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The Analysis of Tourist Satisfaction with Cultural Ancient Remains: The

Case Study of Royal Tempies in Muang District, Chiang Mai Province
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The Analysis of Tourist Satisfaction with Cultural Ancient Remains: The Case

Study of Royal Temples in Muang District, Chiang Mai Province
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Abstract

This study mainly aims to analyze tourist pcreeptions and satisfaction evaluations in threc
product and service dimensions of five Royal temples in Chiang Mai province, namcly Wat
Phrathat Doi Suthep, Wat Chedi Luang, Wat Phra Singh, Wat Suan Dok, and Wat Jed Yod. The
Kano model is used to illustrate the relationship between tourist satisfaction and product and
service quality.

The results indicated that, among thc 24 product or service quality items categorized
according to the Kano model, the attractive quality element and one-dimensional element have
the highest weights in all cases. The quality improvement index is calculated to provide clear
guidance and indication to improve and enhance product and service quality of these five Royal
temples. The quality improvement index analysis divides product and service quality factors into
four quadrants which are attractive, one-dimensional, must-be¢ requisional, and indifferent
requisional. We found that based on the distribution of the 24 product and service quality items,
the majority of those is in the “attractive” quadrant.

The results show that a unique identity of the temples, architectural items including
Buddha images, buildings, pagoda, typically Thai mural, traditional Buddhism activities, security,
and convenient and accessibility are the most attractive features. Having sufficient facilities in the
temple, cultural and environmental conservation are highly concemed by tourists, and these

improvements can enhance tourist satisfactions.

Key words: Satisfaction, Kano’s Model, Cultural Tourism, Royal Templc
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Customer Requirements ——p Dysfunctional(negative)question
llike | 2.must-be | 3.ncutral | 4.live with | 5.dislike
v .

1.like Q A A A o

Functional 2.must-be R I i I M
(positive)question 3.neutral R I 1 I M

4 live with R I I I M

5 dislike R R R R Q

NUNUIKA: Q = Questionable, R = Reverse, A = Attractive, M = Must be, O = One dimensional, I
= Indifferent
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Percentage Satisfy Dissatisfy
Attributes Total Classify
R Coefficlent Coefficient

Fauasfaliaurssy

Al aonunssu 24 7 9 5% 1 0 100 0 0.86 -0.59
A2 AuTilendnyar 36 9 12 41 2 0 100 0 0.78 -0.53
A3 n1FouffausTsy 33 6 23 36 2 0 100 0 0.73 -0.40

“ - 3 =l
2. mwAmeladmfenTsunisneune)

asdmifihlmugadeg 41 2 33 20 1+ 3 100 A 0.60 -0.25
ASIONTTUNIWNEMEAUT 45 6 18 30 1 0 100 A 0.73 -0.40
A6 NINTTUAIAY 33 14 16 36 1 0 100 0 0.7 -0.49
A7 quiisuindntaTy 36 2 46 16 0 0 100 I 0.49 -0.19
A8 quilfriansTu 37 05 36 2 0 0 100 A 0.56 -0.29

T

— .
L A0 WATIIAERINAUGIY

A9 szuumisiTy lon 30 8§ 16 46 0 0 100 0 0.76 -0.54
A10 A0 UH98ATE 319 12 47 1 0 100 0 0.79 -0.57
ALl Hoagu 26 11 14 48 1 0 100 o} 0.75 -0.60
AL Fiynigves 20 15 44 19 0 1 100 I 0.40 0.34
A13 quilidoun 35 2 40 20 0 1 100 I 0.57 0.23
2. aninAdou

Al4 M3iEUN 37 5 16 40 2 0 100 o] 0.79 -0.46
ALS R1eau ity 26 4 11 59 0 0 100 0 0.85 0.63
Al6 ATLAYEIA 12 4 7 1 0 1 100 0 0.89 -0.81
Al7 Vidigmn 36 4 11 49 0 0 100 0 0.85 -0.53
Alguvamenierlndifos 47 2 38 10 0 3 100 A 0.59 -0.12
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M3 19N 3 (AD)

