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ABSTRACT

The aims of this study are 1) To measure the tourist’s satisfaction towards the service
of 4-5 stars foreign hotel chains, following the theory of “ServQual 5 Dimension” that could
represent the hotel’s service quality which are located in Bangkok metropolitan area 2) To
compare the levels of satisfactions amongst travelers who stayed at the 4-5 stars hotels with
different travelling behavior. This research’s results shows the tourist’s satisfaction and some
unsatisfied that should be improve for the better service and more service efficiency. Moreover,
the foreign hotel chain’s management methodology could be adapted into the Thai hotel chains to
increase rival potential equally. All these reasons can help Thailand to have more investors from
all over the world to invest in the hotel industry and also encourage the hiring and economics.

This is a survey research that used questionnaire and purposive sampling method as a
tool to gather information amongst 150 foreigners. Researcher and assistant had distributed the
questionnaire to the tourists and waited for return, sometime had explained to them who could not
understood clearly and recorded all of the tourist’s opinion and experienced. Then analyzed the
data with a computer by SPSS program. The statistical value were analyzed through the
information as Percentage, Mean and Standard Deviation in significance of 0.05.

The result shows that most of foreigners came to Thailand for travelled and leisured,

they preferred to stay at the hotel in the Shopping area during 1-3 nights, then have some trips in



upcountry later. The most popular of booking channel is an agent websites such as agoda.com,
booking.com or asiaroom.com etc. The level of satisfaction that tourist have towards foreign hotel
chains are quite high between Purpose of Visit and Choices of Locations. For similar satisfactions
are During of Stay and Method of Reservations. I’ve also found the quality of services which
offered by foreign hotel chains are high, and provided satisfaction amongst tourists. On the top of
many tourists has also given useful recommendations that can be used to improve the quality of

service in the future.
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