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ABSTRACT

This study aims 1) to study customer satisfaction towards various departments and
service quality of hotel business in Amphoe Mueang, Trang Province, 2) to study the differences
in the level of satisfaction with different departments and the quality of hotel services in Amphoe
Mueang, Trang Province, classified by customers’ personal factors, 3) to study the trend of repeat
visits to the hotel business in Amphoe Mueang, Trang Province, and 4) to study customer
satisfaction with various departments such as reception, food and beverage services, room services,
and service quality. This includes tangibles, reliability, responsiveness, assurance, empathy, and
the characteristics of hotel employees in Amphoe Mueang, Trang Province, which affect the trend
of repeat visits. The population in this study was Thai tourists who stayed overnight in a hotel in
Amphoe Mueang, Trang Province, and were twenty years and over. The sample size was
determined using the calculation method from Yamane's ready-made table at a 95% confidence
level and with an error of 0.05. The sample size of 398 samples was obtained using the non-
probability sampling method through the accidental sampling. The research instruments were
questionnaires, and the data were analyzed using descriptive statistics, inferential statistics, and
multiple regression analysis. The study found that most of the respondents were female, aged 31—
40 years, held a bachelor's degree with an occupation as a private employee, and has monthly
income in the range of 15,001-30,000 Baht. Most were from the South and had a one-night stay.
The purpose of the stay was for tourism/leisure and mostly travel by private car. As for customer
satisfaction, it was found that they had the highest level of satisfaction with all three departments,

in order of average, namely the room, the reception, and the food and beverage service department,



respectively. The customers were satisfied at the highest level of service quality in all respects,
ranked in order of average, namely, tangibles and reliability, followed by employee attributes,
responsiveness, assurance, and empathy. The satisfaction of tourists towards all three departments
and the quality of hotel services in all six aspects were found to be related to the tendency of repeat

Visits.

Keywords: satisfaction, service quality, repeated visits
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Explanation; Variable in Equation
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