Percentage Satisfy Dissatisfy
Attributes Total Classify
A M I O Q R Coeflicicnt Coefficicnt
AUM IVTHIITAMI
Aloilynainsfvane 47 2 31 19 & 0 100 A 0.67 021
A20 A1uanann 22 4 29 43 1 0§00 0 0.67 -0.47
A2l nseySnyTusieae 25 25 23 27 0 0 100 0 0.52 -0.52
AZZ MIfoulenTueoaden 28 5 20 46 1 0 100 0 0.75 -0.52
Az mismdumadousy 32 6 37 25 0 0 100 1 0.57 -0.31
A24 Aorsyanduiug 42 3 40 11 4 0 100 A 0.55 0.15

HUHa: Q = Questionable, R = Reverse, A = Attractive, M = Must be, O = One-dimensional, 1
= Indifferent

A IMIMuIAT WA, 2555

amn 8 niduaasanuiane lauaz luNanewe lsveninvisainiioisyiansz g

=
AVUYLNNIITITINTT
Derived from Satisfy
1
Lo Al7
Al 2 o Al 08
AG  A22
A1l & AS
Af Q.7
' A19

it Ad ALS

A23 0.6
- XA3

& A2l A8 R

e . o5
:‘3 A7
4] < Al2 0.4
03
02
0.1
= R . S
1 0.9 08 07 08 0.5 04 0.3 02 01 0
Dissatisfy

AU VIAMTUATIEHI WA, 2555

Aysnes wouyy paansg
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T = 1 ;d ) a 8 e 1 | a c; ¥ Aé o
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Percentage Satisfy Dissatisfy
Attributes Total Classify

Coefficient Coellicient

Al aodaunsyu 4 7 6 4 2 2 100 0 0.86 -0.58
A2 aiiandnuel 50 5 13 29 1 2 100 A 0.81 035
A3 miteuiiaussy 47 2 18 9 1 3 100 A 0.79 -0.32

] ¥ o ] 4
2 ﬂ71ﬂﬂd“01ﬂﬂ1uﬂﬁ ATTUMITNOUNYY

A4 Fmrhidmganteg 6 2 21 12 0 2 100 A 0.77 -0.14
A5 NS TUNNYNTAEU 43 6 16 28 2 5 100 A 0.76 -0.37
A6 fians Ty 45 7 15 29 1 3 100 A 0.77 -0.38
A7 quitieuivdntsiu 45 6 30 19 0 0 100 A 0.64 -0.25
A8 quilfiiasssy 47 3 20 2 0 1 100 A 0.76 -0.31

AnenMlun T aa I U IMN I
o sl

1. Fdneanuazan Uy

A9 szuuassglIng 8 6 16 39 0 1 100 o 0.78 0.45
A10 gofienasn 37 2 16 43 1 1 100 0 0.82 -0.46
All oagn 30 4 16 4 1 0 100 0 0.80 0.54
A12 5 ungued %6 10 45 15 0 4 100 I 0.43 -0.26
Al13 quél¥idoya 6 1 21 1S 2 0 100 A 0.78 -0.16

2. anmuadou

Al4 MITAUNT 46 3 7 40 2 2 100 A 0.90 -0.45
AL5 Anumaniuiy 2 04 10 511 1 100 0 0.85 -0.56
Al6 ATz 2 2 8 6 0 2 100 0 0.90 -0.69
A17 ailonm 47 1 1B ¥ 1 1 100 A 0.86 -0.39
Alsuvaoudedlnddes 74 0 20 2 o0 3 100 A 0.78 -0.02
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M1319% 5 (AD)

Percentage Satisfy Dissatisfy
Atiributes Total Classify
A M I ©0 Q R Coefficient CoefTicient
aumsuinIsdans
A19 Tiyaainsifigang s6 1 25 17 0 1 100 A 0.74 -0.18
A20 Al aasiy 39 7 21 31 1 1 100 A 0.7 -0.3%
A2l mseyindlustwaoie 31 9 2 45 0 3 100 0 0.78 -0.56
A2 nifmnamwoadey 30 3 18 48 0 1 100 o} 0.79 0.52
A2 maSadumadonsy S0 4 25 19 1 1 100 A 0.70 0.23
A24 Aolrzanduniug 3 02 20 24 1 0 100 A 0.78 -0.26

