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52602710 : MAJOR : ENTREPRENEURSHIP
KEY WORDS : FOREIGN TOURISTS / SATISFACTION / GUESTHOUSE.

TRIN PRINGPRASERT : FACTORS AFFECTING TOURIST SATISFACTION
TOWARDS THE SERVICES OF GUESTHOUSES LOCATED WITHIN THE AREA OF KHAO
SAN ROAD. THESIS ADVISOR : ASST.PROF. PITAK SIRIWONG, Ph.D. 191 pp.

The objectives of this research were 1) to study the tourist satisfaction with the
services of the guesthouses located within the area of Khao San Road and 2) to investigate
the service marketing mix factors that significantly affected the tourist satisfaction with the
services of the guesthouses located within the area of Khao San Road. The research
instrument was questionnaire comprising 4 parts, i.e. 1) demographic information 2) service
marketing mix factors (8Ps) 3) tourist behavior and 4) tourist satisfaction with the services of
guesthouses. The data were collected from 400 foreign tourists approximately every week
from June until September 2010 using convenience sampling and then statistically analyzed
using mean, standard deviation, t-test, F-test, and the Backward Multiple Regression.

The findings of the research were as follows: 1) Most tourists were from Europe,

female, aged 21-30, educated with a vocational certificate, single, pursuing a further degree,
with the income ranges of EUR 301-600 and EUR201-410. 2) Most tourists traveled to

Bangkok on their own. The major purpose of their travel was tourism and recreation. Most of
them received tourist information via the Internet. 3)Political information had the most

significant effect on [tourist decision making process, followed by social information and
economic information respectively. 4) Service marketing mix factors, which affected the tourist
satisfaction ‘can be arranged in order of importance as follows: Process, Productivity and
Quality, People, Promotion, Price, Product, Place and Physical Environment. 5) Overall tourist

satisfaction with the services of guesthouses on Khao San Road was found to be at the high
level. Of all, two factors were at the highest level of satisfaction and six factors at the high
level of satisfaction. and 6) The relationship between service marketing mix factors (8Ps) and
tourist satisfaction with the services of guesthouses on Khao San Road can be described by
the following:

= 1.067+0.282X; + 0.153X3 + 0.202Xs + 0.119X7; when

<>

= The forecast tourist satisfaction with the services of guesthouses in the area of Khao

<>

San Road

X;=Product Xs;=Place Xg= Productivity and Quality X; = People

Program of Entrepreneurship  Graduate School, Silpakorn University Academic Year 2010
Student's signature.........cccceeeveeiccivieeeeee e
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(Constant) 1.067 0.173 6.164 0.000
Muwaasaa 0.282 0.059 4.762 0.000
AUFDINNMIIATINUIG 0.153 0.060 2.559 0.011
ﬁ’mﬂmﬁ'uwawamazﬂmmw“lumsﬁmu 0.202 0.055 3.654 0.000
igl}TLllJﬂEﬂﬂi 0.119 0.044 2.726 0.007

. = A Y a a o s 7 a )
Dependent Variable: anunane lalumsdenlyusmsnWnuuwngaEdUTHNMUUI IS

R =0.677, R Square = 0.458, Adjusted R Square = 0.452, Std. Error of the Estimate = 0.394
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[ [y (% d‘ A =3 9 =K d’ 1 d‘ 1 1 d' Y
AuAdsmuaIn 1 Ao ﬂ’ﬂﬂJ‘WQW’EJGlﬁ]Sluﬂ"I'iﬂ”liﬂﬂﬂﬂﬁﬂ"luVI1/]’ENWIEJ’JLL&SLLWQQVI@QW]EJ’JUI,Q

azaInuazdg (Y,)

A a o = Y = A
AT NN 42 @151\1ﬂ15’3lﬂ513'ﬂﬂ?1muﬂiﬂﬁ’]uﬂ15ﬂﬂﬂﬁ]ﬁlﬂlﬁ]\1ﬂ”J’liJW\iWﬂ(li]iuﬂ1i!€Iﬂﬂ\1ﬁ'iﬂu‘ﬂ

