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ABSTRACT

The purposes of thesis were to study foreign tourists’ behaviors and factors
affecting their decision in choosing services by travel agents in Bangkok, and to study
the problems and threats in services by travel agenis. The sample group consisted of
400 foreign tourists whe were traveling through suvarnathumi airports in the departurs
terminal. It was obtained using convenience sampling. Data cellection was achieved
through the use of questionnaires. Data analysis was conducted by using frequency,
percentage, mean, standard deviation, and the hypotheses were tested by Pearson
Correlation Coefficient method. The results show that most of the foreign tourists had
traveled in the period of long holidays and mostly once per year. Their favorite type of
travel was traditional and festival tourism. The factors that affected the choice of services
by travel agents in Bangkok were tourist attraction, expense and company image. Those
were correlated with foreign tourists’ opinion about the decision in choosing services by
travel agents in the marketing strategies of company image and service marketing
principle: process and people. The average level of foreign tourists’ opinion about the
decision in choosing services by travel agents was high. Mostly, the pr5b|em and threat

of services by travel agents was that staff lacked work knowledge and efficiency.
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Naresuan University
Bangkok Campus
Master of Arts in Hotel and Tourism Management

Thesis

QUESTIONNAIRE

Factors Affecting Decision of Foreign Tourists in Choosing Services

by Travel Agents in BangkoK

This questionnaire’s objective is to study foreign tourists’ behaviors and factors
affecting their decision in choosing services by travet agents in Bangkok, and to study
the problems and threats in services by travel agents. This Questionnaire’s made by
student graduate school Naresuan University.

Thank you for your cocperation.

Sirikanya Panyadee

Researcher
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Questionnaire
Factors Affecting Decision of Foreign Tourists in Choosing Services by Travel Agents in
Bangkok
The purpose of this questicnnaire is to collect the data for graduate thesis for the Master
Degree of Hotel and Tourism Program at Naresuan University. The researcher would fike to thank you
for your kind attention in spending your time for completing this guesticnnaire.

Section 1: Personal Information Please write / in the appropriate () parentheses or fill in the blank

1. Gender
{ }1.Male ()2 Female

2. Age
()1 18- 25years ( )2 2630 vyears
( )3.31-235vyears ' ( )4.36-40 years

() 5. older than 40 years

3. Your highest level of education

{ )} 1. Primary Schoc { ) 2. High school
{ ) 3. Certificate, Diploma { ) 4. Bachslor degree
{ ) 5. Higher than Bacheior degree ( )8 . Others.......oii

4. Your monthly income

{ ) 1. below 1000 USD { }y2. 10012500 USD
( )3.2501 ~5000USD { )4.5001 - 7500 USD
()5 7501 - 10000 USD ()} 6. maore than 10000 USD

5. Occupation

‘( ) 1. Student () 2. Government Officer

{ ) 3. State Enterprise Officer () 4. Private Company Employee
{ ) 5. Unemployed ( ) 6. Business Owner

{ )7 0thers s,

6. Where do you come from?

{ ) 1. North America { ) 2. South America
()3 Africa { 14. Asia
{ )5 Australia { )6, Europe

()7, OMers. .. e



7. What is the reason to use services from travel agents? (more than 1 answer is applicable)

() 1. Comfortable { }2. Reputation of travet agent
{ ) 3. Suitable Price ()4, Advertisement

{ ) 5. Promotion and Discount { ) 6. Attractive programs

{ ) 7. Additional services { 18 Others.. e

8. What kind of service have you mostly purchased from travel agents?

{ )1 Tour package { ) 2. Self package creating
{ ) 3. Cutboeund Tour { )4. Domestics Tour

{ 35 Carrentservice ( ) 6. Hotel reservation
(7. Ticket reservation { )8 Others...oeeeeeenns

9. How did you find out about travel agent information? (more than 1 answer is applicable)

() 1. Newspapers { )2 Magazines

{ )3 Billboard { ) 4. Travei Agents

{ )5 Radio { )86. Television

( }7.Internet _ { }8. Travel Pocketbook
{ )9 Others....mi e

10. Purpose in your fravel

( ) 1. Hofidays ( )2 Business Trip
( ) 3. Meeting friends and Reiatives () 4. Seminar and conferences
{ ) 5. Education trip { }6. Others...cin

11. Freguency in the travel

{ }1.One times per year { ) 2. Two times per year
{ ) 3. There times per year () 4. Four times per year
()5 Others....oeiinn.