HUNUIHA: Q = Questionable, R = Reverse, A = Attractive, M = Must be, O = One-dimensional, I
= Indifferent

iyt snassnasil woe. 2555

d. <2 o oreg ar T = < - ar ~- o
MAN 15 nﬂﬂuﬁmmmmwﬂmmz lumwﬂwﬂwmun‘nmmmwmmmw:mmml

AT INIG . .
Derived from Satisfy
1
Al6 Al Al7 8.9
Ald X
¢ L ] > All
AlCQ
All W B 038
A8 ps- T A4 ;
A22 Al A24 Al9 AL8
A8
A23 0.7
A20 o
A7 1]
0.6 <
& e
@ =
"‘t‘u' T:5 3
@ 3
Al2 w
0.4 b4
=4
(7]
0.3 <
0.2
0.1
-1 -0.9 Q.8 0.7 -0.6 0.5 04 -0.3 -0.2 0.1 9]
Dissatisfy

d' = o
11: 1IN AT IEHL WA, 2555
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- A
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<4 3 1 - | . 1 = ar 1 = v o' E
Awgadmulngignianiu Attractive 1AM u5RIgaaInaTiiasgatazyalals
at L : = H o . . ] =2

unneufinIdpamsBuMaiuI¥uIR 789894180 One-dimensional MUWAINI UTIAIAA
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A1INN 7 Nﬁﬂ'l‘iﬂiﬂillluﬂ'Iﬂ']'lllﬂllﬁz’ffﬂﬂ‘izﬂ“v’lﬁﬂ’]'l‘l.lﬂx'l‘ﬂﬂiil‘uﬂquﬂﬂﬂx’l!ﬂﬂ’]ﬂﬂ’llﬂﬂ']‘h’ﬂ

ar 4 o
VANTZAINITUNIING

Percentage Satisly Dissatisfy
Attributes Total Classify

A M 1 (¢} Q R Coefficient Coefficient

Mn1dsgaledninm

oot o

e b
1. anuituendnualai

A0EIAUDNS
Al gonlnonssu 2 3 12 54 9 0 100 0 0.84 -0.63
A2 anuTendnyal 43 6 16 ® 6 0 100 A 0.77 037
A3 nsBoufiausisu 35 8 16 33 8 0 100 A 0.74 -0.45

- ¥ oo ' ]
2. ﬂ'l'lll“\l'ﬂﬂnlﬁﬂ']uﬂ'ﬁﬂi TuINSANYY

avdmhihhvugedeq St 2 19 23 3 2 100 A 0.78 -0.26
ASTONTTUNMMMEAIEUT 43 4 18 30 S 0 100 A 0.77 036
A6 DN TUHIAY 43 3 16 35 3 0 100 A 0.80 -0.39
A7 quiGouivdnsssy 4 6 19 30 3 | 100 A 0.74 -0.38
A8 quifiRsssu 45 3 26 23 3 0 100 A 0.70 -0.27

mlunssdufninaeaie

:in-

1. mzm'murl

A9 izuumstsgyl Ina 3 5 20 335 2 2 100 A 0.74 -0.42
Al0 aonfieonso 314 11 S0 4 0 100 o 0.84 -0.56
All Hoagwi 33 11 14 42 0 0 100 0 0.75 -0.53
A2 S wvisvaq 28 13 36 18 4 i 100 | 0.48 -0.33

A13 guilidoya 50 7 2 2 3 0 100 A 0.72 -0.28
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15197 7 (AD)

Percentage Satisly Dissatisfy
Attributes Total Classify
A M I (8] Q R Coefllicient Coefllicient

1 .'..[:]":! 1811 h;:f- TIBITURTHOY

1. fagumanuazaanugu

A9 szuuasisgl Tnn 3 5 2 3% 2 2 100 A 0.74 -0.42
Al0 dmmfieasn 34 11 S0 4 0 100 o 0.84 -0.56
All Hoagm 33 1 14 42 0 0 100 0 0.75 0.5
A2 Fuvigyes 28 13 36 18 4 | 100 I 0.48 -0.33
Al3 quilvdoya 50 7 2 20 3 0 100 A 0.72 -0.28