1 d' 1 1 d‘ Y 1
NouneazuraInsaned ldazainuaz e (Y)

Model Sum of Squares df Mean Square F Sig.
Regression 40.022 4 10.005 27.268 .000%
Residual 144.967 395 0.367
Total 184.960 399

. Y o Y Y Y 4

a. Predictors: (Constant), ATUANHUSNNNYNIN, ANUUAAINT, AUNTTUIUNTUATNITATNATIA
a o Jd Y a o o
AAANUN, AUNTANUN

. = Y = A A J J A Y ]
b. Dependent Variable: ﬂ’ﬂll‘wQWﬂGlﬁ]GlUﬂ1ifﬂiﬂ]TiNf‘Tiﬂu‘V]“I/li’)\‘l!,‘ﬂEJ’JLLEWL!fl"iﬁﬂ‘ﬂﬂﬂmﬁl’)qﬂﬁ&’ﬂ’f]ﬂlmgxﬂﬂ

~ a 4 = a 1 Y [y

NATNN 42 WamsuaTeraNulsysiu wuan Iaulsoaszedieios 1 @2

A v v da Y v v aa A =R 1w 1 . 1
UUsAUANUFUNUTFUTUAVAU T dafnadoy Ao F UAUNINY 27.268 A1 Sig. ' 4N
T W =Y a ] 9 (%] A [ % Jd A 9 v W =
MY 0.000 LaaINNALYsoasTed Nty 1 Aulsnianuaduiusisaaunuaulsaiun

[ [

seAUledIAY 0.1

d' LY a Q’ =2 9 =X d‘ 1 d'
M1T N 43 maudszansvesaumsnsannesvesnnunane lalumsndsaaunneane?

LaZUMAIoUNe) Iaazainuazdie (Y)

Unstandardized
Model Coefficients t Sig.

B Std. Error
(Constant) 1.786 0.252 7.083 0.000
gf"ll!ﬂﬁﬁﬁﬂ!cﬁ 0.269 0.088 3.069 0.002
AUNTTUIUMLATMI a5 1aTIANARD 0.236 0.061 3.875 0.000
gf"ll!lf!ﬂﬁ"lﬂi 0.246 0.067 3.685 0.000
ﬁ'mﬁﬂymzmamﬂmw -0.146 0.081 -1.799 0.073

. = Y = A A T A Y '
Dependent Variable: ﬂ'ﬂllwQW@i%iuﬂWil‘lﬂﬂﬂﬁﬂ1uﬂ'ﬂaﬂlﬂﬂjuﬁgllﬂﬁ\i‘ﬂﬂ%‘ﬂﬂ? ‘lﬂﬁgﬂjﬂuﬁg\ﬂﬂ

R =0.465, R Square = 0.216, Adjusted R Square = 0.208, Std. Error of the Estimate = 0.606
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3. AUNMININANLVBINNNNIND 12l UMTINDITIB LA NNAZAINUAZMTUIMI In e
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Jd a o 4 A a o
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A a s = Y =2 A
AT NN 44 @nﬁ'NﬂTi'JLﬂﬁ']SWﬂ'ﬂllLL‘]JT]J?TL!ﬂTﬁﬂﬂﬂi’)ﬂ"lﬂ’]\iﬂ'}]?ﬂwqwai’ﬂiuﬂ”lﬁl"lﬂﬂﬂﬁﬂ

818 NUAZAINLAZMIUTMT 18418 (Y))

Model Sum of Squares df Mean Square F Sig.
Regression 51.178 3 17.059 37.780 .0002
Residual 178.812 396 0.452
Total 299.990 399

a. Predictors: (Constant), AiumsiiusanaauaznanImluniiia, Augeanamsiadmiie,
9 a o 4
AUNAANUN

b. Dependent Variable: ANuiiane la lumsihdeadasieanuazainuazmsuims lade

A a I'd 1T A v a (] 9 o

NAITNN 44 HamsaaszraNuudsdsiu wud uanlsoaszedatios 1 a0

Ao v o A Y v o aa = ISP 1w 1 . ISP
uilsniaNuFUNUSIFUTUAUAILY TN dDANAToU Ao F IAUN1NY 37.780 A1 Sig. WA
[ % = a 1 9 [ d‘d [ [ J A 9 [ LY d‘
M0V 0.000 aaINNALUIoEIZed Nty 1 Aulsnianuduwusisaaunuaulsaiun

