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The relationship between Customer’s Expectations and behaviors towards using hotel service
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ABSTRACT

The research aimed to study the relationships between customer’s expectations and behaviors
towards hotel service, which this research was quantitative research and collecting data by questionnaire.
The samples in this research were 400 tourists, who used the hotel services. The statistics methods, which
used in the research, were Frequency, Percentage, Mean, Standard deviation and Pearson Correlation to
test the hypothesis at the statistical significance of .05.

The results of the research found that the majority of customer reserved the hotels by website,
which were 55%, and most of them selected the hotel prices between 500-1,000 Baht, which were 35%.
The result of customer expectations for hotel staying found that it was at a high level, Mean was 4.38.

For the hypothesis testing found that the customer expectations about Tangibles,
Responsiveness, Assurance, and Empathy had the positive relationship with behavior towards using hotel
service, which was the accommodation price at the statistical significance of .05.
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