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ABSTRACT 211180

The purposes of this research were to 1) the customers’ behaviour of using services; 2) the level of
customers’ opinion on the management; 3) the level of customers’ satisfaction; 4) compare the level
of customers’ opinion on the management classified by personal factors; 5) compare the customers’
level of satisfaction with the service classified by personal factors; 6) compare the level of
customers’ satisfaction classified by custdmers’ behaviours; 7) study the relationship between
personal factors and customers’ behaviour of using services; 8) the relationship between customers’
opinion on the management and satisfaction with the services. The sample consisted of 384
Ayutthaya Grand Hotel’s customers. The research instrument was a questionnaire. Statistical analysis
was performed in terms of percentage, arithmetic mean, standard deviation, t-test, F-test, LSD, %2,
and correlation coefficient. The findings indicated the following :

1. Most customers usually rested at the hotel for a night as tourists in groups of 2-3. They
came here by car. The reason for choosing to stay here was location.

2. The customers’ level of opinion with regard to the management of Ayutthaya Grand
Hotel was high in terms of organizing, controlling, coordinating and planning.

3. The customers’ level of satisfaction with the hotel’s services was high in terms of
price, public relations, location and marketing promotion.

4. Difference in customers’ age, status, housing and average monthly income resulted
in a different level of opinion on the management of Ayutthaya Grand Hotel with a statistically
significant level of 0.05.

5. Difference in housing yielded difference in the level of the hotel’s service satisfaction
with a statistically significant level of 0.05.

6. Difference in behaviour of using services difference in the customers’ satisfaction level
with the hotel’s services with a statistically significant level of 0.05.

7. Age, occupation, housing, educational background and average monthly income related
to customers’ behavior of using the hotel’s services with a statistically significant level of 0.05.

8. The level of customers’ opinion related to the level of customers’ satisfaction with the

service of Ayutthaya Grand Hotel with a statistically significant level of 0.01.





