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The study was conducted for the following objectives :

1. to measure the customers’ satisfaction with the service of the kaeng Sapue
Riverside Hotel ;

2. to find out the degree of satisfaction with the hotel service of the customers
with different background ;

3. to reveal the causes of satisfaction or dissatisfaction with the hotel service;

4. to identify the problems of the hotel's service and to seek some suggestions
from the hotel customers.

A questionnaire was used to collect the data from 300 customers of the kaeng

Sapue Riverside Hotel in Ubonratchathani Province. Frequency and percentage were used

to describe the data and Chi-square test to find the relationship between variables.
The findings were briefly stated below :

1. Most of the customers were females, aged 31-35 and had a university degree.

Most were government officers / state enterprise employees and earned an income of

10.001-20,000 baht. The majority were married.

2. Most of the customers were found to be satisfied with the overall service

(70.7%). About 67.7% were satisfied with the public relations/reception section; 57.3% with

the room service ; 41.0% with the swimming pool and playground ; 55.7% with the

conference/seminar room ; and 70.0% with the party room.
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3. The factors significantly related to their satisfaction with the hotel service were
sex, age, education, income and marital status . In contrast, the occupation of the
customers had no relationship with their satisfaction with the hotel service.

Recommendations

1. Public relations/Reception Section. The hotel staff of this section should greet
the customers and welcome them warmly with a smile. The room prices should be clearly
informed.

2. The room service section should improve the cleanliness of toilets and towels.
The towels should be put on a clean place. Dust and stuffy smell in the rooms should be
gotten rid of.

3. The swimming pool and the playground should be extended to be more
spacious and the change room should be cleaned more often.

4. The conference/seminar room should have enough light and the sound
equipment should be improved.

5. The banquet section should have a variety of cuisines and each meal should
not have the same dishes. The plates should be larger.

6. The hotel should be repainted and have more plants. The road to the entrance

should be repaired and the light along the corridors should be brighter.



