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ABSTRACT

Since the 1980s, the Chinese hotel industry has grown at an industrial rate of growth.
Local hotel have a significant disadvantage compare to international chain hotel in
inbound tourism market in western China. Especially in European market, local hotels
have to face low market share due to they are not familiar with these tourists. For the
facilities and room conditions of local hotel stands on same level with international
chain hotel, the solution should be found in improvement of management. This research
built a customer knowledge management process model by applying IC process model
to solve the absence of customer knowledge caused as a result of low level perception

and evaluation for local hotels in western China.

The research designed eight steps base on intellectual capital process, Knowledge
Management process and customer knowledge management process as theoretical
backgrounds. All data collection was executed in 4&5 star local hotels in Chengdu. In
order to verify the CKM process model in practice, this research conduct a case study in
a typical local luxury hotel in Chengdu. In this case study, the problems related
customer knowledge management is identified by CKM process model. The managers
of the hotel approved the problems and agree with manage suggestions proposed by

researcher.



