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wLgaUANAtLATENSINg
The Study of Marketing Factors that affect the Customers’

Decisions in buying products and services via E — Tourism

This questionnaire is a part of thesis entitled “The Study of Marketing Factors that
affect the Customers' Decisions in buying products and services via E — Tourism”,
according to the master degree program on Hotel and Tourism, Liberal Arts Faculty,
Naresuan University

Please fill in the questionnaire. The study result will be useful for inbound e-
taurism website development which will be in line with service demand and enable an e-
commerce to be operated effectively in the world market.

Remark E-tourism website is the website operated through internet system network by
offering tourism product or service. This study will include three categories of business related fo
tourism namely; e-ticketing, hotel reservations and package tour.

Have you ever reserved or bought tourism product and service through website?
O Yes (please mention type of product and service)
O Air Ticketing
O Hotel Reservations
O Package Tour
O Neverbecause (you can choose more than 1 answer.)
O No interest in using tourism service from website
O Difficult steps concerned with product purchase or service use, and
inconvenience.
O Unable to bargain and change if requested
O Product or service offered in the website is not interesting.
O Don't trust to provide credit card information through internet
O The use of tourism service on website is expensive than the use of
another type of service.
O Not sure about service after payment

O No credit card



Part 1 Qualification and Characters of Participant {confidential

Notification Please mark \I in O in front of your choice.

1.1 Please give your e-mail address

1.2 Sex

1.3 Age

1.4 Education

1.5 QOccupation

s
v

1.6 Monthly Salary

SO0 OO0 O

o

olle

©C o0 O O

Male

Below 15 years

25-34 years

45-54 years

65 years and above

Below or Equivalent to High
School / Vocational Degree

Bachelor Degree

Student
Government/State
Government Official

Merchant / Own business

204

Female

15-24 years
35-44 years

55-64 years

Diploma

Higher than

bachelor degree

Housewife

Employee

Retirement

Other (please MENtioN) .. ......ovcvieeiiieeiee s eeeens

Below 5,000 Baht
10,000 -29,899 Baht

50,000 Baht and above

5,000 -9,999 Baht
30,000 -49,999 Baht
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For those who have ever bought Air-Ticket

Part 2 Experience in Using Website for E-Ticketing

Notification Please mark \/ in O in front of your choice.

1. How many time you bought e-ticket via website within this year?

O

1-3

O4-56
O More than 7

2. What website you ever bought an e-ticket? (Please mention)

O Forget the website

..............................

..............................

..............................

........................................

........................................

........................................

3. How do you know about the website used to buy a ticket? (You can choose more than

1 answer.)
O
0O
O
O

O

v

Newspaper/ Magazine
Leaflets

Billboard on road

Link from another website

O Radio

O Relatives or Friends
O website Directory
O Billboard on website

O Can't remember

O Picture on vehicles such as taxi, bus, tri-cycle, wagon or private car

O Search website from search engine or directory website

O Other (please mention)

.......................................

O Search additional website name after knowing the product and service

operator

4, How satisfy you are for e-ticketing?

O very satisfy O satisfy

Please explain briefly.

O quite satisfy O not satisfy

.........................................................................................................

..........................................................................................................
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Part 3 Satisfaction toward Decision in Buying a Ticket Via E-Tourism

Notification Please mark \J in front of your choice.

Your Satisfaction

Spread of intemet network used for ticketing

Quality and efficiency of internet network

Service fee and curmrent internet communication

Number of website used to help search required tickst

information

Convenience in using website for searching ticket

information

Reliability of website

Conciseness of ticket information displayed on website ’

Technology used to show ticketing information such as

animation, 3 dimension picture efc.

Appropriateness of ticket fare when compared with
another type of ticketing such as buying from the

agent/company

Convenience in searching ticketing information on

website

Conciseness of notification for order and service

Step concemed with ticket reservation

Security of customer confidential

Guarantee the security when payment from financial

institute/bank

Notification about security on website




e

e
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Most Very Fairly Quite | Satisfy

Satis Satis Satis Sati
Your Satisfaction fy | Satisfy | Satisty | Satisfy

Guarantee current ticketing such as re-route

arrangement for mistake in journey

Advise after service

Recommendation about new service

Part 4 Marketing Factors Influenced toward Buying Decision Behavior of E-Tourism
Products and Services

Notification Please mark \{ in front of your choice.

What do you think about marketing factors influenced toward buying decision behavior of

E-Tourism products and services?

Most Very Fairly - Quite

Important | (mportant | [mportant | Important | Important
Marketing Factors 5 4 3 2 1

Perfection of ticketing information

Interesting data presentation form

Security information in ticketing about
personal data and announcement to

website visitor

Details of ticket and service offered

Details of service operator and contact

person

Easy to use the website and access

when ticketing

Provide chat room, forum, webboard

Updated ticket information

Show piace and logo in ticketing




ol
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Marketing Factors

Mosl
Important
5

Very
important
4

Fairy
Important
3

Quite
Important
2

Important
1

Display the result in the form of
multimedia such as web Cam, Audio,

Video Clips

Provide membership registration system

Ticket fare

Ticket fare display

Variety of ticket fare

Ticket is cheaper than buying from

ancther scurce.

