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Abstract

The objectives of this study are to assess customer expectation and their perception
of the service quality of front office staff in five star hotels. Based on the SERVQUAL
instrument (Zeithaml, Parasuraman & Berry (1990), service quality consists of five dimension
and questionnaires were collected to obtain relevant date. A total of 341 valid
questionnaires were collected from 208 Thai and 133 international customer at 26 different
five star hotels.

The findings of these study indicate that both Thai and international customers’
expectations and perceptions of the service quality of front office staff are high. However,
in terms of “tangibility”, international customers were not satisfied with the contract service
time, expertise and problem solving abilities of from office staff. Furthermore it has been
found that customers were dissatisfied with the overall “Responsiveness”, “Assurance” and
“Dimension” overall.

In addition, the results of this study also indicated that, with a statistical significance
of 0.05, there was no difference between Thai and foreign customer perceptions of service

quality of front office staff in the five star hotels.
Keywords : customer expectation, perception, service quality, five star hotels
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4. mslirrudeiulunsuinig 0.02 1 0.01 3
5. ansenlaldlunisusnig 0.02 1 0.03 1
AT 0.01 0.00
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Titugunlduinig waarnnisne wudn siednvioadiearnilnowasssnenadienuaevise
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LVINIRAUIAAAINNTUINMSURsMHUNdauS U W Tsus) Wleseaduinvieuiislendou
nsdifnw Tsausuyin Anuindnvieadiearnendeuliauaavisienadnuazannnnsuing
YoauNUNABUIY daumiganiinissudlunndu Tngdesinsimsliunisuiuusadudusunsn
fio audnuarsunslinmuiulaungiuuins uenanidsaonadesiunuideues Petchara, R
(2013) AfnwIF0IAUAIAnTIazNTFUSvesTnvioafisrvnlnerenuaInTUIA VRS
Tsausumsswn 1wl sunemelng Sandnasan fnvinviesiisarnlvedameevisionanin
nsuinsveslsausuegluszduunnlaaianisiiunisnevaussiegnAmndian sesasnfe
dunsliuimsilienuiuladmiusefuanuaauiinanimnisuinisvesdedousudiu
milulssusy 5 a1 wudn dnvieafleasrnalvewazyiissddeuaianionmnin
msuimssuaolaldlunisuinig (Empathy) gegnsesasnide sunisliaudesiuly
A15U3M3 (Responsiveness) mMudIFU @aunnssuinaninnisuins wuin dnvieuilsrvnlne
LaEy1R 199 AU H o153 uAdusUsTINYeINI5U3NNS (Tangibles) u1ndign

AUATUNINDUALDIAINABINTVRIFTUUINNT (Responsiveness) tinvieaifiefuireanisuinig

'
o

g FsaenAdeiuuiToues Vongtharawat, M. (2011) fidnw13esuuimanisiaiuaing
AUAMYBINENNUUINTEIUMTVRdlsINTEAY 5 AdlulaNTunNUrILAT Nan1sAn¥IMuI
auftanelaluguainnisuinisduanudususssuvesnislivinisidadogegn
wazanransaneluadsiidaudeiumniiseves Seepimkhut, S. & Samutchak, N. (2013) #inw
Gesnnufisnelavesinvieaiivafifidenunimnnslivinisveslsusuaionsnfsedu 4-5 A
Tuwangammasnuas danuindnvieadiendissduanufianelaluaunimasliuinisiivindueg
2 fu Ao fumnunszieTeuaznisnevaues wagdumstimnuiulalasamsimegluinasiia
annsaasranuianelaliundnvieniionldiduoed Fednvioaiioadalsidanuzi
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finvieadiavalneuazeradiswd

NnnsAnw wudn dnvieafisvnlveuazvsiemndsuiionnnimnisuinisliunnesiu
wilafiansaunsneds ldun anudernalunisiiuinig anuaiuisalunisnevassne
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HANT3ILATIZHAMNINNITUTN5vR s edauTudaundrlulsausy 5 A17 52139
Tinvieafienvnalnewazynamiand (Service Quality = PS - ES) Tngnnsau
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Fevaudauadseves Karunaratne & Jayawardena (2010) fidnwi3eq Auianelavegnm
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