@

sgaued Ay 0.1

. v ]
A15199 45 ﬂ?ﬁlll]5Sﬁ‘lfl‘ﬁ"lli’Nﬁllﬂ1§fﬂﬁﬂﬂﬂ?JEJGIJ’E’Nﬂ’NiJﬁQWE’JGL%ElUﬂﬁﬂ”IiL%Wﬁﬁﬁﬁﬂ1u’w

ANNAZAINLAZMIVTNMI 18418 (Y))

Unstandardized
Model Coefficients t Sig.
B Std. Error
(Constant) 1.322 0.283 4.676 0.000
Mumaasaan 0.304 0.099 3.071 0.002
AMUFBINIMIIATIMLIe 0.203 0.101 2.012 0.045
éfmmiLﬁ'nwawﬁmmzﬂmmwiumﬁv‘imu 0.223 0.092 2.420 0.016

Dependent Variable: Aniiana lalumsidhda@esasanuazatnuazmsuims lade

R =0.472, R Square = 0.223, Adjusted R Square = 0.217, Std. Error of the Estimate = 0.672
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A a 4 = Y
M1T NN 46 A1 eMIaAs1raNNLlsUsiumsonnesvesanunine laluanulsznule

A = s s
UINIYDUIDIUNT LT (Y3)

Model Sum of Squares df Mean Square F Sig.
Regression 40.471 3 13.490 24.695 .0002
Residual 216.326 396 0.546
Total 256.797 399

. k% 1 a Y A a °
a. Predictors: (Constant), AWM TTUTTNUNITVY, ﬂ1uﬂ1iLW3JN?INamm%ﬂﬂ!ﬂ'l“lﬁliuﬂ']ﬁﬂ']ﬁ1u,
Y a o 4
ATHHNANNUN

. = o 4 = s s
b. Dependent Variable: A210#ane la luanuisgivulausnilomdunaaend

~ a 4 =Y a [l 9 o

NAITNN 46 Han1saAT1zrANNLlsU5IU Wy ualsoaseedatios 1 @2

A [ @ d A 9 Y an A = T W [ . A
ulsnuaNUFUNUSITATUA DAY adanadoy s F IAUNIny 24.695 1 Sig. UM
[ Y 1 AW a 1 9 % A v o da Y o o A
MINY 0.000 taaINNAYIBEIZe Uy 1 fnlsnianuduiusiyaaunuaulsaiun

sgauedIAny 0.1

: ¢ :
A13197 47 dudseansvesaumsmsannsevesnnuiiane loluanudsesivlansnile

WDUNTAT (Y,)
Unstandardized
Model Coefficients t Sig.
B Std. Error
(Constant) 1.464 0.300 4.886 0.000
Munansun 0.221 0.105 2.101 0.036
AUMIAUATUMITVY 0.160 0.088 1.816 0.070
ﬁ’mﬂmﬁ'uwawamazﬂmmw“lumsﬁmu 0.254 0.100 2.529 0.012

. = o 4 = s g
Dependent Variable: A1uiane laluanudseivlosnidoundundaaiend

R =0.397, R Square = 0.158, Adjusted R Square = 0.151, Std. Error of the Estimate = 0.739

A 1w a 09;‘ v A 1 =< =
1INATN 47 WuNawlsoaseng 8 aveinanonunane lolumsiissuums
1 Y A ~ o & a Y1 o a 3 [
avwavyuaslaenainvale e 3 {lade “]NfﬁlﬂiE]E]ﬁiﬂflulﬂ’ﬂﬁ’;uﬂi@ﬁi%‘lﬂﬂ 8 A1

r'd v A 1 a { o 4 Jd Aa
asanensaimsdadulaneanuinans lalumslsusmsninuuwnadiadusiaauy




