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Abstract

This research was aimed to identify the standard indicators of Spa Business in
Phuket, Phang-nga, and Krabi from the opinions of Spa managers and spa customers in
the Andaman area.

The focus group discussions, in-dept interviews with the spa managers and
questionnaires for spa customers were used for collecting research data. The collected
data were subsequently verified, classified, analyzed, and descriptively presented. The
research findings were as follows:

The spa manager's point of view revealed that Spa means aqua therapy
appropriate for the Andaman area, which is surrounded with sea. Moreover, Andaman
area has diverse and fertile natural resources, quality human resources, ready
infrastructures, sufficient facilities, and unique cultures and traditions.

The spa customer survey presented that the main purpose of visiting a spa was
to relax. Aroma massage and Thai massage were the most favorite spa services of
Andaman spa customers. The two most important criteria of spa selection were
reasonable price and cleanness of places and therapists. The research indicated that

spa customers were highly satisfied with such qualities regarding therapists as
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cleanness, spa service expertise as well as attractive and proper uniform or dress. Spa
customers were also impressed with the reasonable prices of spa services.

Overall, most of spa customers rated Andaman spa as 4 -5 star level and also
mentioned that therapists were well mannered and very friendly. Most of the customers
wished to visit the spa again if they had a chance. However, only a few samples did not
want to revisit the same spa because of the noisiness, the lack of communication skills,
the lack of expertise, and unhealthy equipment and product use.

As a result, the Andaman spa should be positioned as 4-5 star spa with natural
surroundings, tranquility, and reasonable price. Moreover, the most outstanding image
of Andaman spa is the worthiness and quality spa service. Thus, Andaman spa
business should be promoted on these strengths.

In terms of the Andaman spa standard, this research presented that spa
customers considered Andaman spa standard in two dimensions; the first was the key
indicators by sight and the latter was the key indicators by sense. Therefore, the
researchers classified the standard of Andaman spa into three parts: indicators of
places and environment, indicators of therapists, and indicators of spa services. The
research findings about the standard of Andaman spa in the spa customer’s
expectations were as follows:

The standard of places and environment consisted of the cleanness of places,
materials and equipment, convenience to reach, tranquility, and Thai style decoration.

The standard of therapists consisted of well manners, friendliness, expertise,
ability to serve as customer’s expectation, and communication sKills.

The standard of spa services included reasonable prices, service variety,
cleanness of materiel and products, proper treatments duration, appropriate safety
system.

However, Andaman spa business also confronted with several obstacles; such
as lack of the spa experts, extremely decreased tourists on low season, communication
gaps between government and private sectors, price competition, lack of knowledge

and experience in spa business and the misconception of Thai massage.
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This research benefited Andaman spa business to develop unique Andaman

spa standard for worldwide reputation as a hub of health.
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Spa Customer Survey (Phang-Nga)

Instruction: The questionnaire consists of 4 parts (7 pages).
@® Part1  General information
® Part2 Spa visit information
@® Part 3 Your satisfaction level toward the Spa you are visiting

® Part4  Your opinion of your future Spa visit

Please feel free to choose the choice you wish by using a checkmark v in the box
[ or fill the answer in the blank. Most questions require only one choice, except

specified others.

Part 1: General information

1. Gender 1) Female 2) Male
2. Age (years) 1) Under 20 2)21-30 3) 31-40
4) 41 - 50 5) 51 -60 6) Over 60
3. Education 1) High School 2) College 3) Graduate School
4. Marital status 1) Single 2) Married 3) Divorced 4) Widowed

5. Occupation

1) Business owner 2) Company’s employee 3) Government officer
4) Retired 5) Homemaker 6) Student
7) Athlete 8) Freelance (please specify) .......cocviviiiiiiiii

6. Whatis your annual income?
1) Under 100,000 baht 2) 100,001 — 300,000 baht 3) 300,001 — 500,000 baht
4) 500,001 — 1,000,000 baht 5) 1 =5 million baht 6) Over 5 million baht

7. Nationality (please specify the COUNtryY) ........coiiiiii e

8. Language(s) able to use
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9. What is your main purpose of this visit to Phang-Nga ?