12. When do you like to travel?

{ 1. On Monday to Friday { ) 2. OnWweekend
{ ) 3. Long holidays { }4. available period
{35 OherS. e

13, What type of tourist attraction do you like? {more than 1 answer is applicable)
( ) 1. Agrotourism ex. Flower farm, Fruit farm, Ranch
( ) 2. Ecotourism ex. National Park

{ ) 3. Cultural Tourism ex. Ancient temple, palace

Saction 2 Tourist behaviors Please write / in the appropriate ( ) parentheses or fill in the blank.
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{ ) 4. Health tourism ex. Spa tourism

{ }5. Traditional and festival tourism

114

() 6. Trendy tourism or Mass tourism ex. Boutique hotel, Shopping center, Dining & night

life, Life style

Section 3 - Factors Affecting Decision of Foreign Tourists Please rate each factor by writing / on the

appropriate space

14, Factors Affecting Decision of Foreign

Tourists

L.evel of affecting decision

L.owest

Low

Middie

High

Highest

14 .1 Tourist Attraction

14.2 Companion

14.3 Company Image

14.4 Expense

14.5 Integrated Marketing Communication

14 6 Travel Pramotion

14.7 Travel Distribution

14.8 The Tourism Supporting Policy

14.9 Customer Service Agent

Section 4 * Opinions of Tourists about services of trave! agent Please rate each factor by writing / on

the appropriate space

15. Opinions of Tourists about services of

travel agent (Company Image)

Level of satisfaction

l.owest

Low

Middie

High

Highest

15.1 Reputation of the company

15.2 Convenient and friendly service

15.3 Company attends to customer's

details

15.4 Company makes customers trust in

the service

15.5 Good service before and after sales
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16. Service marketing Mix

Level of satisfaction

Lowest

L.ow

Middle

High

Highest

Product & Service

16.1 Various Products and Programs

16,2 Interesting of Activities

16.3 Travel Insurance

16.4 Quality and good service

Price

16.5 Reasonable

16.6 Lower than competitor

16.7 More channel to pay

16.8 Able to pay by installments

Place

16.9 The location is convenient

16.10 Available contact via phone

16.11 Available contact via website

16.12 Availabie contact via partnership

Promotion

16.13 Offer discount

16,14 Advertisement

16.15 Special promotion

16.16 give a premium or souvenir

People

16.17 The staff provide adequate

information

16.18 The staff are courteous and smiling

16.16 The staff have good knowledge

16.20 The staff are sufficient.

Process

16.21 Prompt and safety

16.22 Good solution of problem

16.23 Information & Suggestion service

16.24 Convenient reserve system
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Leve! of satisfaction

Lowest

Low Middie High Highest

Physical appearance

16.25 It has a good reputation

16.28 Good interior design and decoration

16.27 Modern eguipment

16.28 Complete equipment

Section 5 : Problem whilst consuming service Please rate each factor by writing / on the appropriate

space.

17. Problem whilst consuming service and

Suggestion

Level of importance

i owest

Low Middle High Highest

17.1 Expensive service charge

17.2 Not enough Distribution

17.3 Less travel Program

17.4 Travel Program mismatch as

presentation

17.5 Staff do not take care of custorner

17.6 Staff miss knowledge and efficiency

17.7 Delayed Help and Service

If you have any suggestion about travel agent's service in Bangkok, please kindly write properly in the

Thank you so much for your co-operation
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