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Abstract

The primary objectives of this study were 1) to evaluate the functionality/usability as
well as the quality of information of Thai travel/tourism websites and 2) to recommend the
design/development of travel/tourism websites supporting E-Tourism strategies of Thailand. The
study was divided into three parts which were 1) evaluation of travel/tourism websites under
eMICA framework, 2) survey of tourists’ expectations and preferences towards Thai
travel/tourism websites and 3) interview concerned organizations and persons about Thai Tourism
and E-Tourism situations.

There were 316 Thai travel/tourism websites evaluated. 25 percent of them were tourist
information websites, others were hotels and resorts websites, tour agent websites, provinces
attractions websites, hotel tour tickets reservation websites at 20 19 13 and 10 percent
respectively, the rest was other tourism websites at average 10 percent.

The 316 evaluated websites were classified into 3 clusters using K-means Cluster Analysis, as
details exhibited below:

Cluster 1 One-way communication tourism websites: Described travel/tourism
websites that provided specific company and product/service information only. There were 54
websites or 17 percent in this cluster, the most were provinces attractions websites in which
information was always transferred from websites to site visitors without the feedback available
for visitors to contact back the websites.

Cluster 2 Semi Two-way communication tourism websites: Described travel/tourism
websites that provided company and product/service information as well as established the
reciprocal communication between the site visitors and the websites. There were 227 websites or
72 percent of total evaluated samples, the most were tour agents, hotels and resorts including
tourist information websites. However, interaction was still low and transaction was limited.

Cluster 3 Two-way communication tourism websites: Described travel/tourism
websites that provided company and product/service information as well as facilitated reciprocal
process in different forms of two ways communication that delivered online transaction with the
site visitors. There were only 35 websites or 11 percent of total evaluated samples. Hotels, resorts,
tourist information as well as provinces attractions websites were classified as high interactivity

with online transaction processing.



Regarding the tourists’ expectations and preferences toward functionality/usability
factor and quality of information factor of Thai travel/tourism websites, total of 415 tourists were
investigated. Result showed that tourists expected and preferred more on quality of information
factor higher than functionality/usability factor. The three attributes most expected for quality of
information were 1) current reliable information (mean=4.21) 2) useful sufficient information
about tourism products/services and travel facilities (mean=4.19) 3) detailed and comprehensive
coverage of travel tourism information (mean=4.09). The three attributes most expected for
functionality/usability factors were 1) ease of physical access to the website (mean=4.19) 2) less
response time (mean=4.01) 3) easy access to specific detail within the website (mean=3.96).

Lastly, from interview of concerned organizations and persons about Thai Tourism and
E-Tourism situations, result shown that travel/tourism entrepreneurs were aware of importance
and influence of E-Tourism. Only small numbers of entrepreneurs with readiness applied the
benefits of distributing information and sales through Internet channel. E-Tourism readiness
included of ICT knowledge also human and financial resources. However to promote E-Tourism
of Thailand, government organizations especially Tourism Authority of Thailand took initiative
activities. Supports given to travel/tourism entrepreneurs were for instance providing knowledge,
giving advice, developing online social network community, launching campaigns as well as
motivating Thailand travel/tourism trends through new media in order to attract more travelers

online.
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T5au311ag3a95M (Hotel and Resort) 65 20.57
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Y]

FTAUN (Stage) 2 : Provision of Information and Service
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Y 1 =
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) $ﬁ°ﬂ‘ﬁ (Stage)3: Transaction Processing 23 0.73
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A13191 4.3 IWIUNQUAIBELAZANUATIANTOUENMIAIADY

NUIUNGN AnmAndeuaniiaaes
fI0819(NgN) (ESS)
2 24,301.05
3 16,210.73
4 12,910.74
5 13,393.30
6 13,261.83
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M13799 4.4 AUNDHYDI Occurance 1UUAALNGUAIDEN

széf/sziudenii (Stage/Layer) ntjuﬁ 1 | ngun2 | nguna | g*

bl $€§|J°U‘ﬁ (Stage) 1: Web-Based Information

izﬁﬂﬂ@ﬂﬁ (Layer) 1 Basic Information 21.04 67.48 64.42 274.96%*

izﬁﬂﬂ@ﬂﬁ (Layer) 2 Rich Information 24.16 44.18 53.33 166.80**
izﬁ’uﬁ (Stage) 2 : Provision of Information

