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Service Quality Affecting Customer Satisfaction and Intention of Returning to

5 Star-Hotels of Foreign Visitors in Bangkok
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Abstract

This report aims to study the service quality that affects customer satisfaction and
intention of returning to 5 star — hotels of foreign visitors in Bangkok. Questionnaires were used as
a research tool for gathering data from 400 foreign tourists at 5 star-hotels in Bangkok through the
multi-stage sampling method. The statistics used to analyze the data is multiple regression
analysis. The results show that majority of respondents were male with age between 41 - 50
years. Most of them were married and they completed a bachelor’s degree. They worked in
private companies and earn a monthly salary ranging from 450,000 to 750,000 baht. They
received the information about 5 star—hotels via Facebook. The results show that the service
quality for reliability, providing confidence to customers and customer commitment affected the
satisfaction of the service statistically significant at 0.05.
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