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Abstract

The objective of this research was to study the expectation and satisfaction of the

service quality Case Study : A hotel in Petchaburi for further improvement and development
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in the future. The research methodology in this study was a qualitative research study by
interviewing people who received services. It was a sample of 15 people. From the results of
the study, it was found that there were important recommendations divided into 2 parts: 1)
Solving problems from satisfaction issues consists of training service staff to be more
enthusiastic and service-minded, And updating the security room section as soon as possible.
2) The common areas of space within the hotel from the center of the hotel, the empty space
should be used to generate profit or attract customers, such as creating a live music area.
setting up a space for a buffet, etc. By focusing on the development of the area, it can be
applied both to those who are already staying in the hotel or for attracting others to participate
the activities within the hotel. The service of the hotel near the sea and good equip bed room
is satisfaction .The important suggestion deal with the public information in the media , the

response of the receptionist in some case and the free breakfast in the morning.

Keywords: expectations, satisfaction, quality of service
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