Conditions in ticketing, payment, refund
in case of cancellation or postpone and

guarantee

Having online payment such as credit

card, debit card

Having off line payment such as cheque,

money order, transfer, messenger.

s e e T

Having games or activities such as lucky

winner efc.

Advertisement/public relations on another

channels besides internet

Free gift such as free ticket efc.

Discount and promational activity or point

accumulation for special privilege

Privilege for member

Having link to another sources of tourism

information




Ty
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Marketing Factors

Difficulty of ticketing such as too many

steps.

Most Very

Impaortant Important
5 4

Fairly
Important
3

Quite
fmportant
2

important
1

Safety payment

Having online customer service

Having a system to provide after service
to customer such as enable to order or

reserve ticket rapidiy

Able to issue an invoice or voucher on

line to customer

Able to choose anather language

besides Thai and English

Part 5 Decision to Purchase Ticket via E-Tourism

Notification Please mark '\/ in front of your choice.

Your Decision Behavior

Buy more ticket

Quit to buy ticket

Would you like to buy more plane

ficket through website?

Recommendation for E-Tourism development

*Thank you for your kind cooperation.”
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For those who have ever bought hote reservations

Part 2 Experience in Using Website for Hotel Reservations

Noiification Please mark \{ in O in front of your choice.

1. How many time you made a reservation hotel via website with in this year?
O 1-3
O 4-8
O morethan7

2. What website you ever made a reservation hotel? (please mention)

3. Wt A e T N N
O Forget the website

3. How do vou know about the website used to hotel reservation? (You can choose more

than 1 answer.)

O 1w , O Radio

O Newspaper/ Magazine O Relatives or Friends
O Leaflets O website Directory
O Billboard on road O Billboard on website
O Link from another website O can't remember

O Picture on vehicles such as taxi, bus, tri-cycle, wagon or private car
O search website from search engine or directory website
O other (please mention)..........c..ovviiiiii i
O search additional website name after knowing the product and service
operator
4, How satisfy you are for hotel reservation?.
O very satisfy O satisfy O quite satisfy O not satisfy

Please explain briefly.

.........................................................................................................



Part 3 Satisfaction toward Decision in Reservation a Hotel Via E-Tourism

Notification Please mark '\] in front of your choice.

211,

Your Satisfaction

Spread of internet network used for hotel

reservations

Quite

Satisfy
2

Saltisfy

Quality and efficiency of intemet network

Service fee and current internet communication

Number of website used to help search required

hotel information

Convenience in using website for searching hotel

information

Reliability of website

Conciseness of hotel information displayed on

website

Technology used to show hotel information such as

animation, 3 dimension picture etc.

Appropriateness of hotel fare when cormpared with
another type of hotel such as buying from the

agent/company

Convenience in searching hote! information on

website

Conciseness of notification for order and service

Step concerned with hotel reservation

Security of customer confidential

Guarantee the security when payment from financial

institute/bank

Notification about security on website
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Most Very Fairty Quite Satisfy
Salisfy Satisfy Salisfy Satisfy

Your Satisfaction

£ e

Guarantee current hotel reservation such as re-

reservation arrangement for mistake in to stay

Advise after service

Recommendation about new service

Part 4 Marketing Factors Influenced toward Buying Decision Behavior of E-Tourism
Products and Services
Notification Please mark \l in front of your choice.

What do you think about marketing factors influenced toward buying decision behavior of

E-Tourism products and services?

Most Very Fairly Quite Imporiant

important Important Important Important
5 4 3 2 1

Marketing Factors

Perfection of hotel information

Interesting data presentation form

Security information in hotel reservation
about personal data and announcement

to website visiter

Details of hotel reservation and service

offered

Details of service operator and contact

person

Easy to use the website and access

when hotel reservation

Provide chat room, forum, web board

Updated hotel reservation information

Show place and logo in hotel reservation
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Marketing Factors

Most
Important
5

Very
[mportant

4

Fairly
Important

3

Quite
Important
2

Important

Display the result in the form of
multimedia such as web Cam, Audio,

Video Clips

Provide membership registration system

Hotel reservation fare

Hotel reservation fare display

Variety of Hotel reservation fare

Hotel is cheaper than buying from

another source.

Conditions in hotel reservation, payment,
refund in case of cancellation or

postpone and guarantee

Having online payment such as credit

card, debit card

Having off line payment such as cheque,

money order, transfer, messenger.

Having games or activities such as lucky

winner etc.

Advertisement/public relations on

another channels besides internet

Free gift such as free to staying etc.

Discount and promotional activity or

point accumulation for special privilege

Privilege for member

Having link to another sources of tourism

information




o
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Marketing Factors

Difficulty of hotel reservation such as too

many steps.

