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Abstract

Project Code : RDG4800013
Project Title : Tourists Satisfaction on Chiangrai Tourism Products
Investigators : Jirapha Sakkitimalai

Manee Somrak

Chiangrai Rajabhat University

E-mail Address : sjirapha@hotmail.com
Project Duration : 1 July 2005 - 30 June 2006

This study aims to examine the expectation and satisfaction of Chiangrai Tourism
Products. It found out that the expectation and satisfaction of Thai tourists and Alien tourists in
districts of the most number and districts of the less number of attraction places. All of the result
came up by age, gender, marital status, nationality, occupation, level of income and the frequency
visiting. The respondents were 800 samples under the confidential level 95%. The questionnaires
collection data composed in three parts: the personal data, the expectation and satisfaction data,
and the suggestion data. The analysis showed the percentage, mean, standard deviation and one

way ANOVA by used SPSS for window program to analyze.
The findings of the studied were:

The first part : personal data

The most of respondents were male form the USA which was the first trip in Thailand,
the age average on 51-60 years old, the status is married, occupied in private organization,
income between 20,001-25,001 bath. Internet was the most influence press .

The second part : the expectation and satisfaction data.

The expectation and satisfaction of Thai tourists had high expectation in Chiangrai
Tourism Products but Alien tourists expected and satisfied in middle level. From the comparison
of the expectation and satisfaction based on age, gender, marital status, nationality, occupation,
level of income, and number of time for visiting. It found that the expectation and satisfaction

were different between groups.



The respondents suggestion in this study were most of Chiangrai Tourism Products might
be adjusted in some part to progress an efficiency by Chiangrai Tourism.

Key word: Tourists, Satisfaction, Tourism Products
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5 8.38 | 0.89
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5
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*a<0.05
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NoufeIt M IaFeasevesinouneIy Ineluszaueigaieiu

urasnnamsdsiu SS df MS F Sig.
Y a 4 L!' =K
ATHAUAY/UBINTZAN
FLHINNGU 10.47 5 2.09 | 7.452%* | 0.000
Melungu 99.49 | 354 0.28
390 109.96 | 359
Y d'u
Mulsansa/nin
FLUINNQY 14.39 5 2.88 | 9.049%* | 0.000
melungu 117.35 | 369 0.32
390 131.73 | 374
k4 a v ) d'
AMHUIHNUUNEA
FLHINNGU 5.17 5 1.03 | 4.741%* | 0.000
melunquy 77.23 354 0.22
390 8240 | 359
v A1 A
ATHADIHUNNOIUNE
FLUINNQY 25.27 5 4.85 | 21.675*% | 0.000
Melungu 69.41 310 0.22 *
390 93.68 | 315
Y v Y
AIUHNANIATIT/ITHDINIT
FLHINNQY 4.77 5 0.95 | 4.122%* | 0.001
melungu 65.98 285 0.23
390 70.75 | 290
9’1’1u§a61mﬂmmazmn
FTHINNGU 15.11 5 3.02 | 11.223* | 0.000
melungu 81.88 304 0.27 *
390 97.00 | 309
wanN M Ineuiien
FLHINNGU 3.70 5 0.74 | 6.134** | 0.000
Mmelunqu 34.35 285 0.12
390 38.04 | 290

**a2<0.05
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AN 4.11 WamMsAATIEHANULUTUsIUNMUATIVEIAIRTEANUA AN INADHAAN UINNIS

NouNeITIMIaTeassvoninnaune1nd Ineluseduordnaanu

urasnnamsdsiu SS df MS F Sig.
Y a 4 L!' =K
ATHAUAY/UBINTZAN
FLHINNGU 10.65 9 1.18 | 4.187** | 0.000
Melungu 93.25 330 0.28
390 103.89 | 339
Y d'u
Mulsansa/nin
FLUINNQY 12.06 9 1.34 | 4.479%% | 0.000
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Melungu 61.50 | 286 0.22
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wanN M Ineuiien
FLHINNGU 13.38 9 1.49 | 18.117** | 0.000
Mmelunqu 2142 | 261
390 34.80 | 270

