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Independent Study title: Service Quality Grand Tower Inn Sukhumvit 55 Hotel Affecting the
Customer Satisfaction
Author: Miss Montira Bunnag; ID: 2563001755; Degree: Master of Business Administration;

Independent Study advisor: Dr.Puripat Chankit, Acting Sub Lieutenant; Academic year: 2018

Abstract

The objectives of this study were: (1) to study level of service quality and satisfaction
of customers towards the service of Grand Tower Inn Sukhumvit 55 Hotel; (2) to compare level of
satisfaction of customers towards the service of Grand Tower Inn Sukhumvit 55 Hotel classified by
personal factors; and (3) to study service quality factors affecting the satisfaction of customers of
Grand Tower Inn Sukhumvit 55 Hotel.

This study was a survey research. Population of the study was unknown exact number
of general people who received the service from Grand Tower Inn Sukhumvit 55 Hotel. Size of samples
was 400 sampling determined by Cochran's formula with accidental sampling method. Research
instrument employed a questionnaire. Statistics for data analysis comprised of frequency, percentage,
mean, standard deviation, T-test, F-test, Least Significant Difference (LSD) test, and one-way ANOVA.

The results showed that: (1) an overview of level of service quality and satisfaction of
customers towards the service of Grand Tower Inn Sukhumvit 55 Hotel was at high level; (2) the
differences of personal factors in gender, age, status, educational background and frequency of the
stay showed the differences of service quality significance level of 0.05; and (3) there were 8 factors
that affected to the service satisfaction. These were the ability of hotel officers, reliability of hotel
officers, trust, good offering, good response, care and creating service work to be accepted. These
factors could forecast the service satisfaction of the customers towards the service of Grand Tower

Inn Sukhumvit 55 Hotel at 49.80 percent.

Keywords: Service Quality, Satisfaction, Grand Tower Inn Sukhumvit 55 Hotel
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14 Y Aa
1. ﬂ]uﬂmﬂ1Wﬂ1§1ﬁU§ﬂ1§

Corrected Cronbach's
Scale Mean Scale Variance
Item Item-Total Alpha
if Item Deleted if Item Deleted
Correlation if Item Deleted

AUAMMNIIIHUINS
1 Al 69.633 69.413 0.306 0914
A2 70.133 67.706 0.463 0.911
A3 70.267 68.616 0.349 0.913
2 B1 70.267 64.823 0.634 0.907
B2 70.367 62.516 0.666 0.906
B3 70.400 62.869 0.642 0.907
3 Cl 70.233 61.633 0.731 0.904
C2 70.133 62.533 0.709 0.905
C3 70.133 62.740 0.653 0.906
4 D1 70.100 67.472 0.366 0914
D2 70.167 65.523 0.631 0.907
D3 70.067 65.444 0.606 0.908
5 El 70.033 65.137 0.720 0.906
E2 70.033 65.275 0.582 0.908
E3 70.033 65.551 0.608 0.908
6 F1 70.100 68.783 0.309 0914
F2 69.900 64.783 0.699 0.906
F3 69.933 67.375 0.419 0.912
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Corrected Cronbach's
Scale Mean Scale Variance
Item Item-Total Alpha
if Item Deleted if Item Deleted
Correlation if Item Deleted
7 Gl 69.833 66.351 0.482 0.911
G2 69.800 65.614 0.572 0.909
G3 336.310 728.222 0.461 0.907
8 H1 336.448 729.613 0.545 0.904
H2 336.414 729.180 0.559 0.905
H3 336.345 738.948 0.245 0.906
9 I 336.310 732.650 0.410 0914
12 335.862 735.766 0.333 0.907
I3 336.310 732.650 0.410 0914
10 (11 336.138 742.766 0.090 0.903
12 335.966 733.177 0.436 0.908
I3 336.138 731.980 0.481 0.908
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2. anunanelalumslvusms

Cronbach's
Scale Mean Scale Variance Corrected Item-
Item Alpha
if Item Deleted if Item Deleted | Total Correlation
if Item Deleted
anunsnelalumslviuims

1 | Al 107.833 361.316 0.723 0.980
A2 107.967 365.620 0.807 0.980

A3 107.833 361.316 0.723 0.980

A4 107.833 368.351 0.690 0.980

A5 107.967 365.620 0.807 0.980

A6 107.467 356.947 0.919 0.979

2 | Bl 107.600 381.834 -0.029 0.982
B2 107.833 367.247 0.750 0.980

B3 107.967 368.516 0.655 0.980

B4 107.700 364.010 0.660 0.980

B5 107.467 356.947 0.919 0.979

B6 107.700 362.907 0.704 0.980

3 | Cl 107.467 356.947 0.919 0.979
C2 107.567 365.978 0.655 0.980

C3 107.567 342.944 0.872 0.980

C4 107.467 358.326 0.682 0.980

C5 107.200 352.441 0.915 0.979

C6 107.433 338.530 0.928 0.979
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Cronbach's
Scale Mean Scale Variance Corrected Item-
Item Alpha
if Item Deleted if Item Deleted | Total Correlation
if Item Deleted
D1 107.933 346.961 0.895 0.979
D2 108.333 351.678 0.825 0.980
D3 108.200 347.476 0.792 0.980
D4 107.933 350.271 0.803 0.980
D5 107.833 341.316 0.962 0.979
D6 107.833 341.316 0.962 0.979
El 107.600 355.421 0.873 0.979
E2 108.067 351.237 0.924 0.979
E3 107.967 342.585 0.922 0.979
E4 107.733 356.754 0.772 0.980
E5 107.733 366.547 0.860 0.980
E6 107.500 356.466 0.906 0.979
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