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Abstract

The objectives of this study were to analyze the exploratory factors of expectations towards the service
quality of medium-sized hotels Business in Sukhothai province; and study the co-factors that are related to
customers’ expectations towards the service quality. The participants of the study were 400 customers, who
used the service of medium-sized hotels in Sukhothai province in 2019. The instrument used in this study was
questionnaire survey, which consisted of seven rating scales. Percentages (%), Means (f) and the Standard
Deviation (S.D.) were used to analyze the correlation coefficient of the factors. In addition, exploratory factor
analysis along with principle component analysis and Varimax method were used to analyze the results.

The result found that KMO (Kaiser-Meyer-Olkin Measure of Sampling Adequacy) was equal to 0.97, and
Chi-Square was equal to 9997.36. This represents that all the factors were correlated and were suitable to be
used for factor analysis. The three factors, which were analyzed were 1) efficiency; 2) quality of the facilities; and

3) management quality. The heart of the service came from the physical expression of the service providers,
teamwork, culture of organization, communication, and ability to pass on knowledge between the organizations

and customers. This could lead to creating the standardized work manual and effective service criteria in order

to create good, standardized service and plan the operational strategies for the business in the future.

Keywords : Exploratory Factors Analysis, Expected Service Quality, Medium-Sized Hotels
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