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ABSTRACT

This independent study aims at analyzing customers’ satisfaction and service problems at
the Lamai Wanta Hotel, Amphoe Ko Samui, Surat Thani province. The data was collected from
customers of the Lamai Wanta Hotel, Amphoe Ko Samui, Surat Thani province.
The questionnaire was designed and distributed by quota sampling to 200 hotel customers,
consisting of 180 foreigners and 20 Thais. Data obtained from questionnaire respondents was
analyzed by using descriptive statistics which were frequency, percentage and mean.

Most respondents were male, 40-49 years old. They are employees of private companies
in European countries, with monthly income more than 60,000 Baht. They came to Ko Samui and
stayed at Lamai Wanta Hotel for the first time.

For the services marketing mix factors, the respondents were highly satisfied in the factor
of: physical evidence, place, people, process, product, and price, and moderate satisfied in
promotion factor.

For each services marketing mix factor, the three highest averages score were as
following: (1) product: clean room, comfortable bed, and reputation and image of hotel; (2) price:
flexible choices of payment, breakfast included, and reasonable room rate; (3) place: close to the
beach, easy communication, and close to urban center; (4) promotion: discount for booking

through website, discount for the customer’s next visit, and customers being informed for a new



promotion by mail or e-mail; (5) people: good interpersonal relationship, enough employees for
customer services, and efficient customer services; (6) physical evidence: cleanliness,
maintenance, and hotel decoration; (7) process: reliable customer-payment system, service
efficiency, and hotel safety/security system.

The customers’ complaints were: noisiness, poor air conditioned, non-hygienic

bathroom, and insufficient room accessories.



