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ABSTRACT

This study has the objectives to understand the factors affecting the customer’s decision
to use the service of the hotel as well as to study guests’ satisfaction with the hotel’s services. It is
a case of Tarin Hotel, Chiang Mai Province.

The study covered 200 samples including 100 foreign and 100 Thai puests. The findings
indicated the majority of which were male, 31-40 years old. Foreign guests mostly came from
France, the Netherlands and Singapore; whereas Thai guests generally came from Bangkok, had
private business profession and came to Chiang Mai for leisure. Most visitors came to stay in this
hotel for the first time with suggestion from friends and relatives, made reservation by telephone,
stayed about 1-2 nights and intended to return to stay in Tarin Hotel again.

Factors which influenced the most customers’ choice for this hotel service was
accommodation rates, followed by location of the hotel, room quality, service quality. However,
analysis by gender showed that female guests considered location of the hotel was the most
important factor and then room quality, room rates and service quality. Thai visitors considered

the room rates was the most important followed by room quality,' location of the hotel and service



quality while foreigners indicated that location of the hotel was the most important, followed by
room rates, service quality and room quality, respectively.

Hotel guests were most satisfied with the security maintaining system of the hotel
inciuding the surrounding area, and next with the efficient room key control system by maids and
front desk, effective accommodation reservation, cleanliness of guest room upon entering, and
overall lunch experience, respectively. However, the study by guest nationality showed that Thai
visitors were most satisfied with security of the hotel and the surrounding area, followed by
cleanliness of guest room upon entering, efficient room key control by maids and front desk,
effective accommodation reservation and overcall lunch experience while foreigners were most
impressed by overall lunch experience, followed by cleanliness of guest room upon entering,
efficiency of room key control by maids and front desk, security of the hotel and the surrounding

area, and effective accommodation reservation, respectively.



