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ABSTRACT

The purpose of this research was to 1) study and compare the perceived service
quality of Asian and European tourists using budget accommodation in the Phra Nakhon area. 2)
study and compare the satisfaction of Asian and European tourists using budget accommodation
in the Phra Nakhon area and 3) analyze the factors of perceived service quality that affect the
satisfaction of Asian and European tourists using budget accommodation in the Phra Nakhon area
Bangkok.

Sample is 400 Asian and European tourists staying in budget accommodation in Phra
Nakhon, Bangkok by quota sampling using questionnaires as a tool for data collection. The
statistics used for data analysis were frequency, percentage, mean, standard deviation, t-test and
Multiple Regression.

The study found that the perception of service quality of tourists who use budget
accommodation in the highest level is average of 4.24 when considering in each aspect. Customer
response Customer care Giving customers confidence reliability in service, the opinions are at the
highest level. The concrete opinions of the service were at a high level while the tourists'
satisfaction with the use of budget rooms, the overall picture is at the highest level, with an
average of 4.28 when considering in each aspect ease of booking and payment. Employee service
facility security opinion is at the highest level. And the room condition and accommodation
services have a high level of opinions.

The hypothesis testing found that the perceptions of the quality of budget

accommodation in Asian and European tourists were not different. And satisfaction with the



budget accommodation of Asian and European tourists is not different. As for the quality of
service of the budget accommodation which can together predict the satisfaction of the budget
accommodation by Multiple Regression Analysis at the statistical significance level of .05, found
that the quality of service of the accommodation in Phra Nakhon, Bangkok affects the satisfaction
of budget accommodation. For Asian tourists, 96.8 percent (R2 = 0.968) Responsiveness
Empathy Assurance Reliability and Tangibility, while European tourists 9 0.7 percent (R2 =
0.907) Responsiveness Empathy Assurance and Reliability with statistical significance at the

level of .05
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Questionnaire

Service quality perceptions on tourist satisfactions in using budget accommodation in Pranakron
district, Bangkok : A comparative study between Asian and European tourists
The purpose of this questionnaire is to study the Service quality perceptions on tourist
satisfactions in using budget accommodation in Pranakron district, Bangkok It is a part of
Master's degree in Tourism Management, Faculty of Tourism and Hospitality, Dhurakij Pundit
University

Kannika Phoncharoen

Dhurakij Pundit University

The questionnaire is divided into 4 parts:
Part 1: Personal information of tourists
Part 2 Service Quality of budget Accommodation' in Pranakorn Area, Bangkok
Part 3: Satisfaction of budget accommodations' in Pranakorn Area, Bangkok

Thank you for your cooperation.

Please mark M in front of the items that correspond with your information.

1. Gender

Ol 1. Male L] 2. Female L] 3. Alternatives
2. Age

O 1. 20-30 years 00 2. 31-40 years

00 3. 41-50 years O 4. 51-60 years

05. 61 years
3. Status

0] 1. Single 0] 2. Married L] 3. Widowed / Divorced

4. Nationality

O 1. Asia 01 2. Europe

CJ 3. Other cooouveeeieeieeeeeeeeeee e
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5. Education
O 1. Below Bachelor Degree O 2. Bachelor Degree
0 3. Higher than Bachelor Degree
6. Occupation
[ 1. Students / Students 01 2. Civil Servants / State Enterprise Employees
1 3. Private Company Employees 1 4. Private business / Business owner
L1 5. Others, please specify...................
7. Average monthly income
O 1. 1,000 US § or less 0 2. 1,001 —5,000 US $
O 3. 5,001-10,000 US $ O 4. 10,001 —30,000 US $
0 5. 30,001 US $ and up

8. Experiences of tourists who visit Bangkok

O 1. 1 time O 2. 2-5times O 3. more then 5 times
9. Company
O 1. Family 01 2. with friend 01 3. couple

[J 4. Backpacker

Part 2 Service Quality of budget Accommodation' in Pranakorn Area, Bangkok
Please mark |Zl in front of the items that correspond with your decision.
5 = Excellent 4 = Good 3 = Average

2 = Below Average 1 = Unacceptable

A

1.1. The accommodation has user data storage and can

provide services.

1.2. The staff has the expertise and can provide service

correctly.

1.3. The booking and payment are accurate and reliable.

1.4. Accommodation can be provided and advertised.
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1.5. Staff have skills to solve problems for users.

2. Responsiveness

2.1. Staffs have enough. Can provide thorough customer

service and in time.

2.2. The staff ready to serve the guest rapidly.

2.3. The staff are willing and ready to serve.

2.4. always respond quickly to each quest’s request or need.

3. Empathy \

3.1. The staft provide good service without discrimination.

3.2. When customer feedback , problems and can be resolved

quickly.

3.3. Friendly staff with a clear smile

3.4. The staff is understand customer needs

4. Assurance’ \ l \

4.1. The hotel has good security systems CCTV, such as in-

room safes.

4.2. Staffs are able to maintain the privacy of guests as well.

4.3. You feel safe when you use the service.

5. Service (Tangibility) '

N

5.1 Decorated the building both inside Beautiful exterior.

5.2 The facilities in accommodation as is clean and

including restaurant.

5.3 The bathroom has all equipment such as soap, toothpaste

and towel.

5.4 Hi technology such as Hi-speed internet, Free Wi-Fi,
LCD.

5.5 Overall opinion on service quality.




Section 3 Questionnaire on satisfaction of budget accommodations

Please mark ] in front of the items that correspond with your opinion

&9

1. Payment

1.1. Payments are fast and accurate. Trustworthy.

1.2. Various reservation and payment methods.

1.3. The time it takes to register and check into your room

won't take long.

1.4. Check in/Check Out Convenience for check-in/check out

2. Room Accommodation

2.1. There are modern facilities and ease of use.

2.2. Cleanliness in the room.

2.3. The design and decor in the room.

2.4. The room had sufficient light and good ventilation

3. Availability

3.1. Convenient, easy to use facilities are sufficient.

3.2. The facilities are in good condition, clean and safe.

3.3. In the room such as TV, minibar, internet.

3.4.There are bathroom amenities such as towels, soap,

toothpaste.

4. Service mind

4.1. The staff are courteous, ready and willing to provide

service.

4.2. Knowledgeable staff Understanding and service skills

4.3. The staff are able to communicate in foreign languages.

4.4. The staff are happy to hear their opinions. Customer

advice
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5. Safety

5.1. Secure throughout, with CCTV in different areas.

5.2. The door of the room is strong, and safety.

5.3. Has about safety equipment such as in-room safes, digital

keys.

5.4. Fire exit warning sign. And a reliable emergency system.

5.5 Overall of Satisfactions.

Suggestion

Thank you to all for your cooperation in answering the questionnaire.
Tourism Management Program Faculty of Tourism and Hospitality

Dhurakij Pundit University
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