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Abstract

The purpose of this research is to study the expectation and satisfaction level of
tourists, to study tourists’ behavior, study the demographic characteristic that affect Thai
tourists’ satisfaction in homestay business and to compare customers’ expectation and
satisfaction level by using Expectancy Theory and Satisfaction Theory. This research is
Quantitative Research by using Survey Research. Sample is 400 Thai tourists visiting homestay
in Amphawa, Samut Songkram. The method used is Convenience Sampling by using
questionnaire to collect the data, analyzed by using Frequency, Percentage, Mean and
Standard Deviation, comparative analysis between tourists’ expectation and satisfaction
according to personal factors using t-test and One-way ANOVA, test the difference in average in
each pair by using LSD (Least Significant Difference) and compare the difference between
tourists’ expectation and satisfaction by using Paired t-Test. The result found that the
difference in marital status and the purpose of travelling result in different expectation level of
homestay service. However the difference in age, education level, occupation, income and
purpose of travelling result in different satisfaction level of homestay service. In addition, the
result found that the overall expectation and satisfaction level in food and nutrition, security,
tour guide, natural resource and environment, value added to the product and public relation
in homestay are different with the Significant level of 0.05, thus the satisfaction level is higher
than the expectation level. Therefore, the entrepreneur should develop and improve services
in other area such as accommodation, host hospitality, culture and service in homestay to gain
more satisfaction level than expected which could be considered as one of the success in

service business.
Keywords: Home Stay, Satisfaction, Expectation
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