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Abstract

This research aims to compare Thai Tourisis' expectations and perceptions of
service quality towards hotels in Ayuthaya Province, considering from the quality of
service of five aspects: front reception, room service, security guard, physical
environments and food and beverages. The comparison is also focused in terms of the
expectation and perception on quality of service of Thai Tourists towards hotels in
Ayuthaya Province, classified by ages, salary ranges, types of customers in lodging, and
objectives in lodging at hotels in Ayuthaya Province.

The sample used in this study was 400 Thai tourists who use the service at
hotels in Ayuthaya Province by means of the convenient random method. The device
used in gathering data was questionnaire and the statistical analysis includes percentile,
means, standard deviation, t-test, F-test one way analysis of variance (One-Way ANOVA)
and Least Significant Difference (LSD)

This study was found that the majority of 400 respondents are males who are
between 31-40 years old, with salary upper 30,001 baht; made a trip arranged by private

for relaxation purpose.



1. Thai tourists who have the highest expectation towards the quality of service
provided by hotels in Ayuthaya Province, totally have high perception on quality of
service of hotels in Ayuthaya Province.

2. Thelexpectation on the quality of service of Thai tourists towards hotels in
Ayuthaya Province, and the perception on quality of service of Thai tourists towards
hotels in Ayuthaya Province, with statistical significance at 0.05 ievel. |

3. Thai tourists shose ages, types of clients, objectives in lodging are varied
have the different expectation on quality of service of Thai tourists towards hotels in
Ayuthaya Province, with statistical significance at 0.05 level.

4. Thai tourists shoes salary ranges are varied have the different expectation on
quality of service of Thai tourisis fowards hotels in Ayuthaya Province, with no statistical
significance at 0.05 level. :

5. Thai tourists shoes salary ranges and types of customers are varied have
different perception on the quality of service provided by hotels in  Ayuthaya province,
with statistical significance at 0.05 level.

6. Thai tourists shose ages and objectives in lodging are varied have different
perception on the quality of service provided by hotels in Ayuthaya Province, with no

statistical significance at 0.05 level.

The suggestions from this study are beneficial for the improvement of the
quality of service provided by hotels in Ayuthaya Province, in order to belter serve the
expectation of Thai tourists towards the quality of the hotels' service. Hotéls in Ayuthaya
Province should consider the evaluation of all five aspects of service quality comprising
front reception, room service, security guard, physical environments, and food and
beverages. Frorit reception, in particular, the improvement should of the receptionist to
have good personality, politeness, friendly, smiles and being éheerful, In addition, the
staff should be sufficient in terms of quantity to serve clients. Room Division needs to be
equipped with more modern faciliies. Security Division should emphasize on the
knowledge and ability of the employee to provide skillful service and to solve the

problems of the clients. Furthermore, the surmroundings of the hotel should be thoroughly



lightened. Physical Environment should be upgraded in the aspects of landscaping and
children’s playground to provide good service that meets the satisfaction of Thai tourists.
Food and Beverages should be improved in terms of cleantiness and stylish restaurant
offering a wider variety of menu as well as the increase of promotion on food and

beverage.





