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ABSTRACT

The objectives of this research were: 1) to investigate the service quality as perceived by hotel guests;
2) to study customer loyalty; and 3) to examine the influence of service quality on customer loyalty among
hotel guests of three-star hotels in Nakhon Phanom Province. This quantitative research employed a
questionnaire as the main research instrument. Data were collected from a sample of 400 respondents and
analyzed using frequency, percentage, mean, standard deviation, and multiple regression analysis.

The results showed that most respondents were female, aged between 31 and 35 years, single, and
held a bachelor’s degree. Their average monthly income ranged from 20,000 to 30,000 baht, and their main
occupations were business owners or freelancers. Regarding service usage behavior, most respondents were
tourists who stayed for leisure and relaxation. The average length of stay was two nights, with a budget of
1,000-2,000 baht per visit. The most frequently used three-star hotel was Fortune View Khong Hotel, and the
majority of respondents were from Bangkok.

The hypothesis testing revealed that the overall service quality affecting customer loyalty toward
three-star hotels in Nakhon Phanom Province was at a high level. Among the five dimensions of service quality,
three dimensions—tangibility, reliability, and assurance—were found to have a statistically significant effect on
customer loyalty at the 0.05 level. In contrast, the other two dimensions—responsiveness and empathy—did
not have a statistically significant effect on customer loyalty toward three-star hotels in Nakhon Phanom

Province at the 0.05 level.

Keywords : Service Quality, Customer Loyalty, Three-Star Hotels, Nakhon Phanom.
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