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ABSTRACT

The objective of this survey research was to investigate the expectations, perceptions,
and satisfaction of Chinese tourists on services of luxury hotels in Muang district, Chiang Mai
province. The accidental sampling method was applied to select 400 Chinese tourists who used
services of the luxury hotels in the study area. The research instrument was the questionnaire with
the validity and IOC of 0.935, and its reliability calculated from the Cronbach's alpha coefficient
was 0.875. The data were statistically analyzed for frequency, percentage, mean, standard
deviation, and Dependent Sample t-test.

The research results revealed that the mean of their expectations on the services was
4.48 (at the highest level), and the mean of their perceptions was 4.25 (at the highest level). It was
interpreted that the tourists were, in general, not satisfied with the services of the luxury hotels.
When the aspects were taken into consideration, it was revealed that they were not satisfied with
all aspects of the marketing mix. The aspects they were most unsatisfied with, ranked from high to
low, were distribution, promotion, price, process, product, people, and physical evidence
respectively.

Keywords: Service Marketing, Expectation, Perception, Satisfaction
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