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Business Administration Degree. (General Management). Phranakhon Si Ayutthaya :
Graduate School, Phranakhon Si Ayutthaya Rajabhat University. Advisor Committee :

Assoc. Prof. Dr. Aphinant Chantanee and Mr. Niran Soitong.

ABSTRACT

The study “Service Use Behaviors and Satisfaction of Customers Using Services of
Hotels in Phranakhon Si Ayutthaya Province” aims to 1) study the behaviors of the customers
using the hotel services in Phranakhon Si Ayutthaya, 2) study satisfaction levels of the customers
who used the hotel services, 3) compare the satisfaction level of the customers who used the hotel
services by the personal factors, and 4) compare satisfaction levels of customers who used the
hotel services by the behaviors of the customers in using the service. The sample group was from
335 customers who used the hotel services in Phranakhon Si Ayutthaya province. The research
instrument was questionnaire and statistical analysis was SPSS, frequency, percentage, arithmetic
mean, standard deviation and differences were compared by T-test and F-test.

The results are as follows:

1. The customers used the hotel services in groups about 2-4 persons with twin room
prices lower than 900 bath. The rooms were reseved in advance for one to Two nights. They used
the services once or twice a year. Hotel information was received from leaflets. The service users
decided to use the hotel services by themselves.

2. Most customers’ satisfaction to the hotel services was at the high level, but it was a
moderate level toward hotel location, marketing promotion and media/information channels.

3. When comparing the satisfaction level of the customers who used the hotel services
according to personal factors, education levels and different income earnings, it was found
differences in satisfaction towards services, hotel prices, hotel location marketing promotion,
media and in formation channels. Differences in occupations showed differences in satisfaction

towards hotel services, hotel location, marketing promotion, and media/information channels.




Differences in hometowns showed differences in satisfaction towards marketing promotion, and
media/information channels.

4. When comparing the satisfaction level of the customers according to hotel service
using behavior, it was found that differences in number in groups of customers showed
differences in satisfaction toward hotel services. Differences in choosing the hotel names showed
differences in satisfaction towards hotels services, prices, hotel location, marketing promotion and
media/information channels. Differences in frequency of using the hotel services showed

differences in satisfaction toward the hotel services, and media/information channel.
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