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ABSTRACT

The study of the service quality in using hotel service in Mueang District, Nakhon
Ratchasima Province. Study personal information of those who have used the hotel services.
Study service quality criteria, expectations, and actual experiences in using the hotel service.
The sample group was 400 people who used the hotel service and those who had used
the hotel service in Mueang District, Nakhon Ratchasima Province, aged 20 years and over,
who had used the service at least once. The results of the study found that most of
the service users were female, aged 20-29 years, had a bachelor's degree, were students, had
an income of less than 10,000 baht, and had the purpose of traveling for leisure. Most of them
were registered in Nakhon Ratchasima Province. From the research, the service quality in using
hotel service in Mueang District, Nakhon Ratchasima Province, overall, the experience gained
from using the actual service was equal to the criteria of service quality. However,
the expectation of service quality was higher than the criteria of service quality and the actual
experience gained showed that the hotel service could meet the expectations of the service
users quite well. In terms of suggestions, it should be improved in terms of having the staff
take care of customers, remember customers, whether by name, including what they like or
dislike. And if there is a special occasion, the hotel may send greeting cards to customers who

have used the service regularly, such as birthdays, New Year's Day, etc.
Keywords: Service quality criteria, service quality expectations, actual experiences
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