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59602703 : Major (MASTER OF BUSINESS ADMINISTRATION PROGRAM)
Keyword : SERVICE QUALITY, RELIABILITY, RESPONSIVENESS, ASSURANCE, EMPATHY,
TANGIBLES

MISS SOPITTHA TEMRAT : SERVICE QUALITY EFFECTING RETURNING GUEST
STAYING AT 5 STARS HOTEL IN BANGKOK THESIS ADVISOR : PROFESSOR DR. ATTAMA
BOONPALIT

This research aimed to investigate service factors effecting returning guests

to five stars hotels in Bangkok. Data was collected using questionnaire to guests staying
in five stars hotels in Bangkok (n=400) and in-depth interviewed of 5 key informants
who are hotel managers. Data was analyzed using frequency, percentage, mean,

Standard Deviation and content analysis.

It was found that the 5 factors of service quality including tangibles,
reliability, responsiveness, assurance and empathy affected returning guests at the
highest level. When compared the respondents’ expectations with their experiences
in hotel services, both Thai and international respondents satisfy with hotels’ service
quality; therefore, effecting their decision to return to the hotels. The finding of
interviewing key informants confirmed that this five factors of service quality affected

returning guest occupancy of five stars hotel in Bangkok.
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UsEuInNsuasnguAaeng
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Ussrnsuaznguiiosnsfililunisidendsd giauldtmundserinsuaznguiiogig
15 il
1. Usgang
UssrinsiislunsAnuidended de
1.1 Wit/ To Mt LK UN NIARIA VTN BIRN VBdlsauwsuTeau 5 a1l
UANFANNUNTUAT
1.2 Hnvienfigrvisnnilnenasyriiwd Mdumadiunlduinnslswsu
52U 5 pluanganmamuag v 5 T 16
1. 159USUABUTIA NTANN
2. Vsausufiatauilon Sasu
3. Tsausualuvie ngamm
4. T5UIULBINTAT NTHNN
5. Tsqusuuaun3u loseusa nganm
Tnganunsoagusmuidunveniiolutaninngunmamiuns dusdiousnsiay -

SUIAL 2560 SINNEU 22,874,192 AU (ﬂ'izm'gqmﬁviam?isr;uazﬁm, 2561)
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nsAnwdldnisduniualiBedin uaruuvaeuandlumafivioya Tnefuteyasin
nauspEns 2 naw Fail

1. mydunwel glvideyandn fie vt/ sesividenisnaiavisereviesin lag
lgn1sidennauiiegauuLaIzas (Purposive Sampling)

2. wuvuaeuamngueens e thvieaiisryminguazsnaiu@flivinislsusy
5¥AU 5 AULUANTIMNATINAT 919U 5 15ausu TaednsinunvuIanguileg19eed
thwiesiierrnlneuazyimend lnsmuamunanguiiegsiuenzas dmiuldluns
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arunaaedouliiAy 0.05 Buhegnafiliu ennduiessinvieiaiflduinislsousa

32AU 5 A IUL‘U@ﬂEQLVIWNM’]Uﬂﬁ 5 15905y Ts9usuag 80 AU 523 400 AU

N
gns = s
1+ Ne
e n = U 1IEABWIINTTEY
N = dnudszvnsviein
e = AIAUARIALAAEUTBINTSEUMIDE TRl

Saeaz (0.05)

947341.44
1+947341.44(0.05)°

= 399.83 %50 ~ 400 AU

LNUAIIIUIUUTEEINT N

AN5197 5 IMUIUANFIUSDAZYRIUNVIBNNEIINe kALY L ukA ALl SILSUVDIY

2560
y L. 4L Swautdnvieadien
YolIausu ans N nnLaaefal .
nal
L59USUABUTIA NTINN 77.40 220,922.82
Tsqusudaauioy dasu 78.50 160,454.00
Lsausugloris ngammn 78.94 121,015.02
L5IUSURYINTA NTINN 76.00 444,949.60
Tsausuuauasu lolsewia nganm 76.60 219,757.74

33 947,341.44
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Uszihunan
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sUdnuainng

AEANNEUE LR
(Tangibles)

AN

(Reliability)

