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ABSTRACT

The objectives of this independent study are twofold: to study key factors affecting
Japanese customers to stay at King Royal Garden Inn, South-Sathorn Road, Bangkok and to
examine their satisfaction towards service quality of the mentioned hotel. Research samplings
were identified to 200 Japanese customers and questionnaires were used as the research tool. Data
analysis was conducted by the use of descriptive statistics consisting of frequency, percentage and
mean.

The study found that the majority of customers were married male, aged 31-40
years old, holding Bachelor’s degree, working as employee for private company, earning monthly
income at the amount of 70,001-80,000 baht and traveling to Thailand alone at an uncertain
period. They, normally, booked a room through a website of agency in advance prior to their
arrival and mostly got information of King Royal Garden Inn from the internet. Room rate per
night that they spent for the studied hotel was 1,000-1,500 baht; the duration of their stay in this
time was 2-3 nights. Most of them revealed that it was the first time for them to stay in this hotel
and hotel facilities that they used the most was Internet/oversea call service.

After using services from King Royal Garden Inn, the customers ranked the level of
satisfaction at high and would certainly return to the hotel in future.

Factors affecting their decision to stay at the Royal King Garden Inn were the
location where was convenient to transport and nearby shopping malls and tourist sites, as well

as, good environment and full facilities.



The results of the study on satisfaction of Japanese customers towards service
quality of King Royal Garden Inn, South-Sathorn Road, Bangkok suggested that those Japanese
customers ranked their satisfaction at high level in all aspects.

Hereinafter were shown components of all aspects with which those customers
highly satisfied. In terms of reliability, the hotel staff provided services to customer correctly and
the reservation was reliable. In terms of responsiveness, the hotel staff was willing and ready to
serve customers at prompt. In terms of assurance, the hotel staff had polite manners and friendly
serve customers. In terms of empathy, the hotel staff was polite and friendly to customers. In
terms of tangibles, the hotel offered many more amenities, especially for health care such as

swimming pool and fitness room, and had sufficient extinguishers.