123

aQ

@

o 1 { 1 a o o 1 1T W a o
%}W’Jﬁ"lisll60Hﬂ%@ﬂlﬁﬂ?‘lﬂ’)@]ﬁ%1@1% 367 mmiawmmm"lﬁ’m mManseanTanaunus

a

%

wyga (R) A1 0.397 nazhdsdesvesmianduiusnyga  (R) a1 0.158 manduius

v
=

winmlsund R

s
W) HA10.151
=4 1 1 [ a d’d v ) [ 1 =2
NMIANEINUI nguvesdlsoaseniiiedinnaennuiawelalunau
™ 4 s P { a
dsziinlausniloandunadend (v,) idunsoeiuiennuulsdsiuvesanuiiane lalums
a H @ J J a [ 1 { 1 a [}
1FusmsninuuUIn A dUT N UUTIIAITVRNINNANIIFIIA A AD Taden1adu
a % 4 % 1 a % A a
paanmal (X,) Jadennaunmsauasunisvie (X)) tazilidoneaiumsivuranaauay
o d! Y 0"09.1’ o ] @ 4 ] d‘
Aun M lumsihau (X)) $eaulsnensaing 3 @1 saununensal anudsziulausnide
= s S VY ' A P A
MDUNaAEd Ia30sag 15.8 AIANNANIANABULIATIIUYINTNEINTE! (SE) 3iA10.739

o IS

a L4 < L4
ﬂ1ﬂﬂ15!lﬁﬂ\1Waﬂ'ﬁﬁlﬂi'w(ﬁﬂﬂﬂ@ﬂWﬂﬂﬂ!ﬁ']iJ'ﬁﬂu'lﬂJ'll"UUulﬂut’fﬂﬂ']iw&']ﬂim

De

[

Y 4 4 4
anuitane lvluanuiszivlawsnloindunadiend (v,) laaail

o 1.464+ 0.221 X+ 0.160 X, +0.254 X,

3

d d

5. guMIMIanevsuaInNNTeNalaluaNuazoIalassINVBANEAIIN
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{ a s s s
@nﬁ’]\iﬁ 48 @]"Ii"l\iﬂTﬁ'JmﬁTSﬁﬂ’JTﬁJLLﬂﬁﬂiﬁuﬂTiﬂﬂﬂ@fﬂl@\iﬂfﬂllﬁgﬂTQIﬂfﬁﬁlﬂlﬂﬂlﬂfW]Lﬁﬂﬁ

(Y,

Model Sum of Squares df Mean Square F Sig.
Regression 84.224 3 28.075 50.715 .0002
Residual 219.216 396 0.554
Total 303.440 399

. Y @ v A a o
a. Predictors: (Constant), ATUANHUSNNNYNIN, mumim3JNaNammzﬂmqulumsmam,
Y a o 4
ATUNANNUN

b. Dependent Variable: anuiane laluanuazeralassmvesnadiand

~ Aa 4 1T Ao a 1 Y @
NATNN 48 WamsuATIerHaNuLlsysiu wuan Iaulsoaszedeion 1 @2

A [ @ d A 9 LYY Aaa A = T W ' . =
uUsARANUFUNUSIFUTUAVA WY TN dDANadoy Ao F UAUNINY 50.715 A1 Sig. UM

[ U

[ A v a ] 9 @ A [ o J A 9 YY) ~
MINY 0.000 LaaINNALUsoaszed Nty 1 Ausnianuaduiusisaaunuaulsaiun