Most

Important
-]

Very
Important
4

Fairly
Important

3

Quiite
Important
2

Important

Safety payment

Having online customer service

Having a system to provide after service
to customer such as enable to order or

reserve hotel rapidly

Able to issue an invoice or voucher on

line to customer

Able to choose another language

besides Thai and English

Notification Please mark '\/ in front of your choice.

Part 5 Decision to Purchase Hotel Reservation via E-Tourism

Your Decision Behavior

more hotel reservation

Quit to hotel reservation

Would you like to reservation
more plane hotel through

website?

Recommendation for E-Tourism development

“Thank you for your kind cooperation.”



215

For those who have ever bought Package Tour

Part 2 Experience in Using Website for Package Tour

Notification Please mark '\/ in O in front of your choice.
1. How many time you bought package tour via website with in this year?
O 1-3
O 4-6
O Morethan7
2. What website you ever bought a package tour? (Please mention)
T httpidf . .. Sl N NN
R TR A | I e Y | ——— TN,

O Forget the website
3. How do you know about the website used fo buy a package tour?

(You can choose more than 1 answer.)

O w | ' O Radio

O Newspaper/ Magazine O Relatives or Friends
O Leaflets O website Directory
O Billboard on road O Billboard on website
O Link from another website O can't remember

O Picture on vehicles such as taxi, bus, tri-cycle, wagon or private car
O search website from search engine or directory website
O Other (please Mention).........cocvieeriiveiierriariarnare e
O Ssearch additional website name after knowing the product and service
operator
4. How satisfy you are for package tour?
O very satisfy O satisfy O quite satisfy O not satisfy
Please explain briefly.

.........................................................................................................

..........................................................................................................
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Part 3 Satisfaction toward Decision in Buying a Package Tour Via E-Tourism

Notification Please mark ‘\f in front of your choice.

Most

Your Satisfaction

Spread of intemet network used for package tour

Quality and efficiency of internet network

Service fee and current internet communication

Number of website used to help search required

package tour information

Convenience in using website for searching package

tour information

Reliability of website

Conciseness of package tour information displayed

on website

Technology used to show package tour information

such as animation, 3 dimension picture etc.

Appropriateness of package tour fare when
compared with another type of package tour such as

buying from the agent/company

Convenience in searching package tour information

on websile

Conciseness of notification for order and service

Step concermned with package tour resenvation

Security of customer confidential

Guarantee the security when payment from financial

institute/bank

Notification about security on website
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Your Satisfaction

arrangement for mistake in journey

Guarantee current package tour such as re-route

Most
Satisfy

Very Fairty
Satisfy Satisfy

Quite
Salisfy

Salisfy

Advise after service

Recommendation about new service

Part 4 Marketing Factors Influenced toward Buying Decision Behavior of E-Tourism

Products and Services

Notification Please mark '\[ in front of your choice.

What do you think about marketing factors influenced toward buying decision behavior of

E-Tourism products and services?

Marketing Factors

i

Perfection of package tour information

Very

Important

Fairly
Important

Quite
Important
2

Important

lntéresting data presentation form

Secunty information in package tour about
personal data and announcement to

website visitor

Details of package tour and service offered

Details of service operator and contact

person

Easy to use the website and access when

package tour

Provide chat room, forum, webboard

Updated package tour inforrmation

Show place and logo in package tour

Display the resultin the form of multimedia

such as web Cam, Audio, Video Clips

Provide membership registration system




-~

218

Marketing Factors

B [t

Package Tour fare

Quite
Important

Imporiant

Package Tour fare display

Variety of package tour fare

Package tour is cheaper than buying from

another source.

Conditions in package tour, payment,
refund in case of cancellation or postpone

and guarantee

Having online payment such as credit card,

debit card

Having off line payment such as cheque,

money order, transfer, messenger.

Having games or activities such as lucky

winner ¢tc.

Advertisement/public relations on another

channels besides internet

Free gift such as free package tour etc.

Discount and promotional activity or point

accumulation for special privilege

Privilege for member

Having link {o another sources of tourism

information

S 2

Difficulty of package tour such as too many

steps.

Safety payment

Having online customer service
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Most Very Fahty Quite important
tmportant | Impontant | Important | tmportant
Marketing Factors 5 4 3 2 1
Having a system to provide after service to
customer such as enable to order or reserve
package tour rapidly
Able to issue an invoice or voucher on line to
customer
Able to choose anather language besides
Thai and English
Part 5 Decision to Purchase Package Tour via E-Tourism
£ Noftification Please mark '\l in front of your choice.
Your Decision Behavior Buy more package tour | Quit to buy package tour

Would you like to buy more plane

package tour through website?

Recommendation for E-Tourism development

......................................................................................................................

"¢ RO . W | T 1 S iy S R ] B T R R N

“Thank you for your kind cooperation.”
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