ISSN 1023-2842

AR 2016 SR AR
BHVYBEIUH] p.791-816
DOI: 10.6160/2016.12.05

MU RIS ? — X Hotel i)
HAEM

Is Customer Always Right-Membership Management
of X Hotel

B /[\25" Jessica H. F. Chen
[ 77 R e B R B RV B R
Department of Information Management,
National Chi Nan University

AT |G © BN 2016 - T EEZKGE 2 BAYE ? —X HotelHy
gaEMH > PEMHE R - 24648 © 791~816 -

Suggested Citation: Chen, Jessica, 2016, “Is Customer Always Right-
Membership Management of X Hotel,” Sun Yat-sen Management Review,
Vol. 24, No. 4, 791-816.

" SEEIER : BRE

~T791~



B G EEI 2 — X Hotel Ay S

T

AEZEHLE AR EE X Hotel {EHEE Sy S EL RIMAAIRTE o RlIXIE
B i 55 SE R 5 A R B B 1 - X Hotel i 2 THPHBEIEARIET R
Rl > o3l Er SR BB TR B RE R - & B NSRS S EHE RS,
B BRSSO A TR A AT AR R S E R > BRI RE R
REERRE S E TR~ BE RGN - g BEH T - BRE BRIt
i g BREA GBI - B BhELES NETR - 535 FEHE
ff (BRI X B (R TR B o I 2 ey S RL IS TR AR AV IE R S5 >
JE— TR 52 8 B R FEE R 2RI > — 5t 3238 R TE IR P 5 [RE Ak
BERARPITIAE - ESRMHIFREE B T 2] - BRERE AT SR W -

fEZ<a T i a IR B R AR - IR A B S e g BEH
IR 2 ARSI - FE R AR AL n] DIA IR B BRI ~ B E B S 8
BEE AN EAT Ry b2 B SR 1 R heiBid - M= EEEE () 8%
Q) IRBEH () BENAETR -

BRgEE - @ EEE - BHEE - BEAETR - IR - Ik EE

Abstract

This case describes the problems of business operation and member
management faced by a hot spring hotel. X Hotel launched a club membership
program and issued a cash gift card with attractive promotions to increase revenues
and raise customer demand of fitness equipment and spa facilities on weekdays.
The two strategies brought important contributions on the hotel revenue, but it also
induced many problems. The growth of customers and service demand led to the
shortage of service capacity, making serious impacts on the service quality and also
increasing customer complaints. Member management also had lots of problems,
including out of control of senior members, dysfunctional behavior of customers,

and channel conflicts induced by spa coupons. The hotel enjoyed the benefits
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brought by the members and cash card strategies, but it also encountered the

negative effects caused by the two strategies, presenting a dilemma to the hotel.
This case discusses the nature of service and member management in service

operation. Issues covered in the case include the characteristics of services,

member management, service management, and jaycustomers management.

Keywords: Member Management, Jaycustomers Customers, Customer
Dysfunctional Behavior, Service Failure, Service Management
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“# Gaycustomers) il $EHPE TEHIIREA + 35 BSR4 06,0 076 RE O
B e E T K A2 - BRI T E KRS R BUCE PR
BERITR - Elh¥ - BT HAMBEENNE - NnEEEE A ETR
EE R o Y HR s B B T RS B o e R B R s
& -

B R R AN EIT R B R R AT INHEETT R (Fullerton
& Punj, 1993) KRAEHIANE 1T B (Dysfunctional Customer Behavior) | (Harris &
Reynolds, 2003) » fEHYZ2RIF DIEE /R - JMNEVEREITT R 2k FhERT AR 12
fifg (Harris & Reynolds, 2003) -

EHEBF AR - Zemke & Anderson (1990) FFs3E MARIRAE FFE(L).
DLE I R (abusive egocentrics) 5 (2). MG &L A (insulting whiners) ; (3).8K
Hr JEE B B A (hysterical shouters) ; (4). i %% 5% i —?J (dictators) k2 (5). #5 1 &
(freeloader) - Bitner et al. (1994) Hiji @& RE% (problem customers)43ky (1).374
W (2). FRBEENE E2TT 5 Q) BEEARIECR » (D) AEEE - REEEZAHR
Fi Lovelock et al. (2009) WyZ338 - fMAYBFZETE /SR E R EFEA - A
& ¢ (1)/Mai(the thief) 5 (2) BRAIBIEF (the rule breaker) » BAHRIII TR
ARSI R AN ZOR EHSRR ARG © (3) 47 BkER & (the belligerent) » Bk
AMEFHY IR - 5RE ARB A B S HR SR G FRIEE o (4).F1D3E (the
family feuders) » JRLERTHARAZ GH S @R A)E A RFTBEEEFHHIA 5 (5).
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W EEY) i (the vandal) - 2MHERREAR 5 FORICRHMEI AR ~ 2=/ N BUEEREE
SEFENEE 0 % (6).481R7 (The Deadbeat) °