** a<0.05
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Y a Y l!' =K
PNUAHNV/YINTTAN

FLHINNGU 7.73 5 1.55 | 6.866** | 0.000
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Mulsansa/nin
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FLHINNGU 7.85 4 1.96 | 7.703** | 0.000
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390 7879 | 330
v A1 A
ATHADIHUNNOIUNE
FLUINNQY 1.31 4 0.33 1131 | 0.342
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390 97.00 | 280
wanN M Ineuiien
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**a2<0.05
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§ a 4 1 1 § v a o 4 1 {
AN 438 WANTAATITHANULUANANYDIAUNDIANUAAN IADNAAN UNMTNOUNYD

IHIATF518UDII NNDUNSIBIANTIANVINAA 1IN U

INE X S.D. t df Sig.
Fud/vesisyan
W18 355 | 043 | 4178 | 398* | 0.000
MY 3.13 1.41
3 6.68 | 1.84
Tsausa/iiin
W18 358 | 043 | 5919 | 398* | 0.000
N4 344 | 036
39U 7.02 | 0.79
yStmindien
P18 3.61 0.51 | 4.144 | 398* | 0.000
N 3.24 1.21
39U 685 | 1.72
aouiineaiion
P18 3.64 | 042 | 4908 | 398* | 0.000
N4 3.43 0.41
39U 7.07 | 0.83
ﬁﬂﬂ1ﬂ1§/%’1ui’)1‘ﬂ1§
P18 3.41 073 | 0475 | 398 | 0.635
N 3.37 111
39U 678 | 1.84
éﬁé]ﬂ?ﬂﬂ?]ﬂﬁ%ﬂ?ﬂ
P18 343 | 087 | 5401 | 397% | 0.000
NI 2.83 1.35
39U 6.26 | 2.22
U
P18 355 | 040 | 5231 | 397* | 0.000
CGIN 324 | 078
3 679 | 1.8

*a<0.05
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{ a L4 1 : v 1 a o 4
AN 439 WaNsAATIZHANULUTUSIUNUATIVEIAURTEANUA AN IIADHAAN UINNIS

NoUNGINIH IAUFEIT1BYDIINN0ANGINIANIIA TUTEAVD YA

urasnnamsdsiu SS df MS F Sig.
Y a 4 L!' =K
ATHAUAY/UBINTZAN
FLHINNGU 56.16 5 1123 | 12.350%* | 0.000
melunquy 35831 | 394 0.91
390 41447 | 399
Y d'u
Mulsansa/nin
FLUINNQY 15.96 5 3.19 | 22.921%* | 0.000
melungu 5489 | 394 0.14
390 70.85 | 399
k4 a v ) d'
AMHUIHNUUNEA
FLHINNGU 58.08 5 11.62 | 16.628** | 0.000
melunquy 27524 | 394 0.70
390 333.32 | 399
v A1 A
ATHADIHUNNOIUNE
FLUINNQY 21.01 5 420 | 31.765%* | 0.000
Melungu 52.11 394 0.13
390 73.11 | 399
Y v Y
AIUHNANIATIT/ITHDINIT
FLUINNGU 24.01 5 4.80 | 5.990** | 0.000
melungu 315.80 | 394 0.80
390 339.80 | 399
9’1’1u§a61mﬂmmazmn
FTHINNGU 72.38 5 14.47 | 12.416%* | 0.000
melungu 45821 | 393 1.17
390 530.59 | 398
wanN M Ineuiien
FLHINNGU 24.77 5 495 | 15.792** | 0.000
Mmelunqu 128.14 | 393 0.33
390 15290 | 398

**a2<0.05
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{ a L4 1 : v 1 a o 4
AN 4.40 WaNMsAATITHANULYTUSIUNUATIVDIAURTIANUA AN IIAOHAANUINNIS

NOUNYIVINIAFEIT18VDIU NNDUNSIFIIANIA TUTLAVDIFNANN U

urasnnamsdsiu SS df MS F Sig.

