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56930099: MAIJOR: PUBLIC AND PRIVATE MANAGEMENT; M.P.A.
(PUBLIC AND PRIVATE MANAGEMENT)
KEYWORDS: SATISFACTION/ THAI CUSTOMERS/ KO CHANG ISLAND
THATSANIY KRAISUWAN: SATISFACTION TOWARDS SERVICE QUALITY
OF THAI CUSTOMERS AT BAILAN BEACH RESORT IN KO CHANG ISLAND IN TRAT

PROVINCE. ADVISOR: CHITTAPOL CHAIMADAN, M.A., 98 P. 2015.

The objectives of the research were (1) to study the satisfaction towards service quality
at Bailan Beach Resort in Ko Chang Island in Trat Province, (2) to compare the satisfaction
towards service quality of customers categorized by occupation, income, and hometown, and (3)
to study the recommendations concerning Thai customers’ satisfaction towards service quality
which consisted of 5 aspects. The number of sample group consisted of 394 customers. The
statistics used for data analysis consisted of percentage, mean and standard deviation. T-test was
used for hypotheses testing to compare the differences between two groups of variables and one-
way ANOVA was used to compare the differences among over 3 groups of variables. LSD (Least
significant difference test) was used when the differences in pair was found.

The findings revealed that most of the respondents were female customers who were
over 51 years old. They had a bachelor’s degree and were private sector employees whose
average monthly income was over 30,000 baht. Their hometown was in the Northern part of
Thailand. From the analysis of the satisfaction towards service quality of Thai customers at
Bailan Beach Resort in Ko Chang Island in Trat Province, it was found that their satisfaction was
generally at the moderate level. When all aspects were considered, it was found that tangibility of
the service was satisfactory at the high level and it ranked the first. The empathy toward service
users was satisfactory at the high level. Assurance of service users, trust on service and
responsiveness to service users were satisfactory at the moderate level. From the hypothesis
testing, it was found that Thai customers with different gender had no difference in the
satisfaction towards service quality of Bailan Beach Resort in Ko Chang Island in Trat Province.
However, Thai customers with different occupation, income and hometown had difference in the
satisfaction towards service quality of Bailan Beach Resort in Ko Chang Island in Trat Province

at the significance level of .05.
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