@

sEAedINYy 0.1

] J
Q13199 49 Arduilszansvesauminisnanosveinnuiane laluanuazeialagsinuod

nadend (Y,)
Unstandardized
Model Coefficients t Sig.
B Std. Error
(Constant) 0.457 0.297 1.538 0.125
Mupansas 0.352 0.109 3.234 0.001
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R =0.527, R Square = 0.278, Adjusted R Square = 0.272, Std. Error of the Estimate = 0.744
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R =0.527, R Square = 0.278, Adjusted R Square = 0.271, Std. Error of the Estimate = 0.750
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Regression 74.239 3 24.746 51.220 .0002
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R =0.529, R Square = 0.280, Adjusted R Square = 0.274, Std. Error of the Estimate = 0.695
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Tourist Accommodation Questionnaire
As part of the Course “Business Research Methodology”
Master of Business Administration Program

Silpakorn University

Dear Sir/Madam

Good morning/ good afternoon and welcome to Bangkok. We are pleased that you decided to stay
here. We would appreciate it of you would take a little time to participate in a survey which will

probably help us make your future stay in Bangkok much more pleasant.

Please mark the appropriate answers to the questions below and provide more detailed

information if necessary.

Part I Demographic Information

1. Your country of residence / home country....................
2. Your nationality.........................
3. Your Gender

. Male ™ Female

4. Your Age group

™ 20 years and less ™ 21~30 years
™ 31~40 years ™ 41~50 years
™ 51~60 years ™ More than 60 years

5.) Educational background
I High school I Diploma

I Undergraduate ™ Graduate & Higher



6.) Occupation
™ Student
r Agriculture
™ Commercial Personnel
I Hired/employed
I Housewife
7.) Income
I 300 USD/ 200 EUR and less
™ 601-900 USD/ 411-620 EUR
r 1,001-1,500 USD/ 820-1040 EUR
8.) Marital Status
I Single
™ Widow/Divorce
9. Have you ever been to Thailand before?

r No. This is the first time.

o Yes. So far I have been to Thailand

173

r Professional
r Administration and Managerial
r Government official

I Enterprise officer

I 301-600 USD/ 201-410 EUR
™ 901-1,000 USD/ 621-820 EUR

I More than 1,501 USD/ 1,041 EUR

r Married

............. times

10. How many days are you planning to stay in Thailand?

Entry date .................

Expected exit date ..................

11. Have you ever been to any city other than Bangkok?

r No
12. How is your trip organized?
r By a travel agency

I Other, please specify .......

r Yes, have beento ...................

r On your own

13. Who is accompanying you on your current visit to Thailand?

I No one
" F amily members / relatives
r Friend

I Business partners

r Partner
I Children
r Co-workers

I Other, please specify ............
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14. What is the main purpose of this trip?
r Holidays/leisure/relaxation r Visiting relatives and/or friends
r Business reasons r Education (student)
r Conferences/seminars/exhibitions/conventions/trade fairs

I Training/research (employed-not student)

r Shopping r Sports/recreation
™ Cultural purposes I Religious reasons
- Health-related - other, please specify ............

15. What country did you visit before entering Thailand?............c.ccoeu...
16. What is your next destination after this trip? .............c.cocveviiinn,
17. Which of the following sources did you use to obtain information about Thailand?
™ Travel agent ™ Internet
r Tourist office / visitor information center
I Travel book / travel guide / travel brochure
r Advertising / travel articles or documentaries (TV, radio, or print)
[ Friends or relatives m Previous experience
I~ Words of mouth I Other, please specify............
18. Does news or information on Thai economic issues affect your decision to visit Thailand?

r Yes r No

19. Does news or information on Thai social issues affect your decision to visit Thailand?

r Yes r No

20. Does news or information on Thai political issues affect your decision to visit Thailand?

r Yes r No

Part II Listed below are some elements that you may consider when you choose a
guesthouse/B&B located in the area of Khao San Road as your accommodation. Please indicate
how IMPORTANT is each of these elements to you when you choose any guesthouse/B&B in

general (rate them on a scale 1-5 where 1 means completely unimportant and 5 very important.)
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Elements of guesthouse

How important is this element?

Very Completely

Important unimportant

5 4 3 2 1

Product

21.

Cleanliness of room

22

. Condition of in-room furniture

23.

Good lighting

24.

Peaceful, quiet room

25.

Cleanliness of toilet

26.

