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Abstract

The objectives of this research were 1) to examine the level of customers’
perceptions regarding service quality and customer loyalty in hotels located in the
Industrial Estate 304 area, Prachinburi Province; 2) to compare customers’ expected
service quality with their actual service experiences; and 3) to examine aspects of
service quality that affect customer loyalty in these hotels. This study employed a
mixed-methods approach, collecting data through questionnaires from a sample
of 335 hotel customers, derived from a total population of 1,264 rooms across
eight hotels, and semi-structured interviews with a purposively selected sample
from the same hotels. Data were analyzed using descriptive statistics, including
percentages, means, standard deviations, and multiple regression analysis. The
results revealed that 1) customers’ overall perceptions of service quality and loyalty
were at the highest level, particularly in Responsiveness (X =4.81) and Assurance
(X =4.75). Customer loyalty was also at the highest level, including overall hotel
service quality evaluation (X =4.72), intention to reuse the service (X =4.57) and
willingness to recommend the hotel to others (X =4.55); 2) when comparing
expectations with actual experiences, overall service quality exceeded expecta-
tions (X =0.16), especially in Responsiveness (X =0.24); and 3) the study on the
impact of service quality on customer loyalty among business hotel guests in
Industrial Estate 304, Prachinburi Province, found that all five dimensions of service
quality significantly influence customer loyalty. The factors, ranked by influence,
are: Responsiveness (Beta = 0.650, t = 12.35), Assurance (Beta = 0.630, t = 11.88),
Empathy (Beta = 0.260, t = 5.12), Tangibles (Beta = 0.190, t = 4.01), and Reliability
(Beta = 0.170, t = 3.55)

Keyword : Service Quality, Customer Loyalty, Hotel Business
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fnfvesgningsnalsausy wazAdszansnsdindula (R2) frwinfu 0.548 wenein
fulsBaseiamunansnesuensiuulsvesiuusnulddosay 54.8 lnsiladeue
fusdasylunsdnminuainasuinsiidamaenuinvesgnangsialsausaluien
fangaanyngsy 304 SaviaUsdugs videduusaumniian fe Munsnouauss ses
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AMAINAITUINS B Beta t Sig.
AugUaNwainIInIEnIm 0.237 0.190 4.01 < 0.001
fueutdelie 0.212 0.170 3.55 < 0.001
ATUNIINBUAUDY 0.824 0.650 12.35 < 0.001
fueusivla 0.785 0.630 11.88 < 0.001
AuAe L 0.324 0.260 5.12 < 0.001

R =0.708, R2 = 0.548, F= 22.79, P < 0.001

PNATNA 5 WU HANMTIATIZRNISaNeeTInLaAslAliuI1 ANINNTS
a & £% aa a a | v a £% 1 Ao o W aa .

U3INI9ie 5 enu TBvSnalauinsennusinivesgniegsiidedAnyvneadn (Sig. < 0.001)
FAUNNTNBUAURIEIBVENABAUANAYEIgNANINTRA (Beta = 0.650, t = 12.35) AU
Autula 19vswasesasun (Beta = 0.630, t = 11.88) amumiuteilald (Beta = 0.260,
t = 5.12) Mugudnuainienignn (Beta = 0.190, t = 4.01) uazAuANL1Weie (Beta
= 0.170, t = 3.55) @onnaodiuauufgIui 3 N9l AMAINNITUSNISANAWUINGD

v a ¥ a a £ % al a

AnuinfAvesgnAgsialswstluwalinugravingsy 304 Jawiausdugs
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mInduinliusNItRemyinauinandnuign  anA1assn
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/ Service Apartment ﬁﬂ’ﬂLﬂué’ﬂwmzﬁﬂmﬁﬁagjszmwﬁﬂmu
6.1 namTIdeaningUuszasdi 1 wui sefuanuAniuesgnAABIfuRA M
nsuIMsuarANUinAvesgnAgsialswslualiatgnamnisy 304 Jwmdausdugs
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TnelamzUszifiuGes auamnslismsuayauuseriladiuyaea (5.4.1) gldunival
whugh wladdyueansuims e msaduamuussiulausneusudnuainamenn

(5.4.2) waznspeauBEt IS IazmUnsRasesulunsuAlulym Fath Yaudedd
Pasnamnuyseriula aueennauunlgusnisgn (5.4.1) wenani NMSASI9ANNLTBD.
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Yaanensiuansgemsueiisnd wudl  AuAIMNITUSINSdINAEAINRIINANAYEY
gnén Uszaumsaiflisuateeglussiuifnifissdumnuaanis uazaenndosiunans
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