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Abstract

This study objectives are 1) To study the level of opinions regarding service quality.
and the satisfaction of Chinese consumers in using 3-star hotels in Shanghai. 2) To study the
service quality that affects the satisfaction of Chinese consumers in 3-star hotels in Shanghai.
Research tools It's a questionnaire. The sample group consisted of 385 Chinese consumers
who had stayed at 3-star hotels in Shanghai using a questionnaire Statistics used in data
analysis include percentage, mean, and standard deviation. and multiple regression analysis

using Enter.

The results of the study found that 1) In the five dimensions of service quality, the
level of tangibles, reliability, responsiveness, and empathy, was at the high level, and the level
of Assurance, was at the medium level 2) The results of the multiple regression test using the
Enter method found that service quality affects Chinese consumers' satisfaction in using 3-star
hotels. stars in shanghai Statistically significant at the 0.05 level. Trustworthiness affects the
satisfaction of Chinese consumers. We must promote the development of employees' abilities
so that they are efficient in their work and can apply the knowledge and skills necessary for
their work to further develop. This can be done by providing training to employees and
strengthening behaviors that create trust in the organization, such as attending various
trainings, meetings and evaluations, and organizing activities to strengthen relationships within

the organization so that employees are capable, resulting in the hotel being more trustworthy.

Keywords: service quality, the satisfaction of Chinese consumers, using 3-star hotels
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