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ABSTRACT

The purpose of this independent study is to study customers satisfaction towards services
of Manee Guesthouse Chiang mai Province. This study was performed by collecting data from
foreigner customer who recived service of Manee Guesthouse , total 300 respondents. The
descriptive statistics including percentage, frequency, mean, and standard deviation were applied
to analyze the collected data, as well as applying t-test to test the difference between the mean of
customer’s expectation and customer’s perception of the service elements.

As the study result, it is found that the respondents are mainly male, age 30-39 years,
hold bachelor degree, employed as the government agency or state enterprises with salary
of 2,001-2,500 US$. The main purpose of visit was to take a tour or relaxation. Number of
member in each tour group is 2-4 person. They traveled to Chiang Mai by air craft. According to
source of the brand awareness, customers mostly knew Manee Guesthouse by word of mouth
information from the previous customers. Range of stay in the guesthouse in each time was 1 to
4 days. The respondents mainly chosen the accommodation by themselves and the opinion of the
group.

The level of satisfaction towards the service marketing elements were situated in

order as follows. For the aspect of product, the level of satisfaction was in delighted



satisfy. Cleanness and comfort of the room was ranked in the first order. For the aspect of place
the level of satisfaction was in delighted satisfy. The location easy to access, near tourist
attractions and business zone in the city were ranked in the first order. For the aspect of
presentation of appearance, the level of satisfaction is in delighted satisfy. The clean environment
was ranked in the first order. For the aspect of personnel providing service, the level of
satisfaction is in delighted satisfy. The good and quick service from employees were ranked in
the first order. For the aspect of price, the level of satisfaction is in delighted satisfy. The
reasonable room rate was ranked in the first order. For the process of service, the level of
satisfaction is in delighted satisfy. The quick response to the problem and correct remedy were
ranked in the first level. Furthermore, for the aspect of promotion, the level of satisfaction is in
delighted satisfy. The discount the room price in low season or for customer who stay longer

were ranked in the first order.



