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Approaches to restaurant service quality development for international
touristsin Hua Hin, Prachubkirikhan
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Abstract

This research paper “Approaches to restaurant service quality development for
international tourists in Hua Hin, Prachubkirikhan” aims to compare international tourists’
expectation of and perception towards service quality and to find the approaches to improve
restaurant service quality for international tourists. This qualitative research investigates
international tourists’ expectation of restaurant service quality in Hua Hin, Prachubkirikhan in
relation to demographic factors of the tourists who received the service in the studied district.
The study also explores the expectation of restaurant service quality in Hua Hin in terms of
five areas including 1) physical features 2) reliability 3) responsiveness 4) creditability and 5)
care-taking. The focused area of the study is the restaurants in Hua Hin, Prachubkirikhan. The
population in this study is the international tourists who used the restaurant service in Hua Hin.
Simple random sampling was used to select the tourists for this study. Four hundred copies of
survey were distributed to the samples using Yamane’s (1967) formula.The formula was used
for statistical analysis of demographical statistics which is descriptive statistics. The results
show that international tourists’ overall expectation of restaurant service in Hua Hin,
Prachubkirkhan is at a medium level (X =3.15). The tourists’ expectation in terms of
responsiveness is the highest (X = 3.41). The ones below are assurance (X = 3.32), empathy
(X = 3.27), reliability (X = 3.06), and tangibility (X = 2.68), respectively.

International tourists’ overall perception towards restaurant service quality in Hua
Hin, Prachubkirikhan is at high level (X =3.99). Considering each area ranging from highest to

lowest, it was found that the tourists were satisfied with the service quality in terms of

assurance ()_(:4.12), empathy (i:4.09), reliability (X =3.93), responsiveness (2:3.92), and
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tangibility (i:3.91), respectively. The comparison of the international tourists’ expectation
and their perception towards restaurant service quality shows that the tourists’ expectation
and awareness of the restaurant service quality in Hua Hin, Prachuabkirikhan are different both

in overall and each area, which appeared to be significant (p < 0.05).
Keywords : Service quality , Expectation, Perception
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