1) To travel 2) To participate in a sport competition
3) To do business 4) To attend a conference or seminar
5) To visit friends or relatives 6) To use a Spa

7) 1'am living in Phang-Nga (please go to Part 2 on the next page)
8) Other (PIease SPECITY) ..ovii i
10. You have been visiting Phang-Nga, including this time, for ............. times.(Please use
number)
11. How long are you going to stay at Phang-Nga for this time?
1) 1-3days 2) 4-7days 3) 8-14days
4) 15-21days 5) over 3 weeks

Part 2 : Spa visit information

1. You have been visiting a Spa, including this time, for .......... times. (If you are not sure,

please estimate the number).

2. How often do you visit a Spa?
y b O Week

The f fmyS isitis about ............. ti
e frequency of my Spa visit is abou imes per O Month

O Year
3. What kind of Spa do you usually use?

1) Spain a hotel or resort you are staying

2) Spain a hotel or resort you are not staying

3) Day Spa or Spa Service Shop without accommodation provided
4) Health club

5) Other (please SPecify)......ccooviiii i

4. What is your main purpose of visiting a Spa?

1) Relaxation 2) Healthy/Wellness
3) Beauty 4) Weight control
5) Medical treatment 6) Spa’s treatment trial
7) Muscle pain relief 8) Other (please specify)...........cocoevnen.
5. You have been visiting this Spa, including this time, for ............ times. (If you are not sure,

please estimate the number).
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6. What are the five most important criteria of your Spa selection? Please check vin the box

no more than 5 items.

1) Well decorated and in good condition

2) Convenient-to-access location

3) Located near tourist attractions

4) Have hot spring or mineral spa

5) The variety of Spa services provided

6) Reasonable price

7) Persuasive advertisement and promotion

8) Have been certified by accredited institute such as ISO

9) Cleanness of place, materials, equipment, products, and therapists.

10) Have a medical expert to give health advice.

11) Spa therapists and staff are able to deliver satisfied services.

12) Spa therapists and staff are able to communicate well with you.

13) Spa therapists and staff are well-mannered and friendly.

14) Have modern and well-functioning equipment such as whirlpool, bathtub, steam
room, and sauna.

15) Have unique herbal formula, essential oil, or massage treatments.

16) Provide safety systems such as warning signs, fire alarm and sprinkle, fire host, and
safety instructions for using Spa equipment.

17) Package consists of service items you prefer and expect.

18) Reputation or image of the Spa or the hotel/resort that a spa is located.

19) Other (PIEASE SPECITY) . ...

7. What are your three most favorite Spa services? Please choose no more than 3 choices.

1) Aroma Massage 2) Thai Massage

3) Thai Herbal Massage 4) Facial Treatment

5) Foot Reflexology 6) Back, Shoulder and Head Massage
7) Body Scrub, Body Wrap/Mask 8) Manicure / Pedicure

9) Swedish Massage 10) Hydro and Thermal Therapy

11) Healthy Food and Beverage 12) Exercise for Health

13) Meditation

14) Other (please SPECITY) ...t
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8. When you go to a Spa, how long do you usually stay at a Spa?
1) no more than 1 hour
2) more than 1 hour, but no more than 2 hours
3) more than 2 hours, but no more than 3 hours
4) more than 3 hours, but no more than 4 hours

5) over4 hours

9. How much do you spend on an average visit of a Spa?

1) under 500 baht 2) 501 — 1,000 baht
3) 1,001 - 3,000 baht 4) 3,001 - 5,000 baht
5) 5,001 — 10,000 baht 6) over 10,000 baht

10. How did you know of this Spa? You can choose more than 1 choice.

1) Travel agency 2) The hotel/resort you are staying at

3) Spa’s website 4) Billboard

5) Friends/Relatives 6) Brochure at the airport or tourist information center
7) Advertisement on magazines 8) Spa Directory

9) Lonely Planet 10) Other (please specify).........ccccoevviiiiiiiiiiiiin.