BRI ET RE RN RE L AR UEMEREE YR
g% 5 FEA /1A » Fullerton & Punj (1993) FUREHE N EIT RIVEA S T T
TEREJJRBG AR BB ELERTR - RN BT RGN 8 TSk
2 RGBS - BRGE - 5 LUCES - BT R RISk R E R
5 ERBE RS AR S BB R 21T Ry (Harris & Reynolds, 2003) £
BEH > B s  EEEE e EI B M - R
BB - A EIT R TRES [ B U (domino effect) - Kl 21 H
%7 WS (Reynolds & Harris, 2006) e

=~ ISR R SRR IR

EHE AT Ry AT [REAVFIEHE Bitner et al. (1990) iRy 2 PUREARES K
A = B R R B R AR ~ B TInl R & R R BRI Y KR e B T
RASFH RIEE T TERG R AR

Al 75 % A5 R Ok B 18 5 30RE B SRR & 8 RS R HL M2 ] (Keaveney,
1995) » HRCRAARFS IR AT LLUELARES LR ATERS B =iy 1=K (Spreng et al,
1995) o M5 kRRIEIRSe Al ge - IR E e BRI AR - e A
A AE ~ B B TEE RS R IR RV S0 ~ BB AN Rl AR BRE R AR
SCHEARSS (Tax & Brown, 1998) « HK - Ry RCRIEREEFIHE - JE 7
RIIAR IR T - BRAEGET  fE BB ERERNERET
FETARHE DL RS R T ST S B R IR (R IR Y /5% (Tax & Brown, 1998) -

R E A RFHENIRINA RS - BIREHI A S B SEIKR - Bitner
et al. (1994) FINTFERIREE TN ET Rl 15 B R E I AR o E
FIRZEIALY ~ ANEENEE > BIRE T HEAER RIS - i kit
PRIGERAEAT R > 5 A N E TR > EE I —RAVIEs A B BAE S HoAth
REEIG S (Bitner et al., 1994) « [K|Ith > 25 DUBHE T ANSE AU A 2REFER - &
HREAFITRIA—ENGH - It THES R - 52 R
JEZK LB ity BT AR A A B UGS TR IR AR T 1y © &MU AV HIE A
By X Hotel IFEAIAE  [KlIEL X Hotel JER ERRmRAE A ETT R RAVIR
AEANPASGE -

Rl DA EE TR IB AT RS TR EEE - A RIIRET
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A B B I T Ry Z2 (Reynolds & Harris, 2009) » X Hotel ({5555
B AGES [ & B ERF R EZ B -

Btk BENETT RAVEBEAE e SpE B EREA - K
RE TEE I ALELE AN R TRy (Harris & Reynolds, 2003) DUSEAES—HF
MR Fieft RIFHIRE - [FIRFAERE & R PRI E IR -

9~ iR =

I TEH
AOE ARG

PIHRA THH
TR TAREEITRE

1N

HEMTH ~ JBI TR

B3 RFEE=A
Heskett (1986)

BRI © AR EIOR

Heskett (1986) f&HIR# 4 =F(The service Triangle)skfiguli /> ~ F2HLAK
B B T A% < MR L B MR CR(E 3) - 5RFSERR 1 BB At Try " 4b
AT ) 0 BT T A BB B T AT L 0 DA R B
TR T EE TR o NI TR R RSB R AR T T R TRIE T
YERE - B2 FER AR ERRER - KRPIRB AL - BRI
& o AR BRI E TREENE BT » B3N E T2 MFER NS Tk
THEATATERIRE ST » PIERAT S AR R 2 R 6 55305 v o T I 765 B fi o 2 3
(Papasolomou, 2006) » H HIYE$ B TEEA R REEH T - kA
T Al 55 T BT D B T o A OB T A R BCR I R A A DA B S 5
(Teboul, 2006) - f2HEARESHY B THIRAZ LA - W O BT8R 5B K IETT
AR 0 B LRTIRE IR U H AR N R B < R A8 A1 DUBETTIRE 7&K
#fi (Teboul, 2006) - {ESEMEZHEAE/NF] ~ AR BB fI A A AR T
X DUESIRIFAY A E) - A RIS -
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JESEMAEG - H > BHFRROZRmAEL - DIBREIERIET K - FIRFEE 2
FEE ) ] S8 AN B AR B A TSR ~ R B S Bk K8 TR AR = O ] 5 o
A EZERRANNREANE 4) - BHEREVETS - & SR a] DU
H R - FIRFAES B WA G E AR ZRINA - T fH
E-RHIRE R & SR HE DU LRIES - LR SRR s i il 25
55 3 Ry 3)
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% FHERA
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BERs
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A
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Ry B EEREUE S oAty SEET 7 BRI o AUEROR & BRGEAE
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