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ABSTRACT

The purposes of the study are to investigate the consumers’ expectation and
satisfaction towards the service quality of the restaurants in Mueang district, Nong khai
province, to evaluate the quality of the restaurants, and to develop the restaurant into
a smart city. In this study, both quantitative and qualitative methods were conducted to
analyze the service quality of the restaurants. The reliability the questionnaire was at
0.87.The descriptive statistics were analyzed using percentage mean and standard
deviation. Paired Samples t-test was also used to compare the expectation and satisfaction
of service quality.

The results showed that the expectation of the service quality at the restaurants
were at a high level in all aspects including assurance, responsiveness, reliability, empathy
and tangibles. The result about the factors of satisfaction of the service quality at the
restaurants showed a high level in all aspects as well. The study also evaluated the quality
of the restaurants. From the comparison between the expectation and satisfaction of the
service quality, the result revealed that expectation is higher than the satisfaction of all
aspects, significantly different at 0.05.From the result, the quality of the restaurants is in
the low level. So the restaurant owner needs to improve the satisfaction of the service
quality. In addition, technology systems should be applied to help manage the restaurant
in order to meet the changing consumer behavior and for the next step to a smart city

Keywords: Expectation, Satisfaction, Service Quality, Smart City
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