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ABSTRACT

The purposes of this study were o fook into the factors that affect tourists' trust
in purchasing products and services through travel agencies, the reasons that tourists
make decision to use services through travel agencies and how the fourists’ trust in
refation to products and services purchased through travel agencies. The subjects
comprised 400 foreign tounsts. The instrument of the siudy was a close ended
questionnaire. Statistics used for analysis of data was based upon mean, standard of
deviation, T-Test, One Way Anova as well as Chi-Square and setling a statistical value af
0.05.

The findings of the study are as follows:

1. The tourists who had different personal factors normally had different reasons
to trust in producis and services through travel agencies.

2. The tourists who had different values and life styles did not have difference in
terms of trust in purchasing products and services through trave! agencies.

3. The tourist perception is related fo tourisis’ trust in purchasing products and
services through travet agencies.

4, The satisfaction of service marketing is reiated to tourists’ trust in purchasing

preducts and serviceas through travel agencies.
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Questionnaire

Factors that Affect Tourists’ Trust in Purchasing Products and Services

through Travel Agencies

This questionnaire is a part of the requirement for the Master of Art in Hotel and
Tourism management of Naresuan University, Bangkok Campus. Specifically, this
guestionnaire is for the study of factors that affect tourists’ trust in purchasing products and
services through travel agencies.

The researcher is kindly asking for your cooperation. Please fill in the
questionnaire for data to'be used for a thesis. All personal data will be kept
confidentially. Your cooperation will be highly appreciated.

Researcher

The questionnaire is divided into 5 parts as following :

Part 1: Personal Data of Respondents

Part 2: Social Value and Lifestyle

Part 3: Perception of Tourists in Purchasing Produets and Services through Travel
Agencies

Part 4: The Satisfaction of Service Marketing in purchasing product and services through
Travel Agencies

Part 5 Tourists’ Trust in Purchasing Product and Services through Travel Agencies
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Part 1 : Personal Data of Respondents
Statement : Please tick \( in the box that is most appropriate.
1. Gender
W 1) Male 0 2) Femaie
2. Age
L] 1) Under 20 years old ] 2) between 21-30 years old
[] 3) between 31-40 years old[] 4) Over 40 years cld
3. Occupation
D 1) Student D 2) Government / State Enterprise Officer
[ ] 3} Public Enterprise Officer L] 4) Others (Please SpecCify)..........c........
4, Continent of Origin
[ 1) Asia 0 2) Europe L] 3) Australia / New Zeafand
{] 3) Africa [[] 4) America (] 6) Other (Please Specify)..........

Part 2 : Social value and Lifestyle
Statement ; Please tick \/ in the box that is most appropriate.
1. How often do you travel in a year?
[ 1) Once ayear [ 2) Twice a year
[] 3) Three times a year [ ] 4) Over 3times a year
2. When do you often travei?
N 1) Weekends B 2) Weekdays
[} 3) Public Holidays [7] 4) Not Specified
3. What do you do in your free time?
L 1} Read Books ] 2) Travel L] 3) Australia / New Zealand
[] 3) Africa (] 4) America [ ] 6) Other (Please Specify)......
4. What kind of tourist attractions do you like most?
H 1) Natural attractions U 2) Cultural attractions

[ ] 3) Public Holidays [] 4) Other (Please SPecify).........cooveeen:



104

5. Have you planed your trip before you travel?

E:l 1} Always D Z) Sometimes I:] 3) Never
6. How often do you shopping?
L] 1) Everyday [] 2) Three times a week
1 3) Once a week [] 4) Rarely
7. What is the most important thing in your life?
L] 1) Job ] 2) Friends
L1 3) Family [] 4) Others (Please Specify)  ...............

Part 3 : Perception of Tourists in Purchasing and Services through Trave! Agencies.
Statement : Please tick \( in the box that is most appropriate.
Remark : 5 = Most Perception, 4 = A lot of Perception, 3 = Moderate Perception,

2 = Less Perception, 1 = Least Perception

Level of Perception

Factors
5 4 8 e 1

1. Company's Popularity

2. Good Company Image

3. Quality of the company

4, Good Service

5.Unigue & Interesting Programs offered
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Part 4 - Service Marketing' Satisfaction of Tourists in Purchasing and Services through
Travel Agencies.

Statement | Please tick \/ in the box that is most appropriate.

Remark @ 5 = Most Satisfaction, 4 = A lot of Satisfaction, 3 = Moderate Satisfaction,

2 = Less Satisfaction, 1 = Least Satisfaction

Level of Satisfaction

Factors
3 4 3 2 1

Product/Service Factors

1. Package Tour

2. Accommaodation

3. Restaurants

4. Varieties of Program

Price of Services Faciors

5. Reasonable Price

6. Wind Price-range

7. Modes of Payment

Mode of Services Facglors

8. Convenient Location of Company

9. Convenient Service Methods, e.g.

Telephone, Internet

Prormotions Factors

10. Advertisement

11. Tour Counters, Booths, Festivals

12. Price Discounts, Premiums

People Factors

13. Well-trained Staff

14. Enough Staff to Provide Service

15. Friendly Staff / Service-minded Staff
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Level of Satisfaction

5 4 3 2 1

Factors

Process Faclors

16, Quick Service Provided

17. After-sales Service

18. Real — time Service

Physical Faclors

19, Atmosphere & Weil-organized Place

20. Travel issue, e.g. Convenience &

Safety

Part 4 + Service Marketing’ Satisfaction of Tourists in Purchasing and Services through
Travel Agencies,

Statement : Please tick \j in the box that is most appropriate.

Remark : 5 = Most Satisfaction, 4 = A lot of Satisfaction, 3 = Moderate Satisfaction,

2 = Less Satisfaction, 1 = Least Satisfaction

Level of Perception

5 4 3 2 1

Factors

1. In case you need help, the travel

agency is willing to give more help

2. You believe it is of good value

3. You believe that you will get good

service and trustworthy

4. You will get the besl information

5. You always choose your favorite

company

Thank you for your cooperation
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