and Service

izﬁﬂﬁiﬁlﬁl‘ﬁ (Layer) 1 Low Interactivity 15.74 60.46 55.00 | 295.45%%*

i$ﬁﬂﬂﬁ)ﬂ‘ﬁ (Layer) 2 Medium Interactivity 14.37 32.29 67.22 | 204.62%*

ﬁgﬁuﬂﬂﬂﬁ (Layer) 3 High Interactivity 13.32 20.47 49.93 79.57**
ﬁzﬁ’uﬁ (Stage)3: Transaction Processing 1.61 8.21 12.05 111.98%*

fau ulad) | 54 227 35
Sovaz | 17.08 | 71.84 | 11.08

* Asymptotically F distributed “Brown-Forsythe”
** <0.01
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Uszanveaivlaa NUIU orny
Sulasel )
Foyamsviouiien (Tourist Information) 26 48..10
unasneufionluFaniaeeq (Attraction in Provinces) 12 22.20
T5au511agTa@5M (Hotel and Resort) 5 9.30
ﬁ'uq (Others) 11 20.40
591 54 100.00
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A a o = o oA
AT NN 4.6 swazLaﬂﬂaﬂymznuvlwmmﬂquw1

Stage Layer Criteria o | fevay
031 lased)
1. Web-Based #1: Basic
Promotion Information product/service information 26 48.15
contact details 24 44.44
company name 19 35.19
company details 17 31.48
#2: Rich aesthetics look and feel 42 77.78
Information same branding/logo used 34 62.96
company name in title bar 34 62.96
email contact 29 53.70
contact us link on each page 26 48.15
photo gallery 26 48.15
information about offer
destinations 19 35.19
2. Provision of #1: Low
Information and | Interactivity
Services product catalogue 29 53.70
#2: Medium customer support 27 50.00
Interactivity knowledge base/ FAQ 26 48.15
#3: High chat room 41 75.93
Interactivity discussion forum 23 42.59
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Y o o < o oAy 0 D, A4 o oA
aﬂymzmﬂﬂﬂamu"lwaluﬂquullmm MIUNATUDUDYANINYINUMNTNDUNYIAL/

e

P '
Y A =

A A g Aa A 9 Y @ o 9 A =
HIOAUMAALUTNMINADUUNATUDIU NaVoNaN U UNI T HLaztoyanlsivaziovn

QU 9 U

E4
1A 1w 9

A a 1 I <3 Y1 L A ] Aa Y Aa
INUAY ’E)fJ'Nllﬁf‘li‘;nll ﬂzmullmnnuvlwﬂuﬂquulﬂﬂ%mmﬂummmaﬂuwcl%mmi

U

' Y o w - ] = A o = Y = Y a o
ADUVIIINA (Low Interactivity) IﬂEJNTI.!TIN’E]LEJa‘Viif‘JTVﬁﬁWVI mumwzumﬂwmmim

4 1 a 1 4 { { d v
19900U 1a1] (Online Ordering) 45 0oaz 45 AN sAnae¥ou Toeivz I¥doyantise Tominy

Y

9
o/

gldusmadalidosnnn 1dun msld Cookies M3odoNay (Multimedia) 191111 (15197 4.8)

A o < S 1A o a
AT NN 4.7 mmunu‘lwmqml 2 %1L1uﬂ@1ﬂﬂiglﬂﬂﬁiﬂi}

dszanveaivlea NUIY $ouns
Sulase))
‘]J?ﬁ“l/lﬁu“ﬁﬂil (Tour Agents) 60 26.40
T5ausuazs aesn (Hotel and Resort) 60 26.40
Foyamsniouiien (Tourist Information) 51 22.50
U3 Emaealsausy Wdiazdunieadiy 21 9.30

(Hotel Tour Ticket Reservation)

UHAINBUNg) 1WA IAR19Y 19 8.40

(Attraction in Provinces)

81 (Others) 16 7.00

37U 227 100.00
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A a o < o oA
AT NN 4.8 318@13Lﬂﬂﬂﬁﬂﬂm%!ﬂﬂqcﬁ@m@ﬂﬂquﬂ2

Stage Layer Criteria U fouay
3 le)

1. Web-Based #1: Basic

Promotion Information product/service information 226 99.56
contact details 215 94.71
company name 205 90.31
payment information 204 89.87
physical address 183 80.62
promotion information 160 70.48
company details 143 63.00

#2: Rich
Information aesthetics look and feel 216 95.15

email contact 204 89.87
same branding/logo used 183 80.62
company name in title bar 171 75.33
photo gallery 168 74.01
promotion of products or
services 157 69.16
contact us link on each page 153 67.40
information about offer
destinations 127 55.95
company document/annual
report 121 53.30
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A a o < o oA '
AT NN 4.8 swazLaﬂﬂaﬂymznuvlcnmmﬂquﬂ2(@16)

