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Thesis Title Factors affecting decision making of Malaysian tourists for staying in

medium size hotels in Hatyai district, Songkhla

Researcher Mrs.Kanphitcha Chantrakul Academic year: 2014
Degree Master of Business Administration Program in Business Administration
Advisors 1. Assistant Professor Dr.Pongsak Thongnurkang

2. Dr.Thanit Thinnam

Abstract

The objectives of this research were 1) to find out general information of Malaysian tourists
who decided to stay in medium size hotels in Hatyai district, Songkhla, 2) to investigate the
Malaysian tourists’ behavior who decided to stay in medium size hotels in this area, and 3) to
study the relationship between the Malaysian tourists’ behavior who decided to stay in medium
size hotels in this area and the levels of satisfactions for marketing mix by using marketing mix
factors’ conceptual framework. This research employed quantitative method and the sample
consisted of 400 people. The research instrument were questionnaires and the statistics used in the
data analysis were descriptive statistics composed of frequency distribution, percentage, means,
standard deviation, and inferential statistics consisted of t-test, One way ANOVA; analysis of
variables’ differences using Sheffe’s method and Chi-Square; analysis of relationships and the
level of variables’ relationship.

The research found that the majority of the samples were female, age between 21-30
years old. Most of them were Muslim and married. Their educational backgrounds were bachelor
degrees and their occupations were employees of private companies. Their average incomes were
2,000-3,000 RM per month. The results from the study of tourists’ behavior illustrated that family
had an important role in making decision of selecting hotels. Most of them chose standard rooms
(single bed) and made reservation through travel agencies. Every single time of staying, they
spend 201-400 RM. The results from hypothesis testing which investigated variables’ differences
revealed that the Malaysian tourists who had the similarity in age, marital status, and occupations
showed the level of satisfactions in marketing mix factors which were not significantly different

at .05 level. The Malaysian tourists who had the similarity in sex, educational background, and



4)

average income per month showed the level of satisfaction in marketing mix factors which are
significantly different at .01 level. The result from the study of the relationship between tourists’
behaviors and the satisfaction of marketing mix’s factors revealed that period of staying, person
affecting decision making of selecting hotels, room rate, and average budget spending in every
single time of staying have the relationships with levels of satisfaction in marketing mix factors
which were significantly different at .05 and .01 level. The study about level of variables’ relationship
illustrated that marketing mix factors relating to price showed the high level of relationship with
the period of staying in every single time. The marketing mix factors related to place showed the
high level of relationship with person affecting decision making of selecting hotels. The marketing
mix factors related to people showed the high level of relationship with types of rooms. Finally,
the marketing mix factors related to promotions showed the high level of relationship with rooms’

rate and average budget spending in every single time of staying.
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Survey

Marketing Mix for Medium Size Hotel: Case of Malaysian Tourist

in Hatyai Songkhla, Thailand

Instruction:

This survey is conducted for purpose of study in factors that influence Malaysian tourists’
decision in choosing medium size accommodation in Hatyai, Songkhla. This study not only
benefits tourism education, but also promotes knowledge to those interested. The finding of this
survey will be used for academic purpose only.

The questionnaire is divided into 4 parts as follows;

Part 1: Background information

Part 2: Malaysian tourists’ buying decision behavior for medium size hotel
accommodations selection in Hatyai, Songkhla

Part 3: 7°Ps Marketing Mix factors

Part 4: Suggestions and recommendations for problems of your stay in hotel

accommodations in Hatyai

Thank you for your cooperation.

Miss Kanphitcha Chantrakul
Postgraduate student of Business Administration Program
Faculty of Management Science

Songkhla Rajabhat University



Part 1: Background Information
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Instruction: Please tick \/the alternative that is appropriate

1. Gender

D Male

2. Age
[ Below 21 years old
[131-40 years old
[151-60 years old

3. Religion
[] Buddhism

[] Christianity

4. Marital Status

L] Single

5. Highest education level
[] High school

[] Master degree

[] Others (Please specify):..........

6. Occupation

[] Government employee

[ public enterprise employee

D Student

[ Others (Please specify)...........

