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ABSTRACT

This independent study aimed to examine customer satisfaction towards service
quality of Chiangmai Phucome Hotel, Chiang Mai Province. Data collection was completed
through 150 cooperated clients. Then, the data was analyzed by descriptive statistics which
composed of frequency, percentage, and mean.

According to the research findings, the majority was female whose ages were over
than 41 years old with Bachelor’s degree. They had worked for more than 5 years in a position
of officer in government units consisting of 21 — 100 co-workers. The respondents got to know
about Chiangmai Phucome Hotel by attending in seminars arranged at the hotel. It was lesser
than a year for taking services from the specific hotel. The service that they mostly got from this
hotel was mentioned to convention service — rooms for seminars and meetings and the objective
in choosing this hotel was to arrange academic seminars. The authority in selecting hotel
belonged to executive members and all expenses would be reimbursed from the organizers who
arranged the seminars. Reasons of choosing Chiangmai Phucome Hotel were mentioned to its
service quality, interesting promotion and campaign which brought benefits to organizations
and had proper budget. Regarding the post-service satisfaction, the majority rated their

satisfaction at high level and expected to take services from the hotel once more.