Y a Y d‘ =3
PNUAHNY/YIINTTAN

FLHINNGU 98.23 8 12.18 | 14.542** | 0.000
melunqu 311.56 | 369 0.84
390 409.79 | 377
Y d'u
Mulsansa/Nin
FLHINNQY 31.20 8 3.90 | 36.859%* | 0.000
melungu 39.04 | 369 0.11
390 7024 | 377
Y a v ) d'
AMHUIHNUUNEA
FLHUINNGU 54.86 8 6.86 | 9.095%* | 0.000
melunqu 27821 | 369 0.75
390 333.01 | 377
v A1 A
ATHADIHUNNOIUNE
FLUINNQY 26.29 8 329 | 26.220%* | 0.000
Melungu 46.25 369 0.13
390 7254 | 377

Y L% Y
PNUNANINTII/ITUDIHIT

FLHINNQY 59.74 8 7.93 | 9.746%* | 0.000
molungu 279.89 | 369 0.76
390 339.03 | 377

ﬁ'mﬁeémwmmagmn

FTHINNGU 181.52 8 22.69 | 24.413** | 0.000
melungu 34297 | 369 0.93
390 524.49 | 377
wanfamimsreuiien
ILHINNGU 51.93 8 6.49 | 23.920%* | 0.000
Mmelunqu 100.14 | 369 0.27
390 15207 | 377

** a<0.05
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{ a L4 1 : v 1 a o 4
AN 4.41 WaMsAATIZHANULUTUSIUNMUATIVEIAURTEANUA AN IIADHAAN UINNIS

NOUNYIVINIATBEIT18VDIU NNDUNSIFIANIANTTUFIAA1D U

9

urasnnamsdsiu SS df MS F Sig.
Y a 4 L!' =K
ATHAUAY/UBINTZAN
FLHINNGU 2321 8 290 | 2.774%* | 0.005
Melungu 386.99 | 370 1.05
390 41020 | 378
Y d'u
Mulsansa/nin
FLUINNQY 8.71 8 1.09 | 6.839%* | 0.000
melungu 58.93 370 0.16
390 67.65 | 378
k4 a v ) d'
AMHUIHNUUNEA
FLHINNGU 19.36 8 242 | 3.000%* | 0.003
melunquy 298.53 | 370 0.81
390 317.89 | 378
v A1 A
ATHADIHUNNOIUNE
FLUINNQY 13.04 8 1.63 | 10.284* | 0.000
Melungu 58.65 370 0.16 *
390 71.69 | 378
Y v Y
AIUHNANIATIT/ITHDINIT
FLHINNQY 17.46 8 218 | 3.379%* | 0.001
melungu 239.01 | 370 0.65
390 25647 | 378
9’1’1u§a61mﬂmmazﬂ’m
FTHINNGU 12.33 5 567 | 5.064%* | 0.000
melungu 412.86 | 369 1.12
390 458.19 | 377
wanN M Ineuiien
FLHINNGU 12.29 8 1.54 | 4.320%* | 0.000
Mmelunqu 131.19 | 369 0.36
390 143.48 | 377

** a<0.05
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FTHINNGU 62.02 4 15.51 | 14.222%*% | 0.000
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FLHINNQY 8.03 3 2.68 | 2.853%* | 0.037
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**a<0.05
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QUESTIONNAIRE

“THE SATISFACTION OF TOURISTS ON CHIANGRAI TOURISM PRODUCTS ”

Dear Respondents

This questionnaire will enable the researcher to know The Satisfaction of Tourists on

Chiangrai Tourism Products. Your information will help us understand the satisfaction of tourists

to develop chiangrai tourism industry for all. All answers in this questionnaire will be kept in

strictest confidence and will only be used for study purposes only.Please respond to the

questionnaire flankly and honnestly.

