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ABSTRACT

This research aims to study the impact of word of mouth communication
towards using of the small hotel services in Khanom, Nakhon Si Thammarat. This is the survey
research by using questionnaire and the results cover the word of mouth communication affects
the expectations of service quality, there were 9 factors identified; reliability, assurance, extra
room amenities, staff communication skills and additional benefits, room attractiveness and
décor, empathy, staff outlook and accuracy, food and service related and hotel surroundings and
environmental. And, the satisfactions of service quality affect tourist’s word of mouth
communications. The results showed that the word of mouth communication and overall
expectations of service quality are related moderately (r = 0.274) and can affect the expectations
of service quality 7.3%. The satisfactions of service quality and tourist’s word of mouth
communications quality are related moderately (r = 0.259) and can affect the word of mouth
communications 6.4%. Therefore, the entrepreneurs of small hotel should improve the service
quality to be satisfactory become the customer’s impression and return to the hotel again. If the
entrepreneurs are continuously improved the service quality, this can create the competition

advantage.



