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Abstract

The purpose of this research was to study service quality and adaptation guidelines
of the hotels during the COVID-19 pandemic situation Case study: Koh Samet Rayong Province.
This research is based on a qualitative research approach. Collect data from field observations,
study of documents and in-depth interviews with key informants. on five dimensions
(SERVQUAL) respectively: Reliability, Assurance, Tangible, Empathy and Responsiveness.
studies in the perspective, which’s still operating during November 2021 - January 2022. As for
Reliability, most hotels on Koh Samet attach importance to the Department of Tourism's SHA
standard as a symbol of trust. They’re invest in screening equipment and tools for preventing
the spread of COVID-19 instead of investing in attracting customers on the aspect of caring for
hotels, emphasis is placed on promotions such as discounts, exchanges, siveaways, and
keeping customers safe from COVID-19. In response to customer demand, the efficiency was

deteriorated due to the emphasis on social distancing measures and lack of service personnel.
Keywords: Hotel Service, Covid-19 Pandemic, Koh Samet
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