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Abstract

The purpose of this research was to examine the factors affecting guest satisfaction with the service
quality at Hotel Dalaa Pool Villa Resort in Phuket Province. This study employed a qualitative research
approach, using the SERVQUAL framework for data analysis, which comprises five dimensions:
tangibles, reliability, responsiveness, assurance, and empathy. The research utilized in-depth interviews
with six groups of Thai and foreign guests, totalling 12 participants, selected through purposive sampling.
A semi-structured interview was used as the research instrument, and the collected data were analyzed
through content analysis and thematic analysis.

The findings revealed that the factors affecting guest satisfaction with the service quality of Hotel Dalaa
Pool Villa Resort, Phuket Province, were related to all five dimensions of service quality, as defined by
the SERVQUAL concept. Most guests emphasized the importance of tangibles, including the cleanliness
of guest rooms, swimming pools, facilities, and the overall atmosphere of the accommodation, which are
physical aspects that guests can directly perceive. In terms of reliability, guests expected the actual
accommodation to be consistent with the information and photographs presented through online platforms.
In addition, responsiveness was considered an important factor, particularly the promptness of staff in
providing assistance and solving problems during guests’ stays. Regarding assurance, guests valued safety,
privacy, and confidence during their stay, especially the Digital Door Lock system and staff support.
Regarding empathy, most guests appreciated the politeness, friendliness, and attentiveness of the staff,
which positively influenced their overall impressions and their intention to revisit the resort in the future.
However, some guests suggested improvements to internet connectivity, hot water systems, and lighting
along walkways at night to enhance convenience and safety during their stay. The study concluded that
service quality is an important factor influencing guest satisfaction, especially in pool villa and resort
businesses that focus on privacy and relaxation. Therefore, accommodation operators should continually
improve service quality and guest care to create positive experiences and increase the likelihood of repeat
visits.
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