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ABSTRACT

The objective of this independent study was to study the customers satisfaction
towards the services of Chiang Mai Suandokkaew hotel. Data by convince method collection
was conducted through the questionnaire distributed to 200 customers. Then, the researcher
applied the descriptive statistics which consisted of frequency, percentage, and mean to analyze
all collecting data.

Based on the results of the study, it was found that most respondents were 21-30
single males who held the bachelor‘s degree as their highest education level. Most of them were
company’s employee and earned 10,001-20,000 baht per month. The recommendation from
other people led them to know this hotel. Most respondents revealed that they had ever stayed at
this hotel before, and spent 2-3 days per time. They agreed if they had a chance they would
come to stay at this hotel again.

According to the study of customers satisfaction towards the services of Chiang
Mai Suandokkaew hotel, it was found that the average level of satisfaction in the overall picture

was rated at the high level. The high level of satisfaction was found in the following factors;



price, people, process, promotion, product/service, and physical evidence. Meanwhile, the
moderate level of satisfaction was found in the distribution channel factor.

In term of product/service factor, the respondents scored at the high level of
satisfaction, and the sub-factor that rated at the highest point was about the cleanliness of room.

In term of price factor, the respondents scored at the high level of satisfaction, and
the sub-factor that rated at the highest point was about the appropriate room’s price.

In term of distribution factor, the respondents scored at the moderate level of
satisfaction, and the sub-factor that rated at the highest point was about the location where
closed to the community, and eased for transportation.

In term of promotion factor, the respondents scored at the high level of
satisfaction, and the sub-factor that rated at the highest point was about the advanced booking
service via telephone.

In term of people factor, the respondents scored at the high level of satisfaction,
and the sub-factor that rated at the highest point was about the well neat and clean dressing of
the employees.

In term of physical evidence factor, the respondents scored at the high level of
satisfaction, and the sub-factor that rated at the highest point was about the good condition of
air-flow.

Finally, in term of process factor, the respondents scored at the high level of
satisfaction, and the sub-factor that rated at the highest point was about the rapid service

process.



