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摘  要
         

         

随着社会经济的发展及经济全球化，服务经济时代已经到来，酒店业作为主

导性的服务行业，一方面面临着前所未有的激烈竞争，另一方面也面临客户需求

的日益多元化，经营转型，推出差异化的产品和服务，开辟新增需求来开拓市场，

成为摆在星级酒店面前的重要课题。同时，大数据环境的成熟，也为酒店提供了

打造以个性化为基础的差异化服务的技术条件。

全文第一章对研究背景和意义进行了概括、总结，简要回顾了个性化服务、

大数据的概念和基本特征，论述个性化服务和大数据的关系。并对国内外研究的

现状进行了介绍和评述。第二章使用PEST 模型对酒店业的宏观环境进行深入剖

析，论述酒店业目前面临的机遇和调整。提出了酒店业进入新的发展期后亟待解

决的问题，即如何通过转型提升竞争力。第三章阐述了酒店个性化服务的内容，

以及我国五星级酒店提高个性化服务的重要性。并且针对我国酒店个性化服务的

现状和存在的问题进行了深入剖析，在此基础上提出解决方案。在前三章研究的

基础上，笔者对喜达屋集团及其旗下的厦门喜来登酒店的个性化服务进行实证分

析。分别从集团角度、单体酒店角度展示个性化服务的部署情况，特别针对厦门

喜来登酒店的经营数据、客户信息、订单数据等真实数据，采用竞品分析、客户

分析、客户分类的方法，提出了具体可执行的提升个性化服务的对策。

最后，结语部分对全文进行了总结，并指出了研究的不足之处。

本文关注数据时代酒店个性化服务的重要性，特别是信息爆炸式增长的当今

社会，并以厦门喜来登酒店为例开展了实证研究，从实践角度来分析和观察厦门

喜来登酒店初步运用大数据为客户提供无法被其他竞争对手替代的差异化战略，

从服务设计入手，通过品牌战略、精确定位人群，找准客户诉求为客户提供更周

到的服务，通过个性化服务的效果满足客户的各类需求，为高端酒店在大数据时

代服务个性化提供了一些思路，可供有关部门参考.
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Abstract
         

         

With the rapid development of market economy,the improvement of new

technique

and high techonology make the consumers' choice more diverse and their

demand

more personalized.Facing the diversity of the consumers' demand and the

division of

market, the hotel need the think from the consumers' perspective and enhance

their

satisfaction during the service.On the other hand, it is necessary to build up a

method

based on the exploration and summarization of data to know the consumer'

internal

demand and provide the guideline and reference for creating the unforgettable

personalized experience for consumers.

Chapter one brings forward the research background and significance of the

selected

topic. It briefly reviews the concept and basic features of personalized service and

big

data. It discusses the relationship between personalized service and big data. It,

also,

introduces the research status in abroad.Chapter two uses the PEST model

deeply

dissect the macro environment of the hotel industry. It expounds the facing

opportunities and adjustments. Since a new development period, the hotel

industry has

a problem of transformation that needs to be solved instantly. Chapter three
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introduces

this article proposes the contents about personalized services and the importance

of

personalized service to high-starred hotels. Then, it deeply dissects the current

situation and existing problems of personalized service, and finally, solutions are

proposed.It is based on research of the first three chapters, empirical analysis of

personalized service is done by author.The personalized service is shown by

enterprise groups and independent hotels respectively. Especially, the real data,

such

as operating data, client information and order modifiers, are from Xiamen

Sheraton.

By using analysis for competitive products, customer analysis and customer

classification, the specific executable responses to promoting personalized

service is

proposed.

Finally, the conclusion part of this article is summarized, and it points out the

deficiencies of this research.

Based on the case study of Xiamen Sheraton Hotel, this paper aims to focus on

the

importance of hotel personalized service in the era of Big Data, to carry out

empirical

research from the perspective of practice, to analyze and observe its preliminary

effect.

Therefore, this paper can provide some ideas for high star-rated hotel

personalized

service in the era of big data and some reference for the relevant departments.
         

Keywords: Personalized Services; Big Data;Sheraton Xiamen
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