Stage Layer Criteria U fouay
3 le)
2. Provision of | #1: Low
Information Interactivity
and Services product catalogue 188 82.82
offline ordering 181 79.74
phone order 168 74.01
information on extended
services 152 66.96
email order 141 62.11
hyper link to further
information 124 54.63
#2: Medium
Interactivity value-added information 166 73.13
value-added links 138 60.79
special offer 114 50.22
#3: High
Interactivity cookies 219 96.48
multimedia 123 54.19
3. Transaction search capabilities/ search
Processing facility 102 44.93
online booking 102 44.93
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AT NN 4.10 swazLaﬂﬂaﬂymmau"l«vmaﬂﬂquw 3

Stage Layer Criteria U fouay
GINET

1. Web-Based #1: Basic

Promotion Information | product/service information 32 91.43
company name 31 88.57
company details 31 88.57
contact details 28 80.00
customer support via
phone/fax/mail 25 71.43
physical address 24 68.57
payment information 20 57.14

#2: Rich
Information | same branding/logo used 33 94.29

aesthetics look and feel 32 91.43
photo gallery 31 88.57
promotion of products or services 30 85.71
email contact 29 82.86
company name in title bar 27 77.14
information on company activities 26 74.29
contact us link on each page 26 74.29
company document/annual report 25 71.43

2. Provision of | #1: Low

Information Interactivity

and Services hyper link to further information 31 88.57
product catalogue 27 77.14
information on extended services 25 71.43
online enquiry form 25 71.43

58




A = [ I o oA 1
MI|WN 4.10 318@13Lﬂﬂﬂﬁﬂymglﬂﬂq“ﬁﬁﬂlﬂﬂﬂ'@uﬂ 3(99)

Stage Layer Criteria $wou | Sewas
(31 laseh)

#2: Medium

Interactivity value-added information 34 97.14
value-added links 32 91.43
complementary 30 85.71
local tourism promotion 29 82.86
new products or services
information 28 80.00
site map 27 77.14
special offer 27 77.14
press release 26 74.29
marketing information 25 71.43
best buys 23 65.71
tourism club 23 65.71
customer support 22 62.86
member club 19 54.29
technical information 18 51.43

#3: High

Interactivity | cookies 34 97.14
customer registration 32 91.43
downloadable documents 31 88.57
customer polls and feedback 29 82.86
interactive maps 29 82.86
discussion forum 28 80.00
customer profile 28 80.00
update by email mailing list 24 68.57
interactive features:
contact/inquiry/feedback forms 22 62.86
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Stage Layer Criteria $wou | Sewas
31 lseh)

multimedia 22 62.86

chat room 18 51.43

submit event to calendar 18 51.43

3. Transaction

Processing search capabilities/ search facility 29 82.86

online booking 15 42.86
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Stage/Layer az a az
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Stage 1 Web-Based Promotion
Layer #1: Basic Information
1 company name 19 35.19 | 31 88.57 | 31 88.57
2 company details 17 3148 | 31 88.57 | 31 88.57
3 physical address 12 2222 | 24 68.57 | 24 68.57
4 contact details 24 44.44 | 28 80.00 | 28 80.00
5 contact person 7 1296 | 2 5.71 2 5.71
6 customer support via phone/fax/mail 3 5.56 25 7143 | 25 71.43
7 product/service information 26 48.15 | 32 91.43 | 32 91.43
8 price information 0 0.00 13 37.14 | 13 37.14
9 payment information 11 20.37 | 20 57.14 | 20 57.14
10 | promotion information 2 3.70 15 42.86 | 15 42.86
Layer #2: Rich Information

1 company document/annual report 5 9.26 121 53.30 | 25 71.43
2 email contact 29 53.70 | 204 89.87 | 29 82.86
3 information on company activities 6 11.11 | 62 2731 | 26 74.29
4 promotion of products or services 3 5.56 157 69.16 | 30 85.71
5 aesthetics look and feel 42 77.78 | 216 95.15 | 32 91.43
6 variable font size 0 0.00 2 0.88 2 5.71
7 short page 6 11.11 | 34 1498 | 5 14.29
8 same branding/logo used 34 62.96 | 183 80.62 | 33 94.29
9 last updated on very page 6 11.11 | 15 6.61 5 14.29
10 | company name in title bar 34 62.96 | 171 7533 | 27 77.14
11 contact us link on each page 26 48.15 | 153 67.40 | 26 74.29
12 standard link colors 7 12.96 | 37 1630 | 4 11.43
13 security policy and statement 5 9.26 80 3524 | 13 37.14
14 | return or cancelation policy and statement 2 3.70 82 36.12 | 10 28.57
15 privacy policy and statement 4 7.41 78 3436 | 12 34.29
16 | truste mechanisms (third party) 0 0.00 29 1278 | 2 5.71
17 | bestseller list 1 1.85 51 2247 | 14 40.00
18 | photo gallery 26 48.15 | 168 74.01 | 31 88.57
19 information about offer destinations 19 35.19 | 127 5595 1 0 0.00
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20 reviews from customer or professional 4 7.41 47 20.70 | 17 48.57
21 multi-language support 15 27.78 | 91 40.09 | 14 40.00
Stage 2: Provision of Information and Services

