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ABSTRACT

This research/aims to determine the service marketing mix-and service quality that affect
customer satisfactions toward hotel services in Nong Bua Lamphu. Use the service of 3-star
hotels, the samples were 420 -tourist -who in Nong Bua Lamphu. Data was collected by
questionnaires. The deécriptive statistical ahalysis methods were S.D:, mean and percentage. The
inferential statistical analysis methods was multiple linear regression. Independent variables were
factors of service marketing mix and the setvice quality. The service marketing mix factors were
product, price, place, promotion, people, process.and physical evidence. The:factors of service
quality were reliability, responsiveness, assurance, empathy “and tangibility. The dependent
variable was customers satisfaction towards hotel services inNong Bua Lamphu.

The result was found that.the respondents was 55.2% male, 37.1% between 31-40 years of
age, 58.8 undergraduate degree, 31:7% was.employee.in-private sector, 43.3% having monthly
income ranging 10,000-20,000 baht, and 67.9% married. Normally the laugth of stay was a night
(44.8%). Decision maker was husband or wife (28.8%). 39.5% by phone reservation, 58.3% paid
around 301-400 baht/night.

The hypothesis testing found that the marketing mix have significantly impacted to customers
services satisfaction in Nong Bua Lamphu. The physical evidence was statistically significant at
the 0.01 level, followed by the place that was statistically significant at the 0.05 level. For the

service quality that significantly impacted customers services satisfaction in Nong Bua Lamphu,



there were empathy and reliability at the 0.01 level of significance. The results could be applied

by local businessman to improve their hotel service quality.
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