Thankyou very much for your co-operation

Sincerely yours

Asst.Prof-Dr. jirapha Sakkittimalai



Part 1 Respondent’s Profile

Direction:

Gender

AgeYears)

Marital status

155

Below are items that are intended to gather data on the profile of the

respondents. Please answer the questions or put a check (‘/) mark before the

item that best applied to you.

[ Male [ Female
[ tess than 20 [ 21-30
[ 41-50 L1 51-60
[ Married O Single

[ 31-40
[ over 60
D Devorced / Widowed

Occupation [ Owner’s Business [ Agricultural [ Government Enterprise
[ Government official[] Financial Institute Clprivate Enterprise
[ Housewives [ Students [ Retired
O UnemployedDOthers(Please SPECIEY) v

Nationality O (Please SPeCify)....ccvveeerivreeeeereerereneenan,

Average Monthly Income O (Please SPeCify)....ccvveeerivrereeereereeeeeenan,

Thisis the .............. time(s) of my visit to Chiangrai.

The media that influence you to visit chiangrai.

D Newspaper D Internet

I:' Television

[ Radio L Tour Magazine [ Brochure

[ Gov. Guidebook [ others (Please specify)........ceevrvennnne
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Part 2 Expectation and Satisfaction

Direction: Marking the answer that most accurately describes your attitude as it actually is,
not as you would like it to be or think it should be. Complete the following profile analysis by
placing a check mark (‘/) in the appropriate column.

Rating Meaning:
5 = Very high 4 = high 3 = Uncertain 2 =Low 1 =Very Low

Expectation Satisfaction

Factors
5141321151413 (2|1

Souvenir / Shopping Center

Hotel / Accommodation

Tour Agencies

Attractions Place

Restaurant / Entertainment Place

Public Infrastructure

2.1 The Satisfaction of Tourists on Souvenir / Shopping Center.

Expectation Satisfaction

Factors
51413 (211|514 13 (2|1

Products Variety

Products Quality

Products Useful

Price

Number of Store

Store Design / Decoration

Staff Willingness

Staff Language

Promotion

Others (i.e. premium, discount, Special offer)

N LT e 10§ USSR



2.2 The Satisfaction of Tourists on Hotel / Accommodation.
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Factors

Expectation

Satisfaction

5

4

3

2

5

4

3

2

Hotel Facilities

Price

Comfortable in Reservation

Service Varieties

Place

Hotel Design / Decoration

Staff Willingness

Staff Language

Promotion (i.e. premium, discount, Special offer)

Safety

N TeT e 10 s U USRS

2.3 The Satisfaction of Tourists on Tour Agencies.

Factors

Expectation

Satisfaction

5

4

3

2

5

4

3

2

Tour Program Variety

Interesting Tour Program

Reliability of tour Agency(s)

Price

Reservation

On time and Completed on Tour Program

Staff Willingness

Staff Language

Promotion

Safety / Insurance / Assurance

N LT 10§ USSR




2.4 The Satisfaction of Tourists on Attractions Place.

158

Factors

Expectation

Satisfaction

514132

514132

Attractions Place variety

Natural Place

Historical Place

Culturral Place

New Creation Place

Souvenir Shop

Clean / Environment around that place

Hospitality of Local people

Knowledge from Tourist Quide

Safety

N TeT e 10 s U USRS

2.5 The Satisfaction of Tourists on Restaurant / Entertainment Place.

Factors

Expectation

Satisfaction

5141312

514132

Products (Food, Beverage) Variety

Products Quality

Clean Food

Price

Number of Restaurant

Design / Decorage

Staff willingness

Language

Promotion (i.e. premium, discount, Special offer)

Others (Music, Drama, etc.)

N LT 10§ USSR




2.6 The Satisfaction of Tourists on Public Infrastructure.

159

Expectation Satisfaction
Factors

5141312 51413211
Traffic
Chiangrai Airport
Vehicle

Tourist Information

Telephone

Internet

Water / Power supplied

Security

Hospital

N LTS 10 s USSR

thank you very much for your co-operation.
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