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ABSTRACT

This research focuses on the service marketing mix factor affecting tourists selection and
satisfaction of servicing of the high-end resorts on Koh Chang, Trat Province. The methodology
used in this study is a survey research based on data collected from 100 tourists who chose to stay
at the luxurious resorts on Koh Chang. The sample size in this research follows the standard of
Taro Yamane at the significance level of 0.10, using questionnaire as a tool in collecting
information.

The results revealed that tourists generally rated all factors at high level with the physical
attributes as the most critical ones, followed by people, product, price, activity programming,
distribution channels, partnerships and promotion factors, respectively in its importance. Also, the
study specified that most tourists were satisfied with the high-end resorts on Koh Chang.

The test of hypothesis demonstrated that service marketing mix factor generally led to

different decision-making in selecting diverse high-end accommodations among tourists with



variety of educational background, average income and residency. Meanwhile, gender, age and
occupation do not pay important roles in the decision-making process.

When taking into consideration service marketing mix factor categorized by each factor,
the study indicated that the product factor brought different preferences in various lavish resorts
among tourist with mixture of ages, educations, average income levels and places of residency.

Price, people and partnership factors lead to various resort preferences among tourists
with different educational backgrounds.

Furthermore, distribution channels play an important role among tourists with diverse
income and residency backgrounds.

Next, the promotion factor is important to the decision makers with singular gender,
education, average income level and place of residency.

In addition, physical attributes give a decision effect among tourists with different
education backgrounds and places of residency.

The activity programming also counts when decisions on the luxurious resorts are made
among tourists with different educational backgrounds and occupations.

Last but not least, in testing the hypothesis, it is also found that Thai and foreign tourists
focus on different factor in selecting the high-end resorts on Koh Chang. Thai tourists tend to pay
more attention to the product, distribution channel, promotion and physical attribute factors than

foreign tourists do.
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nu; Baud-Bovy, Manuel and Lawson, Fred. (1977). Tourism and Recreation Development.
London: Architectural Press, p. 74 in Mill, Robert C. (2001). Resorts: Management

and Operation. New York: John Wiley & Sons, p. 164.
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ﬁm: Ferrall, Patricia and Lundegren, Herberta M. The Process of Recreation Programming:
Theory and Technique. 3 ed. Pennsylvania: Venture Publishing, 1991, p. 31 in Mill,
Robert C. (2001). Resorts: Management and Operation. New York: John Wiley &
Sons, p. 340.

961415 AMu Zemke, Raine and Fitzpatrick (2000: 30 cited in Mill, 2001: 339-341)
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Questionnaire

For
Service Marketing Mix Factor Affecting Tourists Selection of High-End Resorts on Koh Chang,

Trat Province

This questionnaire was designed to collect data for an independent study concerning the
key factors that influence tourist’s choice for high-end resort on Koh Chang. The study is to
partially fulfill a requirement of a Master’s degree in Business Administration at Chiang Mai
University. Your response to this questionnaire will be valuable for this research. Therefore, I

appreciate your time and your voluntary cooperation.

Direction: Please mark v into D or fills in the blank according to your background

information.

Section 1: Demographic

1. Sex
D 1) Male D 2) Female

2. Age
[ 1) Lessthan21 years 2 2130 years
[ 3) 31-40 years 3 4) 41-50 years

0 5) 51-60 years

3. Education Level

D 1) Below High School D 2) High School

(3 3) Bachelor’s Degree (3 4) Above Bachelor Degree’s
4. Occupation

| 1) Government / State Enterprise | 2) Company’s Employee

D 3) Private Business D 4) Freelance

0 5) Student 0 6) Retirement / Unemployed

O 7)  Others (please SPeCify: .....covveivrivreveeeereereeeceeeereeeevene, )
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5. Average Monthly Income
[ 1) Less than US$375 (3 2) US$375 - US$750
(3 3) US$751 - USS1,125 3 4) USS$1,126 - USS$1,500
O 5) More than US$1,500

6. Domicile (Continent)

0 1) Asia O 2) Australia
D 3) America D 4) Europe
O 5) Africa

Section 2: Service Marketing Mix Factor Affecting Tourists Selection of High-End Resorts

on Koh Chang, Trat Province

Direction: Please mark v into the column that most describes your opinion

7. How much did these factors affect your choice for this resort?

Importance

Marketing Mixed
Least Less Medium Much Most

0 Product
1.1  Resort’s reputation

1.2 Having good images

1.3 Having full facilities

1.4 Having good security

1.5 Being beautiful exterior building

1.6  Beautiful room decoration

1.7 Proportional room designed and

personalized | i | e | e | e | e

1.8 Having various choice of food
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Marketing Mixed

Importance

Least

Less

Medium

Much

Most

1.9

Having 24 hours food service

1.10

Having at least 18 square meters a room

111

Having beautiful landscape

112

Properly design for usage area

2.1

Price

Reasonable price

2.2

Having several prices for selection

2.3

Decreased price in low season

2.4

Giving special discount

2.5

Service rate is cheaper than other of the

same grade

2.6

Accept credit card payment

3.1

Distribution Channel

Having convenient contact

3.2

Able to reserve room through tour agent

or agency

33

Having reservation system via internet

3.4

Having information on Website

35

Having reservation office in Bangkok

3.6

Having reservation office at Trat

Province
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Importance
Marketing Mixed
Least Less Medium Much Most

3.7 Having transportation service from the

port e | e [ i | |
3.8 Having transport service from the

airport e | e | v | e | e
(4] Promotion

4.1

Giving discount for next visit

4.2

Giving complimentary gifts when

check-in such as key ring

43

Providing special festival such as

Seafood Festival

44

Advertise through mass media

4.5

Having shop booth by promotion sale in

tourism exhibition

4.6

Having point accumulation for reward

5.1

People
Reception department has good quality

service and warmth

52

Room Service has a good quality service

53

Giving equal services both to Thai and

foreigner

5.4

Having expeditious service

5.5

Services with ethics

5.6

Kind and hospitable service
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Importance
Marketing Mixed
Least Less Medium Much Most

@ Physical Attribute
6.1 Closetothebeach | i | e | e | e | e
6.2 Having private beach
6.3  Located at proper zone and convenient

toapproach L | s | e | e | e,
6.4 Having vivid natural environment and

outstanding location | L | e | e | s [ e
6.5 Having spacious and luxurious area
6.6 Located on not crowded area and quiet

and private area i | e | evveveeiens | e | e
6.7 Easy journey within the island
6.8 Secure to marine tourism.

7.1

Partnerships
Having extensive alliance for

reservation

7.2

Having trustworthy reservation agent

7.3

This resort has joined with other travel

business such as Airline, Tour Company

7.4

Being in network of leading hotel

Activities Programming

8.1 Having swimming pool
8.2 Having sport club / fitness
8.3 Having Internet service
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Importance
Marketing Mixed
Least Less Medium Much Most

8.4 Having Thai traditional massage
8.5 Having spa
8.6 Having outdoor activities such as

mountain bike, fishing, kayaking | . | s | i | s | e,
8.7 Having diving package
8.8  Having small amusement ship for

service e | e | e | e | e
8.9 Having boat service to sightseeing

around the island

Section 3: Satisfaction to Servicing of the High-End Resort at Koh Chang, Trat Province

8. In conclusion, are you satisfied with the services at this resort? (Please circle the correct

level)

Unsatisfied

1 2 3 4

Most satisfied

10

*** Thank you for your kind patience and participation ***
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