Layer#1: Low Interactivity
1 product catalogue 29 53.70 | 188 82.82 | 27 77.14
2 information on extended services 13 24.07 | 152 66.96 | 25 71.43
3 hyper link to further information 12 2222 | 124 54.63 | 31 88.57
4 online enquiry form 9 16.67 | 100 44.05 | 25 71.43
5 oftline ordering 2 3.70 181 79.74 | 15 42.86
6 fill in, calculate, and printed-out order form 2 3.70 44 1938 | 5 14.29
7 email order 1 1.85 141 62.11 | 13 37.14
8 phone order 0 0.00 168 74.01 | 13 37.14

Layer#2: Medium Interactivity
1 customer support 27 50.00 | 49 21.59 | 22 62.86
2 knowledge base/ FAQ 26 48.15 | 44 19.38 | 13 37.14
3 site map 16 29.63 | 76 3348 | 27 77.14
4 technical information 14 2593 | 33 1454 | 18 51.43
5 virtual tour 10 18.52 | 34 1498 | 15 42.86
6 value-added links 8 14.81 | 138 60.79 | 32 91.43
7 value-added information 7 12.96 | 166 73.13 | 34 97.14
8 press release 6 11.11 | 50 22.03 | 26 74.29
9 special offer 5 9.26 114 50.22 | 27 77.14
10 | new products or services information 2 3.70 90 39.65 | 28 80.00
11 best buys 2 3.70 78 3436 | 23 65.71
12 marketing information 2 3.70 77 33.92 | 25 71.43
13 complementary 2 3.70 93 40.97 | 30 85.71
14 | show awards 2 3.70 18 7.93 9 25.71
15 tourism club 1 1.85 45 19.82 | 23 65.71
16 local tourism promotion 1 1.85 77 3392 | 29 82.86
17 | member club 1 1.85 64 28.19 | 19 54.29

Layer#3: High Interactivity
1 chat room 41 7593 | 16 7.05 18 51.43
2 discussion forum 23 42.59 | 62 27.31 | 28 80.00
3 customer polls and feedback 13 24.07 | 44 19.38 | 29 82.86
4 send a postcard 11 20.37 | 6 2.64 4 11.43
5 tell-a-friend 10 18.52 | 22 9.69 8 22.86
6 newsletter, e-newsletter 10 18.52 | 29 12.78 | 17 48.57
7 update by email mailing list 9 16.67 | 55 2423 | 24 68.57
8 instant messaging 5 9.26 4 1.76 6 17.14
9 RSS(really simple syndication), news feed 5 9.26 5 2.20 4 11.43
10 interactive features: contact/inquiry/feedback forms 5 9.26 92 40.53 | 22 62.86
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11 simple demonstration of buying process 5 9.26 14 6.17 6 17.14
12 interactive maps 3 5.56 86 37.89 | 29 82.86
13 calculator or currency converter tools 3 5.56 19 8.37 8 22.86
14 submit event to calendar 3 5.56 21 9.25 18 51.43
15 downloadable documents 3 5.56 20 8.81 31 88.57
16 customer profile 1 1.85 53 23.35 | 28 80.00
17 customer registration 1 1.85 60 2643 | 32 91.43
18 customer personalized webpage 0 0.00 10 4.41 15 42.86
19 multimedia 0 0.00 123 54.19 | 22 62.86
20 | cookies 0 0.00 219 96.48 | 34 97.14
21 post a classified advertisement 0 0.00 16 7.05 11 31.43
Stage 3: Transaction Processing

