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ABSTRACT

The purpose of this study was to examine the effects of servicescapes on emotional responses and service
quality perception of overseas customers who received service at boutique hotels in the Mueang district area,
Chiang Mai province. A questionnaire was used for collecting data from a sample of 400 people by convenience
sampling technique. Statistics used for analyzing data were t-test, F-test (MANOVA and ANOVA), multiple
correlation analysis, simple regression analysis and multiple regression analysis. The results revealed: 1) that
servicescapes were positively related to and had impact on emotional responses, and 2) that servicescapes were
positively related to and had impact on service quality perception. The study results can be applicable as a
guideline for the hotelier and service givers of a boutique hotel to use in management of a servicescape along
with services provided by the hotel for creating impressive experience among the customers who came to stay.
That will affect customers’ service perception and sensation which leads to their highest impression, and it can
be used to determine behavior of customers in receiving service including beneficial achievement by the
organization.

Keywords : Servicescapes / Emotional Responses / Service Quality Perception / Boutique Hotels
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