. 21-29 3. 31-39 4, 41-49 5. 50-a a

C O35 51

3. Ta eHTrTepceH S5XUJUNH OOTOP YMJUJYYJX 6 a
McaHn yy?

1. Tuwm 2. Yrym

4, Vr 3ouumn 6YYIOJBH MAIO33JJUNUT XaaHaac
M3IOC3H 637
1. TV/panuo 2. Couun 3. UautepusT 4 Oiup

OPUUMBH XYMYYC/HaAaM3 H exel
5 TampbpTam XaMT YHJIUJYYJACOH YAJIUJJAYYJIS T u?

l. Tavnaapaa 2. I'sp 6vyn 3. Hait3 Hexenm 4.

AxynipHXxaHTawraa 5 Xocoopoo 6. Bycan
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ABSTRACT

Mongolian Express Hotel Service Quality on Customer Satisfaction

and Study on the Effect on Verbal Promotion

Baatarchuluun, Enkhzaya

Major in Business Management

Dept. of Business Administration

Graduate School of Business Administration

Hansung University

Mongolia's hotel industry has developed swiftly so far since the
reform of the country and opening in 1990. From that time, the number
of overseas tourists has rapidly increased. The demand for tourism, even
within Mongolia, has swelled. Thus, Mongolia's hotel industry has started
to consolidate. However, it is still insufficient in recognizing the necessity
of service quality, which is the most important part of a hotel. Research
in this area, namely specific empirical research, is insufficient on what
influence the quality of service has upon customer satisfaction in
Mongolia's hotel industry and on how service can be enhanced, increasing
word of mouth branding,

Therefore, this study looks at Ulaanbaatar city and a deluxe
hotel, nine basic hotel service quality factors that affect customer
satisfaction and how these factors may have an impact on any oral

research. The result of this study in Mongolia Hospitality Management

- 69 -



and Hotel Management from an academic developmental and customer
satisfaction standpoint, as well as the importance of positive word of
mouth to help build a concrete strategy are the purpose of this study.

To accomplish this, both the theoretical research and empirical
research were carried out side by side. Theoretical research had as the
standard for a basic theory of this study by allowing a such research
to focus on service quality and customer verbal satisfaction. The aim
was to achieve the objective of this study by carrying out questionnaire
research targeting foreigners and domestic customers who use
Mongolia's deluxe hotel, based on this theoretical background. The
temporal range in this study was set to 2013 as the reference year in
which the questionnaire research was completed. The spatial range for
research was limited to nine deluxe hotels, which where are located in
Ulaanbaatar city. The contextual range for the research was composed
five total chapters in the whole. For the statistical data processing in
this study, the statistical package program in SPSS 18.0 for Windows
was used.

Out of the six hypotheses that were proposed in this study, five
hypotheses were determined to be significant. The results are as
follows:

First, Mongolia hotel customer satisfaction and service quality
factors in responsiveness are shown to have a significant effect on the
quality perceived. Above all other hotel services, these factors allow
customers to quickly determine the overall quality because this is the
easiest way to direct customers’ satisfaction, affecting significantly

instructive interpretations, noting them to be a meaningful result that
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can be regarded as large. Hotel service quality, customer satisfaction,
and responsiveness are affected the most significantly as the dimension
of the response in order to satisfy customers. For example, courtesy of
hotel employees and their response to a customer’s demands must be
seen as quick, with an attitude and courteous manner. This response
has been determined through regular answers regarding “good”
customer service and is believed to be a imperative that should be
discussed during the education concerning professional conduct. A
hotel’s facilities and décor, as well as other amenities are important in
the mind of a customer, however to leave the best impression, courtesy
and expediency of the hotel’s staff in meeting a customer’s needs
should have the highest effort maintained as possible.

Second, the significant relationship between customer satisfaction
and positive word of mouth promotion was confirmed. This is what is
consistent with the result that is suggested in existing research. Thus, a
fact is proved that the timely consistent offer of service in high quality
can lead to satisfying customers, or that customer satisfaction can lead
to securing customers with high opinions and praise, aiming to induce
positive behavior hereafter. This requires lot of focus on customer
satisfaction by investigating the influence of quick response
characteristics of general quality service and the certainty of
professional services related to the need for hotel employees to enhance
their knowledge and service capabilities.

Third, the hotel service quality and responsiveness of the factors
in order of certainty have a direct influence on a customer’s

word—of—-mouth. Customers focus frequently on the Hotel employees
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and how such employees react quickly in their service can make all
the difference. It is necessary to invest in efforts to help to encourage
and strengthen service capabilities and expertise, and such efforts
should not be spared. Previous studies concerning hotel service show
an indirect effect relationship between a customer’s word of mouth
review of a hotel and such service but this study to verify the quality
of service and customer satisfaction hotel mediated a significant impact
on the customers’ verbal promotion of a hotel, and even with no
parameters to verify, the study demonstrated that there exists a direct
relationship and how such a relationship was affected. Thus, the
emotional satisfaction as well as hotel services, leading to customer
behaviors such as rebooking or recommendation are directly related to
impacts identified in hotel services, pointing to a need for more
attention and care that hotel management should be aware of. Such
positive opinion by past customers can serve as a means of advertising
through the word of mouth endorsement of previous guests, generating
a cost savings on what is needed for traditional advertising.

Fourth, as hotels of diverse types continue to be developed and have
brought a luxury brand to Mongolia since 2000, the industry has
entered the era of the luxury hotel. International chain groups have
plans to fully enter the Mongolian market. This will have considerable
influence upon customer market and their choice of expanded options
for hotel stays, which has been possessed in the meantime by
Mongolian hotels. The introduction of luxury hotels will further step
up competition. However, existing Mongolian hotels are showing the

polarized phenomenon from the global hotels, with the limited and
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potentially antiquated facilities and service practices. Mongolia's hotels
require an effort to lift their competitive edge up to the

internationalized level.

KEYWORD :

- 73 -



