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ABSTRACT

The objectives of this research were: 1) to study the expectations of Thai tourists on the
service quality of 3-star hotels in Pattaya, Chonburi Province, 2) to study the satisfactions of Thai
tourists on the service quality of 3-star hotels in Pattaya, 3) to compare the level of expectations
and satisfaction towards the components of service quality of 3-star hotels in Pattaya.

The samples in this research were Thai tourists who had used the services of 3-star
hotels in Pattaya with a total of 400 people. A convenient sampling was employed as it was a
quantitative research through the questionnaire surveys. A questionnaire was measured with its
reliability test by obtaining a value of more than 0.7. Inferential statistics were used to analyze the
main findings, namely, t-test, One-Way Analysis of Variance or F-test.

Based on the study, it was found that most respondents had high level of expectations
and satisfactions towards the service quality of 3-star hotels in Pattaya. However, it seemed that the
respondents had lower satisfactions than the expectations; suggesting service differences. The
findings implied that the hotel services may have poor performance and did not meet customers’
expectations. Therefore, the hotels should provide customers with the friendly and courteous
services. Hotel staff should always have good personality and should be able to answer the

questions of visitors correctly.
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