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ABSTRACT

In the present time, there are high competitions in running business. Business models
adjust rapidly in order to meet the demand of the consumers. The product and service presentation
are in various channels such as the Internet and website which is a medium that can reach to mass
clients all over the world at the same time. Moreover, it is always open. The tourism and hotel
business, which could provide e-service through the Internet, can take advantage in the competition
and this will lead to organization competitiveness. In order to build the marketing competitiveness
for a business, it is important to enhance e-service efficiency which could lead to have advantage
over competitors. Therefore, the researcher conducted a study of the relationship between e-
service efficiency and marketing competitiveness of tourism and hotel business in Thailand, by
using a questionnaire as an instrument for collecting data from 113 marketing managers of
tourism and hotel business in Thailand, selected by a stratified random sampling technique.
The statistics used for analyzing the collected data were F-test (ANOVA and MANOVA),
multiple correlation analysis, and multiple regression analysis.

The findings revealed that the marketing managers of tourism and hotel business
agreed with having e-service efficiency as a whole and in each of all these aspects at high
level : reliability, efficiency, support, communication, incentive; but in the aspect of security, they
agreed with having it at a middle level. They also agreed with having marketing
competitiveness both as a whole and in each of all these aspects at a high level including
customer relationship, organizational learning, productivity, technology sourcing, and
entrepreneurship orientation, but in terms of business network and knowledge management, they

agreed with having at a middle level.



The marketing managers of tourism and hotel business agreed with different business
location, operational incomes, and current investment capital agreed differently with having e-
service efficiency as a whole and in each of the studied aspects. The marketing managers from
different types of business agreed differently with having marketing competitiveness.

According to analysis of the data in terms of relationships and effects, it was found
that e-service efficiency in terms of reliability, efficiency, support, and incentive showed positive
relationships with and effects on marketing competitiveness in terms of customer relationship,
business network, organizational learning, productivity, technology sourcing, knowledge
management, and entrepreneurship orientation.

In conclusion, e-service efficiency had positive relationships with and effects on
marketing competitiveness. Therefore, it is suggested that this study finding should be applied as
information in running tourism and hotel business, and it could be used as a guide line for develop
marketing strategy and policy, as well as adapted into the planning of tourism and hotel business

development and competitiveness enhancement in Thailand.