7. Income
[ Less than 1,000 RM
[12,001-3,000 RM
[1 4,001-5,000 RM

D Married

D Female

[121-30 years old
[ 41-50 years old
[ 1 Above 60 years old

D Muslim

[ Others (Please SpeCify)....cooevvevireveeeeirieiereererennne

L] Undergraduate

[ Doctoral degree

[] Private employee
D Business owner

D Housewife/Househusband

[]1.,001-2,000 RM
[13.001-4,000 RM
[_] More than 5,001 RM

|:| Divorced
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Part 2: Malaysian tourists’ buying decision behavior for medium size hotel accommodations
selection in Hatyai, Songkhla

Instruction: Please tick 4 the alternative that is appropriate

1. Average length of stay

(112 nights (13-4 nights
[15-6 nights [17-8 nights
[19-10 nights ] More than 10 nights

2. Which reference group has an impact on your buying decision for hotel selection?

[ Yourself ] Family

|:| Friend D Travel agency

[] Company and/or colleague [ others (Please SPecify)......ccverrireririererisreerierenenens
3. Room type

|:| Suite room D Standard room (Twin bed)

D Deluxe room |:| Standard room (Double bed)

4. Average room rate

[ ] Less than 50 RM [151-100 RM
[1101-150 RM [1151-200RM
[1201-250 RM [ More than 250 RM

5. How do you reserve hotel accommodations?

[] Telephone [ Fax
[ ] internet [ Travel Agency
[] Hotel Website [] Facebook

HEVN (Tourism Authority of Thailand) Website

[ Others (Please SPECify).....ccveirivreeeiiririeeeisreeeesresreeeeeeas

6. Average cost per a stay (RM/Time)
[ Less than 200 RM [1201-400 RM
[1401-600 RM [_] More than 600 RM



Part 3: 7°s Marketing Mix factors

Instruction: Please tick 4 the alternative that is appropriate
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Marketing mix

Level of satisfaction

Extremely

satisfied

Satisfied

Neutral

Dissatisfied

Extremely

dissatisfied

1. Product
1.1 Different types of room
1.2 Hotel reputation
1.3 Cleanliness
1.4 Size of hotel room

1.5 Facilities in the room

2. Price

2.1 Room rate is clearly indicated
2.2 Different room rates available

2.3 Room rate is suitable with the

room

3. Place
3.1 Appropriateness of the

location (e.g. near tourist

attractions/CBD/town centre)
3.2 Offering information of room

types via different channels

3.3 Availability of internet

booking, Face book

3.4 Availability of reservation

by travel agent service
3.5 Large parking space

3.6 Easy to find location
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Marketing mix

Level of satisfaction

Extremely

satisfied

Satisfied

Neutral

Dissatisfied

Extremely

dissatisfied

4. Promotion

4.1

4.2

4.3

4.4

4.5

4.6

Availability of seasonal
promotion

Availability of group tour
package

Discount for frequent booker
Advertising on different
kinds of media

Discount for long stay or
group booking

Shuttle service between hotel

and the airport/bus terminal

5. People (Hotel staff)

5.1
5.2
53

54
5.5
5.6
5.7

Staff has mind of service
Staff’s speed of service
Staff’s personality and
dressing

Honesty of staff

Staff’s communication skill
Staff’s problem-solving skill

Equality in service delivery

6. Physical Environment

6.1
6.2
6.3

6.4

Nice decoration

Modern facilities

Location and environment
around the accommodation

Room comfort
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Marketing mix

Level of satisfaction

Extremely

satisfied

Satisfied

Neutral

Dissatisfied

Extremely

dissatisfied

6.5
6.6
6.7

Size of hotel accommodations

Safety

Auvailability of business centre

services, Wifi, meeting room,

Spa

7. Process

7.1

7.2

7.3

7.4

7.5

Staff appropriately follows
the process of service delivery
Convenience and speed in
reservation process

Staff is acknowledgeable
Availability of service

Clear division of service

Part 4:

Suggestions and recommendations for problems of your stay in hotel accommodations in

Hatyai
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Reliability Statistics

Cronbach's Alpha N of Items

923 40

Item-Total Statistics

Scale Scale Corrected Cronbach's
Mean if  Variance Item-Total Alpha if Item
Item if Item Correlation Deleted

