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The objective of this study were (1) to investigate the foreign tourists’ expectations,
perceptions and gap of service quality in hotel businesses in Phitsanulok Province and (2) to
compare the expectations, perceptions and gap of service quality in hotel businesses in
Phitsanulok Province according to the foreign tourists’ demographic and socio-economic
characteristics. The samples were the foreign tourists who experienced staying in the hotels in
Phitsanulok were a sampling technique. The sample size was 400 cases. Questionnaire
developed by Parasuraman Comprised of 22 items was a research tool. Frequency,
percentage, mean, standard deviation as descriptive statistics were used to analyze the
characteristics of sample and the level of expectations, perceptions and gap of service quality
while independent sample t-test and analysis of variance (ANOVA) including the post —hoc
comparisons were used to analyze the comparisons in the expectations, perceptions and gap
of service quality based on the foreigner’s characteristics.

Level of expectation and perception gaps of foreign tourists on the quality of hotel
services in Phitsanulok divided into five dimensions, Tangibles, Reliability, Responsiveness,
Assurance, and Empathy.

Tangibles level expectations in high-level. Perception in relatively high service gaps in
services at medium. Reliability level expectations are high. Perception in high-level causes of

service gaps at a medium level. Responsiveness level expectations in high-level. Perception in



relatively high service gaps in services at a medium level. Assurance level expectations are
high. Perception in relatively high service gaps in services at a medium. Empathy level
expectations are high. Perception in relatively high service gaps in services at a medium.

Comparing expectations and perceptions of service quality gaps in hotels in Phitsanulok
the characteristics of foreign tourists were.

Foreign tourists aged education and duration of services to the different expectations in

tangibles. Foreign tourists aged monthly income education career and housing continent have
different expectations in terms of reliability. Foreign tourists aged monthly income education
professionals have different expectations in response to different responsiveness.
Foreign tourists are education professionals have different expectations in terms of confidence
different. Foreign tourists aged professionals will have different expectations in terms of
assurance care. Foreign tourists aged education occupation and length of service to the
different perceptions in empathy.

Foreign tourists aged education occupation and length of service to the different
perceptions in tangibles. Foreign tourists aged education professionals have different
perceptions of trust in the reliability differences. Foreign tourists aged monthly income education
has a different perception in response to different responsiveness. Foreign tourist’'s education
professionals will have different perceptions of confidence in different assurance. Foreign
tourists aged education has a different empathy of the different care.

Foreign tourists at various educational levels of different causes of service gaps and
meet responsiveness assurance and empathy different. Foreign tourists to the occupation will
lead to different gaps of service reliability and empathy. Foreign tourists have time to get the

services of different causes of service gaps in tangibles and different responsiveness.
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