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The objectives of the study were

1. to measure the customers’ satisfaction with the services of the Royal Princes Hotel

in Narathiwad ;

2. tofind out the problems and suggestions of the customers regarding the services
of the hotel.

A questionnaire was employed to gather the data from 200 customers of the
Royal Princess Hotel in Narathiwad Province. Mean and standard deviation were the descriptive
statistics used to describe the data.

General characteristics of the customers. The customers were 31-40 years
old. They had a Bachelor's degree or higher. They earned less than 10,000 baht a month. They
were government officials or state enterprise employees. They seldom used the services of the
hotel (not more than 5 times). Their hometown was Narathiwad Province.

The findings were summarized below.

1. The overall service satisfaction of the hotel customers was found to be high.
The most satisfactory was the service procedures, followed by the service system, and the least
satisfactory was the service staff.

2. The customers’ service satisfaction of each dimension was as Follows :

Service system. The customers were very satisfied with convenience they
received every time they came to use the services there, although the charge was higher than
any other hotel in Narathiwad Province.

Service procedures. The customers were very satisfied with room reservation,
service accuracy, and convenience in every step. However, they suggested that food and
beverage service should be improved because the taste was not delicious and there was no food

variety. Also, the service speed was slow and the customers had to wait for a long time.
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Service staff. The customers was very satisfied with the service staff because
they did not demand a tip from the service users. Next, the service staff rendered services with a
smile, gentleness, honesty and friendliness, which impressed the customers. However, the
service staff still had a poor knowledge and ability to render the right service. The number of the
staff was not enough, making the service not reach the established standard. They lacked training
on the jobs and lacked personality appropriate for service work.

Recommendations

1. Service system

The room charge is very high, so the hotel should reduce the prices to the
rate close to those at other hotels in Narathiwad Province. Breakfast should also be included in
the charge of all the rooms so that the customers do not have to go out of the hotel to eat. The
quantity of food served should be increased and the food taste should be improved, including the
look. There should be a variety of food available so that the customers can choose what they
wanted to eat. The prices must also be reasonable.

2. Service procedures

Sometimes the room reservation service is not quick enough because the
employees have a poor knowledge and understanding about service. The employees should
inform those in the next shift so that the customers can get the information immediately, not
having to wait it ask their colleagues or the supervisor. The food and beverage service is slow.
The customers have to wait for a long time before food is served. Therefore, it is recommended
that the fist-come-first-serve method should be used for this type of service. Also , one-stop
service is recommended. For example, the customer can have a meal, listen to the music and be
able to entertain themselves by singing karaoke at the same time. They should not have to finish
their meals and then move to another room for karaoke.

3. Service staff

The service staff should render impressive service because the hotel's service
charge is higher than other hotels in Narathiwas. They should treat all customers equally, speak
politely and gently. They should respect every customer. Enough service staff should be

recruited for all the service sections in order to give speedy service to the customers.