A variety of rooms is offered

27.

Room is unique/ trendy.

28.

Availability of in-room toilet

29.

Availability of in-room phone

30.

Wide recognition/popularity among foreign tourists

31.

Bed/mattress/pillow is comfortable

32.

In-room anti-thief device/belonging protection device

33.

Access control against intruders/non-guest outsiders

34.

Availability of security guards

35.

Additional services (hi-speed Internet, food & beverage service, etc.)

Price

36.

Room price is affordable.

37.

Room price is cheaper when compared to those of other guesthouses.

38.

Room size is worth the price.

39.

Room quality is worth the price.

40.

Room service is worth the price.

41.

Room price varies by tourist season.

42.

Room price varies by economic climate.
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Elements of guesthouse

How important is this element?

Very Completely

Important unimportant

5 4 3 2 1

Place

43. Easy access from/to the airport

44. The guesthouse can be reached easily.

45. Location in the city center

46. Location in the vicinity of cultural/historic places

47. Location in the residential area

48. Easy access to tourist spots/attractions

49. A variety of booking channels is offered.

50. Easy access to convenience store/grocery store

51. Easy access to automatic teller machine/bank

52. Easy access to clinic/hospital/medical services

Promotion

53. Discount offered if an advance booking is made.

54. Discount offered upon checking

55. Free night offered for a long stay

56. Discount coupon for next stay

57. Enough information about the guesthouse

Process

58. Speed and convenience of reservation service

59. Speed and convenience of check-in/check-out service

60 Speed and convenience of in-house service

Productivity and Quality

61. Quality of room meets expectations/prior requirements.

62. Quality of room meets general standards.

63. Overall service does what it claims.
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Elements of guesthouse

How important is this element?

Very Completely

Important unimportant

5 4 3 2 1

Productivity and Quality

64. Overall service does what you need.

65. Certification from trustworthy tourist organizations agencies

66. Satisfaction guarantee reimbursement

People

67. Staff provide efficient services.

68. Staff understand your requests.

69. Staff are helpful.

70. Staff are polite and friendly.

71. Staff have multi-lingual skills.

Physical Evidence

72. Interior decoration

73. Exterior decoration

74 Good environment/surroundings

75. Easy access to public transport services

76. Cleanliness of the outside area

77. Availability of signs/marks that help you reach the guesthouse

78. Neat appearance of staff.

79. Clear information signs
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Part III Travel behavior information

80. How many times have you visited Khao San Road over the past 5 years?
(Including this visit)....... ............ times

81. Which of the following sources did you use to obtain information about Khao San Road?
™ Travel agent ™ Internet
I Tourist office / visitor information center
™ Travel book / travel guide / travel brochure
r Advertising / travel articles or documentaries (TV, radio, or print)
I Friends or relatives ™ Previous experience
™ Words of mouth I Other, please specify

82. What is the main reason for your stay in the area of Khao San Road?

I Reasonable price ™ Prior experience
I Part of a tour package I Recommendation
a Easy access to nightlife spots I Business reasons

I Location in the vicinity of cultural places
r Other, please specify

83. What form of transport did you take from the airport to your accommodation in the area of

KhaoSan Road?
r Airport bus ™ Taxi
r Tour coach/mini-van r Public transport link (boat, sky train, bus, etc)

84. What is the type of your accommodation during your stay in the area of Khao San Road?
™ Hotel ™ Guesthouse/ B&B
™ Serviced apartment I Rental house/room

