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ABSTRACT

This research aims at analyzing the content of discourse of service quality appearing on the online
platforms of travelling agents for hostel business in Bangkok: content analysis word-of-mouth context of
electronic with. This research method is based on qualitative approach by applying content analysis. The data
was collected from customers who made some useful comments from booking the accommodation via travel
agencies’ online platforms from 2019 to 2020. The customer reviews were collected from 5 star-hostels in
Bangkok, which were ranked by travelers. The reviews were used and analyzed by focusing on the service
quality. The research results suggest that the customers are the discourses’ creators. There are four types of
discourses including 1) services, 2) facilities, 3) cleanliness and 4) location. Customers created discourse based
on their experiences and satisfaction rating, as well as expressing their opinions through positive and negative
feedbacks. Such feedbacks attract interest and popularity among other customers. However, the content of
discourse showing on the online platforms was directly impacted to the entrepreneurs. With this said, the
positive impacts inspire the entrepreneurs to sustain their service quality; whereas the negative impacts motivate
the entrepreneurs to develop and improve the service’s quality. This research recommends the entrepreneurs
should build digital image by focusing on content creation with focusing on emotional enjoyment, accessibility,
modernity, and diversity of motions and images that meet customer expectations. Moreover, the entrepreneurs
should create excellent service blueprint, as well as developing employees’ competency to ensure efficiency

with reaching the service standards.
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