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# # 5578404739 : MAJOR SPORTS SCIENCE
KEYWORDS: EXPECTATION / SATISFACTION / INTERNATIONAL TOURIST / TOURIST
INFORMATION CENTER / SERVICE

CHONTIROT SUKHOM: THE INTERNATIONAL TOURIST'S EXPECTATION AND
SATISFACTION TOWARDS SERVICE OF TOURIST INFORMATION CENTER'S, TOURISM
AUTHORITY OF THAILAND AT SUVARNABHUMI AIRPORT. ADVISOR: PROF. DR.SOMBAT
KARNJANAKIT, 166 pp.

This research was to investigate expectation and satisfaction of international tourists

on Suvarnabhumi airport tourist information center’s services.

The purposes of study were: 1) to investigate expectation and satisfaction of
international tourists 2) to compare expectation and satisfaction of these tourists and 3) to
compare between Asian and European tourists. Research procedure, subjects were 400
international tourists who visited the airport tourist information center’s service with
purposive of Asian and European tourists. Survey research was utilized and then using data
analysis in term of frequency, percentage, arithmetic means, standard deviation and t-test was
employed in order to compare both expectation and satisfaction of international tourists and

also Asian and European tourists.

Results were follows: 1) International tourists had high level of expectation on
four aspects of visitor information services; Service quality of personnel, Data, Location, and
Facilities. 2) International tourists had high level of satisfaction. The highest level of
satisfaction was associated with Service quality of personnel; while, there were high level of
satisfaction on Data, Location and Facilities. 3) Comparison between expectation and
satisfaction represented a significant difference .05 on service quality of personnel and Data.
However, there was no significant difference on location and facilities. 4) There was no

significant difference on expectation and satisfaction between Asian and European tourists.

In conclusion, international tourists had high level of expectation and satisfaction
on services of tourist information center at Suvarnabhumi airport. Nevertheless, a comparison

between expectation and satisfaction represented a significant difference .05

Field of Study: Sports Science Student's Signature

Academic Year: 2013 Advisor's Signature
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UAANUTENA

WaaLAas way LauLs (Fluker & Lindsay, 2000) AnwiSes AINUABINITVBILTIPILT
LasAUAAVTIUBINIsTieTisauaunsdl Whitewater sastinvisadienfimeUssaunisaiuaz
lLifiuszaumsallunmaeniienditinnou Sslddnvinduinegnaisnounasviinisveaiien
Taolddinsizhussuiisunnuuansisvesinveaiisrfaeiiussaunisaivasladines
Uszaunsailumsvieafisndesunannoufmanisisenuil Sanuuanawesnnudesnis
wazusgslalunisvieafievesinrieadieaiozngy Tnsnuirinvieaderifliduszaumsniay
finnudesnslunisuaranussaunsallmln anmsvieaiioauunanse Sniednddes
Froanuniliussauanudnsafidadily lusasfidnesfisrifdussaunisalunneu
FoanslagunisinreuaInnsieafisannit wazaanisludeiiluase uonanddsiinds
Uselewiiduaiildsuainnisvendien wu nsldduiadusssumd enuidioulngd 1Hudu

Tuvagilifinnuwandsluiunnumanisvean svisaiiena2ngy

WLNes Lay ATEURAU(Baker & Crompton, 2000) IgFnuluSesnuduiussening
A WAL LazN1SUINIS Aufiswelanasngfnssuninudslavestnvieaiisanui
MsdaRanssusng fdaasunsieaiien filnansuftRonud Auduaruinsiinunmasd
mmé’mﬁua‘ﬁ’ummﬁqwdaLLazwqamimmmé?ﬂaﬂumamﬂfgjq vilwsuslafsnavesnisiiia
mnuasinAnAkazmsunduIIdnlusunen nsadnumanelaliinvieadion il

<

Jufiunand iianisveeimaednviesiiesgesinga dnvesiefinuduinagateun
= a v oA a a a X o, a ° Yo ] PN | v A«
Ju  mndumunseuinisisainae Wunsiiueanilsiatunisvieaies gaelianiund
FaideanTu Wuaufgalalviiutnesedluluazdsnsinuinviesieanilisuven
dsion Auludanasiuiislasunisatdvayuaindesieqlunisunietwva sy
lnganzegedddunsilunasioniieaninisinianssuduasunsvoaiierluniuvesyuyu

A lASUNMIatUaYLINBIANTHIIUINTY

aluwuad waz A1unlaa (Spineli & Canavos, 2000) Me@nwluides Anudusius
seminnufianelavesiinauiugnd Taelduuuasuaudundssiielumafuteyaain
wifnaulsausuuazgnniiduinfilsusy naannsidenuirdadeindnauiienelann
flgnie msldsunisasnadapduselumsinay wasdidiwslumsdnduls dnugndndl
auisnelanindedadeduninuainnsauarausinislunisuinis anudze1nves

earin wazladesunmuaiasannmuetomnsludsgnaasidnlifanelauiniian
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youd ag Y3 (Choi & Chu, 2001) Anwnsesladeninelviinanudianels