85. How many nights did you stay / are you planning to stay in the area of
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86. Do you plan to use any additional tour package service offered by agencies located in the area
of Khao San Road?
r No, I desire to travel on my own.
r Yes, I need a tour package with a tourist guide
r Yes, I need a tour package without a tourist guide
r Other, please specify
87. What are your favorite activities during your stay in the area of Khao San Road?
r Sightseeing / walking tour r Shopping
™ Dining ™ Nightlife
r Other, please specify ..............
88. What tourist destination/spot did you go/are you planning to go during your stay in the area of
Khao San Road?
I Temple of Emerald Buddha / Grand Palace
I National Museum ™ Vimanmek Mansion
™ The Queen’s Gallery I Other, please specify ....1...0...«
89. How much money is expected to be used for your whole trip? (Excluding air fare)
I Less than 1,450 USD/ 1,100 EUR r 1,451- 2,050 USD/ 1,101-1,550 EUR
r 2,051-2,650 USD/ 1,551-2,000 EUR r 2,651-3,250 USD/2,001-2,500 EUR
r Other, please specify ..............
90. Do you plan to stay at an accommodation in the area of Khao San Road again for your next
trip to Thailand?

r Yes r No

91. In your view, a few words that best describe Khao San Road should be...........................
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Part IV Factors affecting customer satisfaction with the accommodation

How important is this element?

Very Completely

Satisfaction
Important unimportant

5 4 3 2 1

92. Satisfaction with easy access to tourist attractions/tourist spots

93. Satisfaction with availability of convenient amenities/services

94. Satisfaction with first impression upon arrival at the Guest House

95. Satisfaction with overall cleanliness of the Guest House

96. Satisfaction with unique appeal/distinctive features of the Guest House

97. Satisfaction with design and decoration of the Guest House

Thank you very much for your time and answers
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Cronbach’s
Alpha N of Items
0.965 59
Item-Total Statistics
Scale Mean Scale Corrected Cronbach’s

If Item Variance if Item-Total | Alpha if Item

Deleted Item Deleted | Correlation Deleted
Product
1. Cleanliness of room 199.1000 1209.2718 0.6805 0.9644
2. Condition of in-room furniture 200.0750 1211.1481 0.6143 0.9645
3. Good lighting 200.1000 1218.9128 0.4988 0.9649
4. Peaceful, quiet room 199.7750 1217.1019 0.5265 0.9648
5. Cleanliness of toilet 199.1897 1199.2000 0.7645 0.9640
6. A variety of rooms is offered 200.4500 1204.9205 0.6559 0.9644
7. Room is unique/ trendy 200.8500 1219.0538 0.4331 0.9652
8. Availability of in-room toilet 199.9500 1194.4590 0.6392 0.9645
9. Availability of in-room phone 201.5500 1237.8436 0.2546 0.9656
10.Wide recognition/popularity among foreign 200.6500 1262.3872 -0.0826 0.9667
tourists
11. Bed/mattress/pillow is comfortable 199.4250 1201.9429 0.7493 0.9641
12.In-room anti-thief device/belonging 199.8250 1228.9686 0.3752 0.9653
protection device
13.Access control against intruders/non-guest 199.5250 1213.5891 0.6004 0.9646
outsiders
14. Availability of security guards 200.1000 1195.2205 0.7025 0.9642
15. Additional services (hi-speed Internet, food 200.0000 1222.0000 0.4071 0.9653

& beverage service, etc.)
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Scale Mean Scale Corrected Cronbach’s

