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Independent Study title: The Expectations and Perceptions on Service Quality among Thai Tourists
towards the Hunsa JB Hotel, Hat Yai, Songkhla Province
Author: Mrs. Ratchada Petchara; ID: 2503004315; Degree: Master of Business Administration;

Independent Study advisor: Dr. Suree Kemthong, Assistant Professor, Academic year: 2013

Abstract

The purposes of this study were: (1) to examine levels of Thai tourists’ expectations on
service quality provided by Hunsa JB Hotel, Hat Yai, Songkhla Province; (2) to determine the level of
perceived service quality among Thai tourists towards the Hunsa JB Hotel, Hat Yai, Songkhla Province;
and (3) to investigate the differences in levels of Thai tourists’ expectations and perceptions on the service
quality provided Hunsa JB Hotel, Hat Yai, Songkhla Province.

This study was conducted by means of a survey research. The number of population was
approximately 36,288 Thai tourists who stayed at Hunsa JB Hotel for at least one night during January-
December 2012. The sample selected by systematic sampling method consisted of 353 respondents.
Survey questionnaires were used as an instrument to collect the data. Data were analysed by statistical
tools including frequency, percentage, mean, standard deviation and Paired Sample t-test.

The results of this study were as follows: (1) overall levels of Thai tourists’ expectations
towards the service quality of Hunsa JB Hotel were at the high level. When considering by each of
service quality aspects, it was found that the aspect of responsiveness was the most important, followed
by the aspect of assurance respectively; (2) as for the overall levels of Thai tourists’ perceptions towards
the service quality of Hunsa JB Hotel were also at the high level. When considering by each of service
quality aspects, it was found that the Thai tourists’ perceptions towards the tangibles were the most
important, followed by the aspect of assurance respectively; and (3) there were no statistically
significant differences in levels of Thai tourists’ expectations and perceptions on the service quality
provided by Hunsa JB Hotel, Hat Yai, Songkhla Province at level of 0.05. It was found that levels of
Thai tourists’ expectations and perceptions towards the service quality of Hunsa JB Hotel in both overall

and each of aspects were in similar levels.

Keywords: Expectations and Perceptions, Service Quality, Thai Tourists, Hunsa JB Hotel,

Songkhla Province.
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