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ABSTRACT

The objectives of this research were 1) to study the visitors’ perceptions of corporate
social responsibility ( CSR) activities through hotels’ communication channels, 2) to study
visitors’attitudes towards environmental conservation, 3) to study visitors’ opinions towards hotels’
corporate social responsibility (CSR) activities, 4) to study visitors’ satisfaction with hotel
corporate social responsibility (CSR) activities, 5) to study the relationship between visitors’
perceptions of CSR activities through hotels’ communication channels and their opinions towards
hotels’ CSR activities, 6) to study the relationship between visitors’ attitudes towards
environmental conservation and their opinions towards hotels” CSR activities, and 7) to study the
relationship between visitors’ opinions towards hotel CSR activities and their satisfaction with
Hotels’ CSR activities after using hotels’ services.

The results of this study were as follows: Visitors’ perceptions of overall hotel CSR
activities were at a high level. The aspect with the highest average score of perceptions was the
presentation of hotels’ CSR activities through social media such as Facebook, Instagram or Twitter.
Visitors’ attitudes towards overall environmental conservation were at a high level. The aspect with
the highest average score was the willingness to separate different types of garbage. Visitors’
opinions towards overall hotels” CSR activities were at a high level. The aspect with the highest
average score was the processing of leftover food for the benefits of farmers. Visitors’ satisfaction
with overall hotels’ CSR activities was at a high level. The aspect with the highest average score
was the visitors’ satisfaction with the services provided by the hotel. In addition, the results of the

multiple regression analysis to test the correlation revealed that perceptions of hotels’ CSR



activities positively affected visitors’ opinions towards the hotels’ CSR activities with a statistical
significant level of .05. The visitors’ attitudes towards environmental conservation positively
affected visitors’ opinions towards the hotels” CSR activities with a statistical significant level of
.05, and lastly, visitors’ opinions towards the hotels’ CSR activities positively affected visitors’

satisfaction with CSR activities after using hotels’ services with a statistical significant level of .05.

Keywords:  Perceptions of CSR activities, Corporate social responsibility, Opinions towards CSR

activities, Hotel services
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135 T szme Ine), Curio (64133 1us2merIne), Double Tree by Hilton, Embassy Suites (63
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Uszima’lng), Homewood (84137 Tualszmea'lng), Home2 (63113 1uilszmealneg)
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Save Our Planet
Deear Casest
Every day millions of gallons of water are used to wash
sowch that have only been wsed once
You Make The Difference:
* A towel hanging up encans *| will e again”

¢ A viveed on the floor mesns “Messe exchange.”
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Rotated Component Matrix"
Component
1 2 3 4 5 6
Opinion4 760 .047 158 132 .066 .087
Opinion5 57 -.060 .017 .038 .061 233
Opinion10 757 .054 123 A17 116 -.129
Opinion9 724 -.033 258 101 112 -.132
Opinionl1 .635 .092 327 137 .081 .165
Opinion6 526 .023 .146 .183 .160 S11
Opinion12 412 178 292 310 .051 232
Awareness 4 -.093 766 .143 226 .019 .028
Awareness 3 -.003 .760 .087 154 .054 165
Awareness 1 .021 748 .088 .069 207 .066
Awareness 5 .020 725 153 255 -.031 -.060
Awareness 2 120 .642 278 -.057 254 -.021
Awareness 6 129 .638 226 .034 179 .033
Satisfaction4 305 217 754 .180 101 .075
Satisfaction 2 .192 254 744 128 211 .056
Satisfaction 3 344 .078 723 .053 133 131
Satisfaction 5 .164 287 .708 241 .140 -.034
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Rotated Component Matrix"

Component
1 2 3 4 5 6
Satisfaction 1 .046 413 582 203 264 .097
Opinion?7 244 275 379 251 138 246
Opinion] .053 .149 .086 J11 -.048 174
Opinion2 232 158 157 .631 .092 .098
Opinion3 375 113 157 515 -.035 -.065
Attitude6 410 .100 221 470 .200 -421
Attitude 3 129 270 255 .469 .396 -.194
Attitude 2 .093 130 .220 .007 726 272
Attitude 1 236 159 154 -.140 703 -.050
Attitude 5 .109 223 .090 434 .603 .087
Attitude 4 .001 .143 224 489 539 A11
Opinion8 154 207 253 .169 255 .647
Kaiser-Meyer-Olkin
Measure of
916
Sampling Adequacy
(KMO)
Bartlett's Test of
5340.564
Sphericity
Sig. .000
Eigenvalues 9.413 3.118 1.525 1.343 1.163 1.090
% of Variance 32.459 10.751 5.258 4.631 4.009 3.759
Cumulative % 13.645 26.969 39.043 48.145 56.224 60.867
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Prediction: Goodness-of-Fit