Deleted Deleted

weuniivawdszianliiaen 149:63 - 205.689 333 923
Fordoavealsaus 149.70 202562 604 920
ANNALDIAVDIY 094N 149.60  205.145 477 921
VUIAVDIFBIND 149.83 205.592 379 922
Feweanuazainmeluiewiniiaig 149.70 199.597 663 919
RYEVRETAEY

IMImMuaIInoainaga Ay 149.67 213.126 070 925
wowinivateimliiaen 149.57 207426 412 922
wouinlianumNgauAuTIA 149.57 207.633 526 921
Rusiasieainiinnumingay 149.80 203.959 493 921
aouiiasvesiinmuzanIndumnas 149.43 209.840 477 922

]
1 =

NOUNGIUHAIFTNI/INAIYUAY

Ieyaetuieninliindeaiies 149.80 - 205.062 474 921
NAWFOINN

Tsmadrsesiesnniudunesiie, 149.80 197.821 638 919
wlaijn

HuImsdseereawniULI ENd Ny 149.93 201.720 572 920

1 q' a o v
NITNDIUNYI (UIENNIT)

doufiveasnvesTsausmiieane 149.73  205.237 489 921
aouiinavealsasim1dineg 149.77  210.047 317 922
UTMIFUETUMIVIBNININIA 150.03  200.447 505 921
nmstaiumamadmungusiag 149.97  202.585 564 920
fdawanldiugndiiiumindsz 150.00  203.034 503 921

M3 TbaiU T 149.77 205.426 570 920
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Item-Total Statistics

Scale Scale Corrected Cronbach's
Mean if  Variance Item-Total Alpha if Item
Item if Item Correlation Deleted

Deleted Deleted

inmsannauilerinszezanserinitumy 149.83  204.351 435 921
ALY

msuSmsSudaszn sy 14990  207.748 316 923
aontlyuas

wiinaufithls s5eded 149.57  200.668 569 920
AN lumsliusmsvesrinau 149,57 . 202.806 538 920
YAANNNUAZNITLAINIBUDIWIT NI 149.60 . 206.179 517 921
amuiedaduvearnina 149.73 201.237 611 920
winamdidnuglumsdeasshladienay 149,67 202,782 670 919
Tiusmsgndes

witnaudianuannsa lumsudilaym 149.87 ~  205.499 520 921
wiina s msgndedumuiouiu 149.77. —210.875 128 925
2113 Lsauswuiigluuuannlaens sy uay 149.73 - 201375 604 920
MIANUAIAIBI

AL ATEYeF IS I N TZAINTEN 149.93 199.651 480 921
Ts59usw

pilvieninazanmwinadon Tagien 15y 150.03 - 199.620 405 923
ssenmaluriedsin 149.67 - 209.126 335 922
VAU I rosad T34y 150.17 209.385 119 928
sTUUMSTNEIANNYaeany 149.40 206.731 374 922
anundoulumslFau wu qudgsne 14997  206.033 426 922
wifi , #oaulsza , eh idudu

winewdfiRamiuneulumsimsld 14953 200.395 680 919
UNUHNIZ AN

anwazaIngIad lumsdriseaiowin 14953 203.430 693 919
ms3lideyainasuazaoudednom 14947 206464 453 921
anunseulumsliusms 14937  202.516 682 919
fimsuehenuilfusmsdue ed 14950  202.672 706 919

FAU
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Cronbach's Alpha N of Items

750 5

Item-Total Statistics

Scale Scale Corrected Cronbach's
Mean if  Variance Item-Total Alpha if Item
Item if Item Correlation Deleted
Deleted Deleted
finsaasimiderinszezenviovinilumy 149.83 . 204.351 435 921
MY
msumsfudessuneininduawdweanil 149.90 207.748 316 923
YU
wifnainiile s5eded 149.57  200.668 569 920
anusasa lumsliusmsvesniinam 14957  202.806 538 920
YATNNIWUAL MILAINGYDINITNII 149.60  206.179 517 921
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Cronbach's Alpha N of Items