11. Overall, how do you rate this Spa?
1) Y€1 Star
2) Y€V 2 Star
3) YCYCVEC 3 Star
4) LEVCTE TS 4 Star
5) PETETECLE LY 5 Star



Part 3 : Your satisfaction level toward the Spa you are visiting

Please check v in the box corresponding with your satisfaction level in the following issues.
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ltem

Satisfaction level

High

Moderate

Low

1.

1.1

Place and Environment

Spa’s location

1.2

Convenience to reach in

1.3

Attractive decoration of place and settings

1.4

Cleanness of place and equipment

1.5

Condition of equipment

1.6

Signs and equipment instructions

1.7

Spa equipment

1.8

Spa’s ventilation

1.9

Spa’s lighting

2.1

2. Therapists

Spa service expertise

2.2

Cleanness

2.3

Uniform or dress

2.4

Communication skill

2.5

Spa introductory

2.6

Spa service advice

2.7

Service mind

2.8

Therapist sufficiency

3.1

3. Services

Spa service variety

3.2

Price

3.3

Treatment duration

3.4

Service safety

3.5

Cleanness of materials and products used




Part 4: Your opinion of your future Spa visit
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1. If you have a chance, will you visit this Spa again?

1) Yes (do No. 2 and 4)

2) No (do No. 3 and 4)

3) Not sure (do No.4)

2. Why do you think you will revisit this Spa? You can choose more than 1 choice. After that

please go on to the 4" question.
21 Place
1) Convenient-to-access location
2) Located near tourist attraction
3) Have hot spring or mineral water
4) Unique style and decoration
5) Naturally decorated
6) Thai style decoration and building
7) Use natural material to decorate
2.2 Therapist and staff
1) Have a medical expert to give advice
2) Therapist is able to communicate well
3) Therapist is well-mannered and friendly
4) Clear and comprehensible Spa service
introductory
2.3 Services
1) Variety of services
2) Reasonable price
3) Clearly stated price of each treatment
4) Proper treatment duration
5) Spa treatment provided with carefulness
6) Use clean and healthy materials and

products

7) Have package that meets your expectation

2.4 Other (please specify) ...............cocoeeenen.

8) Spa place has natural scent

9) Tranquility of the Spa

10) Cleanness of place, materials,
equipment, and products

11) Modern and well-functioning Spa
equipment such as whirlpool, bathtub,

steam room, and sauna room

5) Therapist is able to serve as expected
6) Therapist is skillful

7) Attractive and proper uniform or dress

8) Have unique herbal formula, essential
oil or massage treatment

9) Provide appropriate safety system
such as visible warning signs and
instruction

10) Persuasive advertisement and

promotion
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3. Why do you think you will not revisit this Spa? You can choose more than 1 choice. After

that please go on to the next question.

3.1 Place
1) Difficult-to-access location 7) Noisy
2) Far from tourist attraction 8) Unclean place, materials, equipment,
3) Do not have hot spring or mineral water product and therapists
4) Ordinary/undistinguished decoration 9) Lack of modern equipment such as
5) Unnatural decoration whirlpool, bath tub, steam room, and sauna
6) Bad smell / smelly or musty 10) Equipment are not in good condition

3.2 Therapist and staff

1) Lack of medical expert to give advice 5) Therapist lacks of expertise

2) Therapist is unable to communicate well 6) Therapist’s uniform is not suitable for

3) Therapist is impolite and unfriendly serving Spa

4) Therapist cannot serve as expected 7) Spa introductory is not clear or misleading

3.3 Spa service

1) Service variety is not diverse 7) Lack of security system to protect customers,
2) Expensive price for example, no sign, no warning signal, no
3) Too long duration of treatment manual to use equipment and fire host

4) High risk of hurting your body 8) No interesting advertisement and promotion
5) Unclean materials and products 9) Services presented are not what you really
6) Treatments are not unique want

3.4 Other (Please SPECIY) ......oviiiiirii e

4. Inyour opinion, what should Spas in Phang-Nga improve immediately?

Thank you very much for your time.
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