Multiple R 425
R Square 181
Adjusted R Square .168
Standard Error 47733
Degree of Sum of Mean
Analysis of Variance
Freedom Square Square

Regression 6 19.780 3.297
Residual 393 89.542 228
F=14.469 Sig. =.000
Durbin- Watson 1.863
Explanation: Variable in Equation
Independent Variable Unstandardized Standardized

Coefficients Coefficients t - Value Sig.

(B) (Beta)

gl 2.964 22.776 000%*
MIUVTUBNINTTUAN .020 .040 .653 514
Sudavouaodany Wiy lud
(X))
ﬂ'lilj'llﬁuﬂﬁi]ﬂiiﬂﬂ’ﬂu .083 141 2.419 016**
FURATUADTIAN YD TTAUITY
quﬁaﬁmnaau‘laﬁ(xz)
MU ATUDNINTTUAY .050 .097 1.568 118
TUNATRUADAIAN WU TV
moluroain (x,)
ﬂ']ﬁlj']m'uﬁ]ﬁi]ﬂiillﬂ’ﬂll -.007 -.015 -.229 .819
TURATUADTIAN W1 T
voiaalmnia vie Digital
Scene U5NUKRB1109 (X,)
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Research Questionnaire

This research questionnaire is a part of the curriculum of Masters of Arts, department
of Tourism Management, of Dhurakij Pundit University.

Clarification: This questionnaire is for academic research purposes. The results of the
survey shall not, directly or indirectly, have an effect upon the participants. The purpose
of this questionnaire is collection of information for further development of knowledge
base in the area of social and environmental responsibilities and conducts of
international luxury accommodation companies, and their effects on the satisfaction of
travelers. The information and opinions you provide, therefore, are crucial and
applicable to the industry. We therefore kindly appreciate your co-operation and your
honest and truthful answers in this questionnaire.

1.) Name of surveyee:

2.) Are you currently employed by any of the following hotel chains?
D Marriott International D ALL Accor Hotels
D Hilton Worldwide D InterContinental Hotel Group

3.) Your current place of employment (Please specify)

Survey Questions Yes No

4.) Your current place of work promotes CSR programs or
initiatives via websites.

5.) Your current place of work promotes CSR programs or
initiatives via social media (such as Facebook, Instagram or
Twitter).

6.) Your current place of work displays information regarding
to its CSR programs or initiatives via digital displays (ie.
Television or billboard displays) in public space, such as in
function venues or reception halls.

7.) Your current place of work promotes CSR programs or
initiatives through in-room entertainment systems (ie. In-room
television).

8.) Your current place of work requests cooperation from
guests to participate in its CSR programs and initiatives relating
to reduction of resources and energy use, such as reducing
laundry loads, or conduct energy-saving practices within their
rooms.
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Survey Questions

Yes

No

9.) Your current place of work has a dedicated department for
analyzing and responding to public comments and suggestions
from online sources.

10.) Your current place of work practices the reduction of
plastic usage or uses plastic-alternatives within its facilities and
rooms.

11.) Your current place of work provides online check-
in/check-out service.

12.) Your current place of work has a policy to promote
reusing office papers.

13.) Your current place of work has an initiative to reduce, or
stop the usage, of plastic straws.

14.) Your current place of work features local (OTOP)
products in its souvenir stores and boutiques.

15.) Your current place of work has an adequate procedure for
disposal or reduction of food waste.

16.) Your current place of work's policy does accommodate for
internships, traineeships or casual workers.

17.) Your current place of work has a Loyalty Program that
features collection of loyalty points, as well as exchange of
loyalty points.

18.) Your current place of work has donation boxes for
charitable organizations.

19.) Your current place of work promotes its CSR programs
and initiatives on community boards, corridors or in elevators.

20.) What is the name of the CSR program or initiative at your place of work?

21.) Do you have any comments, suggestions, recommendations regarding your place of

work's CSR program and initiative?

Thank you for your participation in this research.
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