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Abstract

This research aims to study the expectation and perceptionand compare the gap
between expectations and perceptions of foreign tourists on the Service Quality : A case
study of serviced apartments 3 stars and 4 stars in Phayathai Bangkok.The tool used for
collecting data was questionnaire which included personal data, expectation and
perception. The data were analyzed with several statistical techniques such as descriptive
statistic, percentage, frequency, percentage, frequency, mean, standard deviation. The
analysis of service satisfaction assessments to find the gap between perception (P) and

expectation (E) was calculated using the formula (P - E).
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User group service are mostly male. Aged between 21-30 years were single, andthose
worked as an executive or business. They are graduated with a bachelor's degree. Monthly
income between 30,001 - 40,000 Baht. Mainly are European, and mostly is the first time to
use the service,and period of journey is 2-5 days. There are expectations and perceptions for
the quality of service 5 dimensions of service apartments as a whole on a massive scale.The
satisfaction assessment about the quality of service.The results showed that the difference
between the mean of expectations and the perceptions in 5 dimensions is positive and on

average perceptions is higher than expectations.
Keywords: Serviced Apartments, ServiceQuality, Foreign Tourists
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