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ABSTRACT

This research aimed at studying opinion level of customers toward the ISO 26000 in terms of customers applied
by the small hotel entrepreneurs in Thailand and analyzing customer’s segmentation according to the aspects of income
by using ISO 2600 in the customer issue as the key variable.

This research used both quantitative and qualitative method. The qualitative method focused on research instrument
development. In this study, customers of small hotel business in Thailand were used as study population and only 440
persons were selected as study samples. Discriminant analysis was employed in discriminating customer group. Study
results indicated that Issue 1 (Fair marketing, factual and unbiased information and fair contractual practices); Issue 2
(protecting consumers’ health and safety); Issue 4 (Consumer service, support, and complaint and dispute resolution);
Issue 6 (Access to essential services) and Issue 7 (Education and awareness) can be used as key variables in segmenting
customers segmented according to 3 different levels of income. Also, the Issue 2 is a key discriminant variable of Function
1 (Canonical coefficient = 1.374) and the Issue 4 is a key discriminant variable of Function 2 (Canonical coefficient=.835).
In addition, the research found that the Issue 3 (Sustainable consumption) and Issue 5 (Consumer data protection and

privacy) were not different in discriminating.
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