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ABSTRACT

The objective of this study was to examine the expectations and the satisfaction of the
Chinese tourists traveling with a packaged tour group which affected their loyalty towards
Pattaya. This quantitative research used self-administered questionnaires as tools for collecting
the data from 400 Chinese tourists in Pattaya. This sample size was calculated according to Taro
and Yamane’s recommendation as the number of Chinese tourists visiting Pattaya in 2013 was
1.2 million. The questionnaire for each tourist sample consisted of two copies. The first copy
which consisted of items measuring the tourist’s expectations from Pattaya holiday was given to
the tourist prior to their commencement of the tour upon their arrival to Thailand. The second
copy which consisted of items measuring the tourist’s satisfaction towards the holiday experience
in Pattaya was distributed to them at the end of the tour. Both sets of the questionnaire were
designed to measure the tourist’s expectation and satisfaction levels towards six aspects of the
Pattaya holiday: the general features of Pattaya, the environment, the food service, the
accommodation, the safety and the service of the tour company. Descriptive statistics including
frequencies, percentages, means, and standard deviations, as well as T-test and F-test were used
for data analysis. Factor Analysis was also used to reduce the expectations and the satisfaction
levels into manageable groups. The Importance-Performance Assessment (IPA), and the path

analysis techniques were also employed.



The research findings revealed that most of the respondents were female, aged 51
years old and above. Most of the respondents received the education at the level lower than the
Bachelor Degree. Most of them worked on the farm with an income of 2,001-5,000 yuan per
month. Most of them were traveling with friends or colleagues and were first-time visitors to
Pattaya and Thailand. The average length of stay in Thailand was 6 days and 2 days in Pattaya.
Their average spending while in Thailand ranged from 1,001 to 2,000 yuan on top of the tour
price. Most of the respondents were from Guongdong.

As to their expectations of their Pattaya holiday, the respondents placed the highest
level of expectations on these aspects: accommodation, safety, and service of the tour company.
The placed only the high level of expectations on the aspects of general features of Pattaya, the
environment and the food provided.

With regards to the satisfaction of the tourist sample. they were most satisfied with
the service provided by the tour company. They were just satisfied with the general features of
Pattaya, the accommodation and the safety. They were moderately satisfied with the environment
and the food provided.

As to the differences in the expectations and the satisfaction levels, there were
significant differences in the aspects of the general features of Pattaya, the food provided, the
accommodation and the safety. There was no significant difference in the aspect of general
features of Pattaya. All the six aspects were significantly influential to the satisfaction towards
Pattaya.

Furthermore, the satisfaction exerted strong influence on the loyalty towards Pattaya
at the effect size of .91, which was close to 1.00 indicating very strong influence. This indicated

that the more satisfied were the tourist, the more likely that they would be loyal to Pattaya.
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