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ABSTRACT

The objectives of this research were to study 1) the effects of service quality of travel business on the
satisfaction of European tourists in Chiangrai province 2) the effects of service quality of travel business on the
impression of European tourists in Chiangrai province and 3) the effects of the satisfaction on the impression of
European tourists in Chiangrai province. A questionnaire was employed as the research instrument to collect data
from 400 European tourists in Chiangrai province. Statistical procedure semployed for data analysis were the multiple
correlation analysis and multiple regression analysis.

The research findings showed that the service quality of travel business in terms of service tangibility,
responsiveness to service receivers, assurance for confidence of service receivers and empathy with clients had positive
effects on the satisfaction of European tfourists in Chiangrai province at the statistically significant level of 0.05, while
service reliability did not have a significant positive effect on the satisfaction of European tourists. The service quality
of travel business in terms of service tangibility, service reliability, responsiveness to service receivers and assurance for
confidence of service receivers had positive effects on the impression of European tourists in Chiangrai province at
the statistically significant level of 0.05, while empathy with clients did not have a significant positive effect on the
impression of European tourists. Meanwhile, the European tourists' satisfaction also hada positive effect on their
impression at the statistically significant level of 0.05. Therefore, the travel business focusing on service quality could
enhance satisfaction and impression of European tourists. Consequently, the findings of this research study could be
employed as guidelines for improvement and development of tourist business toward service excellence and

enhancement of service efficiency in the future.

KEYWORDS : Service quality, Satisfaction, Impression, Travel business, European tourist
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