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Abstract
The objective of the research was to study the effect of service quality of travel business
on the impression of European tourist in Chiangrai province. The questionnaire was used as a

research instrument to collect the data from 400 European tourists in Chiangrai province. The
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statistics used for analyzing data were multiple correlation analysis and multiple regression
analysis.

The results of the research showed that the service quality in terms of tangibles, respon-
siveness, assurance, and empathy had a positive an effect on tourist satisfaction at a statistical-
ly significant level of 0.05. For the reliability had not a positive an effect on tourist satisfaction
at the statistically significant level of 0.05. In addition, the service quality concludes tangibles,
reliability, responsiveness, and assurance had a positive an effect on tourist impression at a
statistically significant level of 0.05 but the empathy had not a positive an effect on tourist
impression at the statistically significant level of 0.05. Moreover, the tourist satisfaction had a
positive an effect on tourist impression at the statistically significant level of 0.05 too.

Therefore, the travel business focused on the service quality that could be increased the
tourist satisfaction and impression. In addition, the result of this research could be used as
the guidelines for improvement and development of travel business that generated to service

excellence and the efficiency travel business were increased.
Keywords: Service Quality, Satisfaction, Impression, Travel Business, European Tourist
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