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Abstract
This article aimed to 1) study the expectations and satisfaction of Thai elderly tourists who use 3-

star hotels in Bangkok, and 2) compare the gap between demographic characteristics towards
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expectations and satisfaction with 3-star hotels in Bangkok towards the service quality of Thai elderly
tourists who use 3-star hotels in Bangkok. The sample group used in the research was Thai elderly
tourists aged 60 years and over who used services at 3-star hotels in Bangkok, totaling at least 400
people. The results were statistically analyzed by testing the hypothesis with a t-test and one-way
ANOVA.

The research results from a total sample of 406 people found that most elderly Thai tourists who
use 3-star hotels in Bangkok were females, aged between 60-64 years old with a bachelor's degree,
and the average income per month was 30,001-45,000 baht. Most Thai elderly tourists had the highest
level of expectation for service quality in 3 aspects: 1) service reliability (X = 4.31), 2) response to the
needs of service recipients (X = 4.26), and 3) customer confidence (X = 4.25).

As for the satisfaction of the elderly, most Thai tourists are satisfied with the service quality at the
highest level. Except for the aspect of understanding and perceiving the needs of service users at a
high level (X = 4.17). The comparative results of the gap between demographic characteristics on
expectations and satisfaction with the service quality of Thai elderly tourists who use 3-star hotels in
Bangkok found that the overall expectations and satisfaction of the Thai elderly tourists classified by
gender, age, education level, income, all 5 aspects had Sig. values less than the statistical significance
level (0.05). Therefore, the main hypothesis (H0) was rejected, that is, Thai tourists of different genders,
ages, education levels, and incomes had different levels of expectation and satisfaction with the service

quality of 3-star hotels in Bangkok

Keywords: Expectation and Satisfaction, Service Quality, Elderly Tourists, 3 Star Hotels, Bangkok
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