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Abstract

This study aims to explore the level of guests’ perception toward the
service quality of lodging business and to propose guidelines for the
development of lodging business after COVID-19 situation in Phitsanulok.
A questionnaire was a research instrument. The samples were 400 people
(Accidental samplinglwho are guest in lodging business after COVID-19
situation in Phitsanulok. The results indicated that the overall satisfaction with
the service quality was at a high level. The highest-rated aspect was
responsiveness to customer needs, which was rated at a high level. The
second-highest was the tangibility of the services, also rated at a high level.
The lowest-rated aspect, although still at a high level, was customer
understanding and perception.

Suggestions: Other sample groups with different characteristics should
be studied to compare and find ways to further improve hotel services after
the COVID-19 crisis in Phitsanulok Province. This would ensure that services
remain up-to-date and responsive to current gender diversity and are aligned
with the new normal lifestyle, ensuring quality business operations in the

future.

Keywords : Service Quality, COVID-19 situation, Lodging business, Phitsanulok
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