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EFFECTS OF CUSTOMER EXPERIENCE ON LOYALTY OF
4-5 STAR HOTEL BUSINESS IN CHONBURI PROVINCE
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ABSTRACT
The objectives of this research were: (1) to study the customer experience of 4-5 star
hotels in Chonburi province. (2) The loyalty of 4-5 star hotels in Chonburi province; and
(3) the impact of customer experience on the loyalty of 4-5 star hotels in Chonburi
province.

The research methodology was a quantitative research. The research utilized the
quantitative method. The population is the tourists who had experienced in taking the
service of 4-5 star hotel business in Chonburi province, no certain number founded. For
this research, Cochran calculation was used for identifying the sample group, for which
the confidence fixed by researchers showed 95% with purposive sampling. The
guestionnaire is also the tool to collect the data, the statistic used for analysis, average,
standard deviation, and correlation. These methods were based on Pearson’s approach.

The research findings were found that: (1) the overall opinion was at a high level,
based on the study of customer experience among those who had used services at 4-5-
star hotels in Chonburi province. Upon detailed examination, it was found that
hospitality was rated the highest, followed by professionalism, both at the same level.
Areas such as utilization and facilities were also rated at a high level. Additionally, the
atmosphere and interactions with other customers were found to be at a high level, (2)
The study of customer loyalty among patrons of 4-5-star hotels in Chonburi province
found that the overall loyalty was at the highest level. Upon detailed analysis, it was
discovered that attitudinal loyalty and behavioral loyalty were both rated at the highest
level. Similarly, brand image was also found to be at the highest level, along with

customer satisfaction and price sensitivity; and (3) the study on the relationship between



overall customer experiences and loyalty to 4-5-star hotels in Chonburi province
revealed that customer experiences, which include atmosphere, areas, utilization,
facilities, professionalism, staff, hospitality, and interactions with other customers,
positively correlate with loyalty among customers who have experienced services at 4-
5-star hotels in Chonburi province. This correlation is statistically significant at the 0.01

level.
Keyword : Customer Experience, Loyalty, Hotel Business
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