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Service Quality Satisfaction of Accommodations in Pattaya Affecting

Thai and Foreign Tourists’ Loyalty

Dr. Phusit Wonglorsaichon*

Vatchareeya Komolsut*

Abstract

Recently, the tourism industry has accounted for a great digit in Thai GDP. The government
focuses on leveling the structure of tourism industry and emphasizes as the national strategy in order to
provide the economic balance and sustain the competitivencss in long term. The development of the
tourist industry has to start from basic factors such as the excellent quality of people and
accommodations that create the customer’s satisfaction and customer’s loyalty in the future.

This rescarch has a major objective which is to investigate the effect of service quality
satisfaction on the customer’s loyalty of Thai and foreign tourist. The population are both Thai and
foreign tourists who stay overnight in Pattaya area. The level of service quality satisfaction has derived
from the comparison between the level of customer’s expectation and the level of customer’s
perception. Regarding the survey of 24 service quality dimensions, the result shows that Thai tourists
have satisfaction on one dimension while the foreign tourists do not have satisfaction on any
dimension. Each service quality satisfaction dimension has the different relationship with the customer
loyalty. Therefore, the accommodation providers have to apply the specific service quality for differcnt

customer targets in order to create the customer's satisfaction and finally customer’s loyalty.
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