ANTRDUAUDIND
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HIUUINIS
(Responsiveness)
ansTwmusiulaun
H3UUINNS
(Assurance)

nsguatelald

(Empathy)
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IANT
A901UIYANUATAINATUASU
SYUUMTAINLLDEULTIN-08N
A55nElan anlsnadany
ANSUTUIS N1SIANITNA
AMUAINNTOLUNNT AR UE LN
TPUUNSTSERUNNADY
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AULNEIN VDI IUNTN U
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A15EINISADNS bloNENLAw

Sharma (2007)
31050l MUY (2557)

Sharma (2007)
Pan, Sheng, and Xie (2012)

Stan, Caemmerer, and Cattan-
Jallet (2013)
Sharma (2007)

ToRnm ASsHmNYSH (2548)

Sharma (2007)

T 29A5I1 IR (2554)
WA 29ds51Td (2554)
U3gnsnl msuge (2557)

Stan, Caemmerer, and Cattan-

Jallet (2013)

WAL 2965517 (2554)
Sharma (2007)

Y3e1nsal msuge (2557)
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2. AnwuazvefuuziaInenssivinwAnafuaunmnnsuinnsidsasenis
ndualuIne Wedmuanduussennsuasngusegnslunisive

3. afauuudsununazterany TiasouaguiuUsiitmuamudaddya Tnonneld
Auuztve1919138 NI

4. thuvvaeunuftadstululvmssannd $1unm 3 v essdeuamnInd AL
psadailon (Content Validity) Medaifiofiansanaruasnndosssvidosniuiuiuys
fifoansta lasnsmenduiifuliauasnndes (100) inniwidewiriu 0.5 uududedana

Tukuvaauay

N13IRIIVEADULLUUdDUNTU

1. MA@ UAMLITBINSLTLEewT (Content Validity) ;ﬁ%’aﬁmuuaaumuﬁa%‘m
FurupuAaiunene1sERUIAw warld 10C (Index of item Objective Congruence)
Tngl#3un13m5299119191389UT NN WATARIENTTINATINNAL 3 YU FnTInanAifiansan
ATIERUTRAINNN LazuanaruAniudusede

dlodn 10C  nunedis Aiaauaenade (index of Item Objective Congruence)

A +1 e Yemaugnunsaildinle
A1 0 waneds bikdladnawsadala
AN -1 vilaens Yamanuldaunsatldiala
waInEMsanandinsavaeudemaiuuasianmudaiudusiede wud nanis
as29dauA 10C = 0.8 faruiisensaduluamunaeifismun arntuiuuuaeuaiud
Uudsauilalitamauysaidy
2. minageumaMudeturanniosde Insunuvasuaufindloudalunaasdld

J Y 1 o

(Try out) Autnvieaiganldusnislsasuilaildndudiognednuiu 30 au lnguiAguuLlIn

9

o

LUUABUNINLUILATILANIAIANULTBTU A28 TNIAIEUUSEANTWOANIVDIATAUUA
(Cronbach’s Alpha Coefficient) huud@auaiuatuil AA1ANNITRLULYINAY 0.8 @119

ulllumsiiusiusudeyaiungusiegissialy
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1. msfnulinsiesideyaainnsduntvaitanainmmsusnsiidsaasiensndusnld
v3matlulssusussdu 5 am luamngammavnuas Ingdnvifununudeys wavihdeys
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N153LATIEYENA1T wazdayaniag annnalsasy lagldisnisiiaseiiBanssaun

! a

(Description Analysis) Hunisaauiléainnisduniuel

2. MmIesideyatiedudiuyanavesinvioniisrvilneuazvifennd s
T5aussedu 5 A0 Tulumngamnamiung Mon1suankasAInId (Frequency) uaziesas
(Percentage) lfeBunedeyaiienfiudnuzdiuynna

3. MylesideyaiieAnuamnnisuinisiidmarenanduanlduiniselu

159U5UEAY 5 A17 TUanTunnumIuas algaiady (Mean) wagdiudouuuuinigiu
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(Standard Deviation) T8lunisudamuminegvesdeyanie 9 WieasliaveSuiganuaeues
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24N15UWUaAMUNLNEVBIANRABILA T I UNITLUA A UNUIEATULUIAIUAAVD

