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ABSTRACT

This study aimed to find the comparison of customer satisfaction towards services at
Pangviman Place Hotel and Pangsawan Place Hotel in Chiang Mai Province. Population for this
study was specified to the group of customers at Pangviman Place Hotel and Pangsawan Place
Hotel. The sample group was 400 customers, from 200 customers who checked in at Pangviman
Place Hotel and 200 customers who checked in at Pangsawan Place Hotel. The convenient
samplings were applied and the instrument used for data collection was the questionnaire. Data
analysis was proceeded by applying descriptive statistics for instance frequency, percentage and
mean.

The result of the study was found out that most of customers from Pangviman Place Hotel
who answered questionnaires are female but most of customers from Pangsawan Place Hotel who
answered questionnaires are male. Generally customers who answered questionnaires were mostly
aged 25 to 34 years old, they were office workers in private companies, earned 5,000 - 10,000 Baht
per month, came from the central part of Thailand. The purpose of traveling to Chiang Mai
Province was for vacation and relaxation. They usually traveled as a group of 2-8 persons, stayed 1-
2 nights. Most of them reserved the room before check in. Most of customers from Pangviman

Place Hotel paid for the room at 501-1,000 Baht but most of customers from Pangsawan Place



Hotel paid for the room at 350-500 Baht. Most of them receive hotel’s information by the
recommendation of their relatives or friends. Customers usually made their own decision to select
the accommodation.

The result of study on customer satisfaction towards services marketing mix factors, in
product/service factors was found that customers from Pangviman Place Hotel and Pangsawan
Place Hotel were satisfy at the high level and the sub-factor that rated at the highest score were
same about the cleanliness in guest room and hotel.

In price factors was found that customers from Pangviman Place Hotel and Pangsawan
Place Hotel were satisfy at the high level and the sub-factor that rated at the highest score were
same about the value for money.

In place factors was found that customers from Pangviman Place Hotel were satisfy at the
high level and the sub-factor that rated at the highest score was about the reservation by internet.
While customers from Pangsawan Place Hotel were satisfy at the high level and the sub-factor that
rated at the highest score was about the convenience to find the hotel.

In promotion factors was found that customers from Pangviman Place Hotel were satisfy at
the moderate level but customers from Pangsawan Place Hotel were satisfy at the high level and the
sub-factor that rated at the highest score were same about the printing media advertisement.

In people factors was found that customers from Pangviman Place Hotel were satisfy at the
high level and the sub-factor that rated at the highest score was about the hotel staff has good
personality and grooming. While customers from Pangsawan Place Hotel were satisfy at the high
level and the sub-factor that rated at the highest score was about the hotel staff was cheerful and
friendly.

In physical evidence and presentation factors was found that customers from Pangviman
Place Hotel were satisty at the high level and the sub-factor that rated at the highest score was about
the elegance and suitable of the staff uniform. While customers from Pangsawan Place Hotel were
satisfy at the high level and the sub-factor that rated at the highest score was about the equipment
and facilities are trendy and enough.

In process factors was found that customers from Pangviman Place Hotel and Pangsawan
Place Hotel were satisfy at the high level and the sub-factor that rated at the highest score were

same about the speed of check in and check out.



