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ABSTRACT

The purpose of this study was to examine (1) The expectations of foreign customers
toward service quality on the Parasol Inn Hotel (2) The perceptions of foreign customers toward
the services of the Parasol Inn Hotel and (3) The satisfaction of foreign customers toward the
services of the Parasol Inn Hotel. Data collection was completed through 5 groups of foreign
customers who were self-traveled and stayed at Parasol Inn Hotel according to the occupancy
ratio of Parasol Inn Hotel in 2009 consisting of South European, European include of North
European East European and West European, American include of North American and Central
American, Australian and Asian who answered 322 questionnaires. The data was analyzed by
statistics consist of frequency, percentage and means.

The study showed that most customers were male. The majorities were 26-35 years
old, employee of private sector, earning monthly income of 30,001-60,000 Baht and came from
Italy. They all came to Chiang Mai province for vacation / holidays. Most customers came with a
group of 2-5 persons and made reservation in advance. The majorities got to know the hotel from
the internet and made the decision to select the accommodation on their own.

The level of expectations toward the services of the Parasol Inn Hotel is high in
every criteria, ranked as following: Courtesy, Security, Responsiveness, Reliability, Credibility,
Access and Communication, Understanding / Knowing Customer, Competence and Tangible,

respectively.



The level of perceptions toward the service of the Parasol Inn Hotel is highest in
every criteria except the Tangible is high. The level of perceptions criteria ranked as following:
Courtesy, Security, Responsiveness, Communication and Credibility, Access, Competence,
Reliability, Understanding/Knowing Customer and Tangible, respectively.

The satisfaction level of foreign customers toward the services of the Parasol Inn
Hotel which came from the gap between the level of expectations and The level of perceptions is
delighted in every criteria, ranked as following: Competence, Communication, Access and
Understanding/Knowing Customer, Security, Courtesy, Responsiveness, Credibility, Reliability

and Tangible, respectively.



