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Abstract

The purpose of this research is to measure service quality from Tourists' perspective toward
four-star hotels in Pattaya, Chonburi Province. This research was conducted by employing
questionnaires that ask for the expectation and perceived services on 5 factors in quality services
(SERVQUAL). Sample size is both Thai and foreigner guests 400 tourists but the complete
questionnaires are 261 tourists or 65 % of sample size. The data were analyzed with descriptive
statistic. The result showed in mean, standard deviation and IPA technique compared the expectation
with satisfaction's customers.

The research findings were as follows: The expectation of both Thai and foreigner tourists
in overall was high. After staying at four-star hotels, satisfaction of these tourists was highest level.
When comparing the expectation and satisfaction's tourists by employing IPA technique, both of
the expectation and satisfaction of tourists in overall are high for assurance and responsiveness
dimension (Quadrant Il). Tourists also pay attention to low importance and satisfaction to reliability,

tangible and empathy dimension (Quadrant ll).
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