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Abstract

The objective of the research is to study factors that impact customer
satisfaction towards small hotels in Pathumthani. Those determinants include staff
service quality, tools and equipment, product, location, and service rate. Quantitative
research is conducted amongst consumer in different districts in Pathumthani. The
research result can be used to assist in development of small hotels in both Pathumthani
and others areas which are interested. The research can be summarized as follows:

1. Fair satisfactory level amongst 92% of respondents

2. There is a positive relationship between service rates and service standard.
Good service can command higher price.

3. There is a negative relationship between service rates and sizes of the hotel.
Smaller hotels have higher rates than larger hotel. The lower rates of large hotels
are attributable to higher number of rooms, having more of hourly stays than

overnight, and less quality of services than small hotels. These large hotels are more
of Motel type
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