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The purpose of this research are 1o 1) study Thai tourist's expectation and
satisfaction of tour operation service in a day-trip program organized by The State
Raitway of Thaitand (SRT.) and 2) study the relationships between Thai tourist's behavior
and expectation as well as satisfaction on service concerning a day-trip program on five
aspects (vehicle, tourist guides and staffs, tourist aftractions, food and beverage and
other services, and value of all services). The study was also focused on Thai tourists
traveled by train between November and December 2007. The tourists were classified by
gender, age range, marital status, educational level, career, salary range, experiences
on traveling by train, experiences on attending tour program by train, sources of
information, traveling objectives, types of tour group, number of tour members, and types
of tourist attractions they were interested in. The sample of study was 400 Thai tourists
who used the service of tour operation organized by SRT. The data were analyzed by
means of the convenient random method. The devices used in gathering data included
questionnaire and statistical analysis like percentile, means, standard deviation,
independent t-test, one-way analysis of variance (One-way ANOVA), chi-square and
correfation. This study found that the majority of 400 respondents were females aged
between 15-25 years, single, with Bachelor's Degree who worked in private companies

with the maximum income or 10,000 Baht per month. Most of these tourists took a train
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hut not for traveling purpose. Some of them took a train 1-2 times for traveling purpose,
were informed by friends, cousins, and media, traveled for relaxation purpose with 2-4
members of the family, and were interested in the natural attractions. Salary level and
type of tourist attractions the tourists interested in were influential on their expectation
and satisfaction. Statistical showed statistical significance at .05 level was showed.
It was also found that ages, marital status, career and income which were varied resulted
in different expectation on all aspect of tour operation service. The research also showed
that salary range resulted in different expectation on tour operation service concerning
vehicle. Different educational level affected satisfaction levels. In addition, traveling
objectives and number of tour members were related to expectation prior {o using tour
operation service. The types of fourist attractions they were interested in, sources of
received information and number of tour members were related to post-service
satisfaction. According to the correlation statistical analysis on tourists’ behavior,
expectation and satisfaction, the tourists were satisfied with aspects. The suggestions of
this research will be beneficial for the improvement of the tour operation service
organized by SRT so that it meets tourists expectation. The research results also serve
as the information for the organizations and personnel. involved in tour operation service.
In addition, the research suggests survey on expectation and satisfaction of tour
servicing staffs as these factors affect service efficiency and quality. Finally, guidelines of
quality improvement in terms of service tools, bogies and other services involved should

be set.