1 search capabilities/ search facility 15 27.78 | 102 4493 | 29 82.86
2 online booking 4 7.41 102 4493 | 15 42.86
3 online ordering 1 1.85 16 7.05 1 2.86
4 shopping carts 0 0.00 48 21.15 | 8 22.86
5 price, vat, discount calculation 0 0.00 25 11.01 13 37.14
6 online payment with on-click option 0 0.00 8 3.52 4 11.43
7 multicurrency options 0 0.00 8 3.52 2 5.71
8 shipping options 0 0.00 46 20.26 | 8 22.86
9 secure transmission/transaction, SSL certificate 0 0.00 53 2335 | 12 34.29
10 order confirmation 0 0.00 1 0.44 0 0.00
11 previous order/customer info remembered 0 0.00 0 0.00 1 2.86
12 similar product or services suggested 0 0.00 0 0.00 0 0.00
13 contest/giveaway 0 0.00 1 0.44 0 0.00
14 gift service (web-site -customer) 0 0.00 0 0.00 0 0.00
15 gift service (customer- customer) 0 0.00 0 0.00 0 0.00
16 | wish list 0 0.00 3 1.32 1 2.86
17 | bonus and discounts 0 0.00 1 0.44 1 2.86
18 order status enquiry 0 0.00 0 0.00 0 0.00
19 ordering tracking 0 0.00 5 2.20 0 0.00
20 | loyalty program 0 0.00 1 0.44 0 0.00
21 interaction with corporate services 0 0.00 7 3.08 1 2.86
22 links to warehouse 0 0.00 2 0.88 1 2.86
23 links to distributors 0 0.00 0 0.00 0 0.00
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Questionnaire for Users/Buyers’ Expectation for Travel Websites in

Thailand

Instructions

1. This questionnaire is conducted by Faculty of Business Administration, Chiang Mai University as part of
the research project on Using Website for E-Tourism Strategies of Thailand.

2. This questionnaire is divided into 3 sections at total of 2 pages

3. Participation in this questionnaire is completely voluntary. For better result, please be sincere with yourself
when filling out the questionnaire. Your answers will be kept confidential and used only for research

purpose only.

Section 1: Your expectations and preferences towards tourism websites in Thailand

Please check v the box that represents your expectation and preference toward the website

Your expectations and preference towards the website 5 |

highest lowest

1. the website is easy to access

2. the web pages load fast, less response time

3. the website is user-friendly with effective site navigation

providing help and orientation i.e. help, FAQ, email

4. the website is available in English and local language or

multi-language features support

5. the website guarantees for privacy and security of your

information and transaction

6. the website provides sufficient information, easily access

to specific details if needed i.e. search within website

7. the website is convenient to access n in multiple ways and
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from various points in the system i.e. email, mobile

Your expectations and preference towards the website

8. the website is prompt and helpful to your requests or

questions submitted via the website and email response

5

highest

|

lowest

9. the website provides online reservation and/or online

purchase with payment system

10. the website creates online community, travelers share their
travel experiences including reviews and

recommendations from travelers and professionals

11. the website provides advanced presentation functionality
i.e. multimedia, photo gallery, VDO clip, interactive map,

event calendar

Your expectations and preferences towards tourism/destination

information in the website

12. the website provides useful and sufficient information

about the company (website’s owner)

5

highest

4

high

3

medium

2

low

|

lowest

13. the website provides useful and sufficient information
about tourism products & services, travel facilities i.e.
package tours, accommodations, things to do, leisure

activities, etc.

14. the website provides useful and sufficient information

about reservation and/or purchase to be made

15. the website provides detailed and comprehensive coverage

of travel information and travel guide

16. the website provides accurate, reliable, up-to-date, known

sources information

17. the website provides information related to promotional

offers i.e. low cost airline, hotels deals, etc.

18 the website links to relevant tourism websites

19. the website, web pages, graphic are designed in visually

appealing, readable, simple, unified look and feel
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20. How does the information provided in the website influence your intention to purchase?
Ol purchase and pay online immediately

[ 1 am still uncomfortable to purchase and pay online

Section 2: Your website usage behavior

21. Within 12 months, did you purchase any Thai tourism products & services through website?

D Yes D No

22. List out top three travel websites you visit most frequently

D Number 1:

D Number 2:

D Number 3:

Section 3: Your personal information

23. How do you identify yourself as Internet user and frequency of use?
O Addicted/Heavy user, online everyday O Regular user, spend time online every week
O Frequent user, online every month [ occasional user, online only when necessary

24. Sex
I Mate O Female O others

25. Agerange

L] Under 20 years O 21-30 years O 31-40 years

over 40 years
26. Education

O High school O Undergraduate O] Graduate or higher
27. Current Residence

O Thailand, please specify province

O Abroad, please specify country

*** Thank you for your time ***
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