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FRABETENEARR, AXFLRTIRARUEFT R, BREZFIHEFES A E
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o ZRE MREER, AX AN ELERGHNAEREAE RFAAPRELABERET
723,

XER-EEESRIE K2 AF BEBRHNE
Abstract

As the window of hotel service, the lobby plays a very important role in customer flow, serv-
ice delivery and space transition. With an increasing fierce competition among business hotels to-
gether with a promotion of customer demands and a much more mature-orientation of consumption
ideology, there should be a switch in lobby design, such as from pure environmental design to u-
nique lobby atmosphere creation, so as to enhance the perceived value of hotel guests.

Taking the lobby atmosphere of luxury hotels as the research objective and customer perceived
value as orientation, this paper explores the basic thinking of the hotel lobbies atmosphere crea-
tion. Firstly,the author try to abstract a research model on customer perception of lobby atmos-

phere and certain research hypothesis based on the research of literatures and the results of obser-
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vations and interviews. With the information provided by 300 questionnaires from 8 luxury busi-
ness hotels in Zhejiang province and the field research processed by the statistical software SPSS,
the paper concludes that there are three dimensional factors influencing the customers’ perception
of the atmosphere in hotel lobbies. Among the dimensions of environment, service and business
which include 9 elements and 44 variables, the environmental factor places first with the service
coming second and the business third. Only Environment and service factors respond to the cus-
tomers’ perception reaction of hotel, each of these three factors has influence on the customers’
perception value to different degrees, but none of them drives directly the customers’ consumption.
Finally, based on these research results, this paper also puts forward respective ideas to improve

the environment, service and business atmosphere in hotel lobbies.

Key words:luxury business hotel; lobby; atmosphere; customer perceived value
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