2. AN IWIRDU

Ald MIARUNN 45 3 7 42 3 0 100 A 0.90 -0.46
AIS ALY 41 3 7 48 1 0 100 0 0.90 -0.52
Al6 ATUAZER 25 2 7 6 3 0 100 o 0.91 -0.67
AT VRflonm 4 0 6 4 2 2 100 A 0.94 -0.43
AlBumdwmsufitalndfes 60 o0 18 18 2 2 100 A

0.81 -0.19

. Al9 ﬁﬂmsgﬁama s 5 2 21 2 0 00 A 0.70 e
A20 AMwlasany 37 07 10 44 1 1 100 0 0.83 -0.52
Armseyindlusiueos 42 6 6 4 2 0 100 o) 0.88 0.51
A msinnanwiaden 37 3 13 44 1 2 100 o} 0.84 -0.48
A nstadunadonry s4 4 11 29 1 | 100 A 0.85 034
A24 Aorlsznduus 66 8 4 25 3 0 100 A 0.8 -0.34

HUMLKA: Q = Questionable, R = Reverse, A = Attractive, M = Must be, O = One dimensional, I

= Indifferent

4' a o
$u1: 1MsAIUIRA) WA, 2555
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Percentage Satisfy Dlssatisfy
Attributes Total  Classify

A M I ©0 Q R Coefliclent Coeflicient

Al go1daunssu 25 4 16 49 6 0 100 o] 0.79 -0.56
A2 aruthondnuel 31 6 20 24 19 0 100 A 0.68 0.37
A3 nsiieuiTausssy 28 10 12 44 6 0 100 0 0.77 -0.57

a ' 4
2. mmﬁqwahﬁmnn NTIUMITNDINYD

ardhitugeaeg 40 1 24 30 3 2 100 A 0.74 033
AS RINTSUNRYMBAEU 3 6 30 22 7 1 100 A 0.6 -0.30
A6 TIN5 SUNIAY 42 5 19 30 3 1 100 A 0.75 .36
AT quiiFuuindnsssy 38 8 22 29 3 0 100 A 0.69 -0.38

A8 quinlfiRsssy 3 2 24 32 3 0 Q00 A 0.73 -0.35
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f13197 9 (719)

Percentage Satisfy Dissatisly
Attributes Total Classify

Coeflicient Cocflicient

e y
L TI0TH WA TTUAEAINA UGN

A9 szuuenmisydlng 37 6 19 13 3 2 100 A 0.74 -0.41
A10 fouiivensn 6 14 10 46 4 0 100 0 0.7 -0.63
All ¥iBagn 30 8 2 42 0 0 100 0 0.72 -0.50
A12 Sunioves 3305 32 24 5 1 100 A 0.61 -0.31
A13 quilvidoya 38 09 21 30 2 0 100 A 0.69 -0.40
2. N mIRd o

Al4 NISAUNN 45 3 14 3 3 0 100 A 0.82 -0.39
A5 AMuUTity 2 10 10 4 4 0 100 0 0.79 -0.56
Al6 AIUAOIA 29 5 9 S5 2 0 100 0 0.86 -0.61
ALT vinilonw 27 4 6 50 8 5 100 o] 0.89 -0.62
Algundariouflelndifes 57 2 16 23 2 0 100 A 0.82 0.26

Awuﬂmnsn’wma 3205 32 30 1 7 A 0_3 0.35
A20 mnidanany 29 6 12 4 4 5 100 0 0.80 -0.55
Azt msoysniTusteres 41 3 18 33 1 4 100 A 0.78 -0.38
A22 assnwrenmiondey 44 3 17 32 1 3 100 A 0.79 -0.36
A23 mssadumsiousy 0 &8 19 R 1 0 100 A 0.73 -0.40
A24 Rordssendurut 32 16 11 3% 3 2 109 0 0.72 ~0.55

HUT8MA: Q = Questionable, R = Reverse, A = Attractive, M = Must be, O = One dimensional, 1
= Indifferent

v niemsaai we. 2555
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= Indifferent
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