.686

4

Item-Total Statistics

Scale Scale Corrected Cronbach's
Mean if  Variance Item-Total Alpha if Item
Item if Item Correlation Deleted
Deleted Deleted
limsmmuasimiesinegadamu 11.77 1.978 375 680
wowiniivateim liaen 11.67 1.678 635 512
ﬁﬂ\iﬁﬂﬁﬂ?"lﬂlﬁﬂ?%ﬁllﬁﬂi?ﬂ? 11.67 1.954 .651 .545
Rudatieswniinnumaiz ey 11.90 1.817 327 740
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Cronbach's Alpha N of Items

77 6

Item-Total Statistics

Scale Scale Corrected Cronbach's
Mean if  Variance Item-Total Alpha if Item
Item if Item Correlation Deleted
Deleted Deleted
anuRiaaesRinmzanIndimds 18.80 6.510 461 769
NouNe AT AV AU
Ieyanuaiudeninldinneuiivavate 19.17 4.833 720 690
FOINN
NuSmydseaieuinduBuaesiiia 19.17 4.902 437 786
ain
usmsdsesreuindiuusindunums 19.30 4.286 812 655
Woufien (SN
amufiveasavesTsausuiioane 19.10 5.679 436 765
aoufiaaveslsasiminldie 19.13 6.189 424 767
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Reliability Statistics

Cronbach's Alpha N of Items

772 6

Item-Total Statistics

Scale Scale Corrected Cronbach's
Mean if  Variance Item-Total Alpha if Item
Item if Item Correlation Deleted

Deleted Deleted

UsMIduasuNMINIenINggnIa 18.37 5.895 623 710
inmsdarumamadvsunguiag 18:30 6.562 681 697
fiauaalifugndifunindse i 18.33 6.437 656 701
ms TuyanmuAose 18.10 7.541 584 732
Snmsaanauilerinszezananseriniiumy 18.17 6.833 527 736
ARy

MU mssudeseneiinsueudyg 18.23 8.599 121 825

= 1
AOIUVUAY
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Cronbach's Alpha N of Items

778 7

Item-Total Statistics

Scale Scale Corrected Cronbach's
Mean if  Variance Item-Total Alpha if Item
Item if Item Correlation Deleted
Deleted Deleted
winauiithls sseded 23.20 7.407 565 737
AN lums iy msveaminey 2320 7.338 686 710
YAANMNLALMTLAINIBVBINTNIU 23.23 8.599 534 748
mm%aﬁm‘fmmwﬁmm 23.37 8.999 244 .801
winamisinug lumsdoms ishlede uaz 23.30 8.010 660 724
Ifusmsgndes
wiinautinywansa lumsuddaym 23.50 7.983 686 720
wiinamldusmagndesnamuiisunn 23.40 8.455 300 798
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Cronbach's Alpha N of Items

765 7

Item-Total Statistics

Scale Scale Corrected Cronbach's
Mean if  Variance Item-Total Alpha if Item
Item if Item Correlation Deleted
Deleted Deleted
2113 Isausulguuvanntaenssy uasms 22,23 11.978 750 690
ANUAIT IO
anuiuaieYesdEIIen I AZAINTBN 22.43 10.254 769 664
Tsausw
pilvieninazanminaden lassouTs sy 2253 9.775 696 682
v3senmalurieasin 22.17 15.109 235 775
vinavesiuR Fapeves5asy 22,67 12.644 292 792
FEUUMITNEINNVaoany 21.90 14.507 266 773
anundoulumsdau i quigsne | wifi 22.47 13.430 510 736

I
,voudsyyy , ath dludu
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Cronbach's Alpha N of Items

.885 5

Item-Total Statistics

Scale Scale Corrected Cronbach's
Mean if  Variance Item-Total Alpha if Item
Item if Item Correlation Deleted
Deleted Deleted
winamiaamdunoulumsyimsle 16.40 3.903 743 858
UNUHNIZ AN
anwazaIngIad lumsdiseaiowin 16.40 4,524 717 862
m3ideyainasuazaeudednom 16.33 4506 642 878
anunseulumsliusims 16.23 4.185 790 844
fimsuiafheaui s msdiuaien o8 16.37 4378 742 856
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