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Abstract

The study uses the concept of the balanced scorecard which consists of four dimensions to
develop performance indicators of resort hotel. First, the questionnaires are mailed to the managers
of resort hotels in order to find the key factors and indicators. Based on the result, it consists of
seven key performance factors. Then, the study applies fuzzy AHP to measure the key factors and
indicators weights. Finally, a performance appraisal system for resort hotel by indicators is
established for reference. The result shows the weights of the most important factors are
“customized service and product (0.2171)" and “competence of finance gain (0.2055).” The weights
of key indicators are “ customer satisfaction (0.0959)” and “profit growth rate (0.0931).”
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