Best (1981 : 182) fai)

AMUNINIDNTINATU
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AR
' a
AR
ALRRY
ALRRY

! a
ALY

4.21-5.00
3.41-4.20
2.61-3.40
1.81-2.60
1.00-1.80

AZLULGIARN — ATUUUAER

FIUIUTY
5-1
5
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= [y a =1 a
AN SEAUALARLALLINTIER
ISR SEAUANUAALTAULAN
PN SEAUANUAALTAIUUIUNAT
YU sEAUMNUAALTIULOE
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M3 8 LAAITTUILLAZASDLAZUDINAUAIDY 9T ILUNAULNA

Uadeduunna U Fouaz
WWeAl
U8 165 41.25
AN 235 58.75
3 400 100

NM5NN 8 wugreunuvadeunwmdulvgilumendgsdiuau 235 au Anluiey

av 58.75 sesasunduinweavie $91uu 165 au Anlusesay 41.25

M3 9 BAAITILIULAZAIFRLALYDINALAIDENITILUNAND Y

Uadeduunna I Jewaz
1Y

Uoanin 20U 3 0.75
20 -291 67 16.75
30 -39 Y 152 38.00
40~ 49 Y 56 14.00
50 =59 U 85 21.25
60 Il 37 9.25
593 400 100

AN5197 9 nuingreunuudsunwdulngileny 30 - 39 T $1uu 152 Au fn
Jufeuay 38 5098931 Ao 018 50 - 59 U T4 85 au Anluiosas 21.25 01y 20 - 29
U fd1wau 67 au Anludesay 16.75 018 40 - 49 U dd1wau 56 au Aniludesas 14 91y
60 ViulU Td1uu 37 eu Andudesar 9.25 uavengosndn 20 ¥ S1uau 3 au Al

Saway 0.75
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M399 10 UARITIUIULALANTDEALVBINGUMIBE NI IWUNATUFY Y

Uadeduunna U Fouaz
ey U

U 78 19.50
duLhe 24 6.00
G 54 1350
LA 38 9.50
ALY 12 3.00
Faalus 27 6.75
Ay 23 5.75
ny 48 12.00
UIAY 43 10.75
DLTNN 53 13.25
59 400 100

911M15797 10 nugpevkvvaeunuduligfidymadudiuau 78 au Anduies

o a

av 19.50 3998931 As fdu w48 au Antdusesas 13.50 daywifewsiu 1w 53

Au Anduieeaz 13.25 dguidine Jdwau 48 au dndudesay 12 dyvAvise Sduau

[

43 au Andudesar 10.75 dyAtniva fdauiu 38 au Anludouay 9.50 deyanadealus

o

o

fdwau 27 au Andudouaz 27 dnioude Tdwan 24 au AaluSesas 6 Fyuday

91 23 au Anludesas 5.75 wasdumanawey 831wy 12 au Andudesay 3
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M3 11 UAPITIUIULAL AT AT YRINANAIBE NI UNALANTUAIN

Uadeduunna U Fouaz
GREHRIT
lain 100 25.00
ausd 287 71.75
nineg/mens 13 3.25
374 400 100

AT 11 nudgneuiuudeuaudmlnganiuninausa 91uIu 287 au An
Jusesar 71.75 5098901 g anruninlan 3371u3u 100 au Anduiesay 25.00 way

ADTUNNALNG/ME159 T30 13 Au Anldusasay 3.25

MTIW 12 UAPTIUINLAZ ATS0E AL VBINANMIBE 19T IHUNAINDITN

Uadgduyana U Fouaz
213N

139N I/ NUNNUTTIANAI 72 18.00
anag 4 1.00
NNUUIENIENYY 180 45.00
§5AEUN 94 23.50
NS/ Udn/dndnw 3 0.75
Juq a7 11.75
33U 400 100

NA5T 12 nudgeeunuuasunudinglendnndnauuisnienyy 91uu

v A

180 Au Aniduseway 45 sosawn Ao o1AngsAvdum T 94 au Anduesas 23.50
N v o v a a Ao a & v A aA '
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