If Item Variance if Item-Total | Alpha if Item

Deleted Item Deleted | Correlation Deleted
Price
1. Room price is affordable 198.9000 1249.0667 0.1272 0.9658
2. Room price is cheaper when compared to 199.3250 1245.6096 0.1534 .09659
those of other guesthouses
3. Room size is worth the price 199.4500 1210.1513 0.6806 0.9644
4. Room quality is worth the price 199.2500 1202.4487 0.7754 0.9641
5. Room service is worth the price 199.8500 1198.0282 0.6416 0.9644
6. Room price varies by tourist season 199.8000 1202.7282 0.6277 0.9645
7. Room price varies by economic climate 200.1250 1206.7788 0.6022 0.9646
Place
1. Easy access from/to the airport 199.8250 1221.7378 0.4891 0.9649
2. The guesthouse can be reached easily 199.4000 1226.8615 0.5690 0.9648
3. Location in the city center 199.4250 1229.8404 0.3688 0.9653
4. Location in the vicinity of cultural/historic 199.8500 1210.3359 0.6392 0.9645
places
5. Location in the residential area 200.3500 1211.5154 0.6147 0.9645
6. Easy access to tourist spots/attractions 199.5750 1232.1994 0.3861 0.9652
7. A variety of booking channels is offered 200.2000 1219.0359 0.6453 0.9645
8. Easy access to convenience store/grocery 199.6250 1219.7788 0.4800 0.9650
store
9. Easy access to automatic teller 199.5500 1210.9205 0.6053 0.9646
machine/bank
10. Easy access to clinic/hospital/medical 200.1500 1199.6692 0.6710 0.9643
services
Promotion
1. Discount offered if an advance booking is 199.9750 1208.1788 0.6526 0.9644
made
2. Discount offered upon checking 199.7500 1208.6538 0.6581 0.9644
3. Free night offered for a long stay 199.4250 1216.9686 0.4378 0.9652
4. Discount coupon for next stay 199.9500 1202.7154 0.5506 0.9648
5. Enough information about the guesthouse 199.6000 1212.2462 0.6281 0.9645
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Scale Mean Scale Corrected Cronbach’s

If Item Variance if Item-Total | Alpha if Item

Deleted Item Deleted | Correlation Deleted
Process
1. Speed and convenience of reservation 200.0000 1219.4872 0.5407 0.9648
service
2. Speed and convenience of check-in/check- 199.7250 1218.7173 0.5600 0.9647
out service
3. Speed and convenience of in-house service 200.0000 1218.1026 0.4947 0.9649
Productivity and Quality
1. Quality of room meets expectations/prior 199.5500 1216.7154 0.5678 0.9647
requirements
2. Quality of room meets general standards 199.4750 1224.5635 0.4374 0.9651
3. Overall service does what it claims 199.4500 1224.2538 0.5340 0.9648
4. Overall service does what you need 199.3500 1224.9000 0.4782 0.9649
5. Certification from trustworthy tourist 199.9000 1209.1692 0.6608 0.9644
organizations agencies
6. Satisfaction guarantee reimbursement 199.9500 1199.7923 0.7476 0.9641
People
1. Staff provide efficient services 199.4000 1214.4513 0.6895 0.9644
2. Staff understand your requests 199.0750 1222.2250 0.5475 0.9648
3. Staff are helpful 199.0250 1227.8712 0.4615 0.9650
4. Staff are polite and friendly 198.8500 1238.0795 0.3977 0.9651
5. Staff have multi-lingual skills 199.6750 1211.4045 0.6049 0.9646
Physical Evidence
1. Interior decoration 200.3500 1203.9769 0.7392 0.9642
2. Exterior decoration 200.6250 1208.7532 0.6955 0.9643
3. Good environment/surroundings 199.6750 1217.6096 0.5952 0.9646
4. Easy access to public transport services 199.5250 1221.0250 0.6174 0.9646
5. Cleanliness of the outside area 199.9000 1201.0667 0.7582 0.9641
6. Availability of signs/marks that help you 199.8000 1207.9077 0.7065 0.9643
reach the guesthouse
7. Neat appearance of staff 200.0500 1209.5872 0.5897 0.9646
8. Clear information signs 199.7750 1203.7173 0.7287 0.9642
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Scale Mean Scale Corrected Cronbach’s
If Item Variance if Item-Total | Alpha if Item
Deleted Item Deleted | Correlation Deleted
1. Satisfaction with easy access to tourist 24.3500 17.4641 0.5288 0.8410
attractions/tourist spots
2. Satisfaction with availability of convenient 24.4250 17.6353 0:5147 0.8425
amenities/services
3. Satisfaction with first impression upon 25.4000 15.9897 0.7802 0.8136
arrival at the Guest House
4. Satisfaction with overall cleanliness of the 25.5500 15.4846 0.7021 0.8195
Guest House
5. Satisfaction with unique appeal/distinctive 25.6250 15.5737 0.6605 0.8250
features of the Guest House
6. Satisfaction with design and decoration of 25.8250 15.3788 0.6146 0.8323

the Guest House
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