Y vV W

Tnvieafieatidinlseusulugens Ingldsnudseendulasendnuasiadesofidnaneniny

Y

flanelavesfidniin lnonuirdadeiifinaiennuiiewelavesinvieiivasielsusude annm
MIUTNTVRNINNULTIUTY AMAINTRIRN AMUANAIRY AMNINYEIUNTAlEUIBAIY
avaIn uazn1sinwinnuUaende Tagasuladn Aunimnisusnisvesminaulsausy Aunw
viouin wazeuduAiy [Wuawdadendnfiinrwddnanniigamudidu somnudianela

d! o Y v ! d‘ a U v A v
Faagyltnvieadeiinanuassnsnanulsas

au1sa wag naia (Spark & Tideswell, 2003) lavinnsAne1idetses N15USA1TN9
N3AAIALLEAAINNTIUNITVIDATYT kavNITHONTY NANSANYINUT Lmdﬁam‘jaﬁmﬂ%’guaz
aaenyudUliauddgyuazisuiiunuimainduludagduilde mslideyaviesieinig
a & o Ay ¥ = v 1 [} cgf 1 1 Y =2 ¥ <
dumesiis Feldelmusouluniusieg asil 1) esonisdiddludiuaugzmnIainay
Usunadeyaiansadumlaluasiifen esnnluwdaziivledaiuisaussydoyald
wnnddedu 2) ddaselunisAumdeya Wesanligndngelaentdnauvienlasuan
AuRBTUIINNSVIELTUNITABULNY 3) @arursasdunisetunsdUledaien1susnIs

aaulalaviud

14 (Fang, 2008) ladnwi3esszauauiianelavestinviosiealagfansun
AANYzkarela nIalAnY) Nature-based Resort lawilinguszasAlunisiduiiiom

ANUENTUSTEnIIRaNYrkazn1TlUSN1TYveIINN wagAufianely Han1s3ITenudn

9581A8luAS AL N1TIIUSNI50E19TAMAIN SINNINTSANTUINUVDINNN TNARDIZAUAINY

q
A <

NawelavestnveuieregelitedAgn1sana wanannleanisuazaniunsvesnnndy
UadedrAagsonisusziiussauaruianelavesiniauiierogaiided1Agynieads we

LLiwﬂaé"]uﬂ'ﬁViauﬁm loun geamidiunie biflnaseszauaiuianelavestdnviesieegng

v o w

HydrAgyneans

Aaa a

ugy (Mrutu, 2008) léAnwsestiadediiidninarennuiisnelavesinviondioase

a |

Tsusiluvssimaunusnde neflinguszasdiilodnudadoniidninarennuiianelaves

dnvieuiigadalsansuludszimawnuyiis tenaaauaulted1AYyIsninasesAuYag

A mnslnsfsuifuanufisnelavestivieufieselsusululssmaunusie s1an

f3vifumnufianelavesinvieaiieelssusuluussmaumusiile wazaniuiinsiavinase
aufianelavestinvieuiieelsuuslulssmawuenie Tnsdsaanlsiusuuiuvisier

Tndsemauasiinsegludios namsdnymuiidesnmuamnisliuimsisug wagsnaniisu

Calle
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d‘dq a

Hutladeiidsvsnalunsimunaufionelavestnreniisaselsausluusemaunmande
wagdlpuduiusnisuinegiidedifgy wagdanuindrulswsudulnglilaadausluin
dios widjaduaisluiufidudu s1emie wazguinarsnisviondieadug annsdnuld
wurthinsaesafivmnzanuagnsliuimsfifigunings o1anevaussnufianelaves

anALaEFRANANINTUANTMIVNYLLAN

Tudlls (Somero, 2012) I¢Fnwizes amnumanisesgiidlddiudsdequduinig
Toyavieaiion a Wonsadud lusuendulng Tneilinguszasdiitednwianumanise il
dlddruide(stakeholden) veaiflonsadu iomsUuuuiBnisuimsvesguiuinsdoya
vioufieafsndu Ineld3ismsduntvalaindunugiidiulddiuds nanisdnwimuin lu
pwAngusUINsTeyavioniisrduluesieifiinouiionndoutrosiuannn uay foya
fInsInNANNFINsYesliuins msesindndusinisvieafisdiivainnans uaz

& a 14

AudusNsteyavieaiiemeqmsinsulsduanuiiasuaniudsudssaunsaliv

Y

U361 (Marita, 2011) ld@nwiafiunaunwnisusnmsuasanuiienelavesgnénsie
msltuimslumsuimsgnineluresusimdnasy o1e laefiinguszasdiionsiunmunin
lunN15U3NS wagnsIUANULANA1NYRIAIAIArTILazn1TTUsTegnAsan1siduInsing
THuuvasvanlunsidudeya Tnsuszifiunuamnnsliuinsgnanlu7 unundiliudnng

| 1

anALazUssdly 8 AMANYMEYRIRMAIMNITIIUSNIS Han1TIdenuIngnAtiisnelaluns
THudnisveaynunun Tudos danugnin uasiduiioandn uenainddamuinludes
AndnuazvInunmNsIUINTg fuszAvsnmlunsindedeats msdansisangiaud
anfndesme AnuazaInlun1sdoas Aumouvesyaaing uazianssndegalunisiaun

MU NHENSIUTEUTUATHNTTIElaveIgnAUARZILH LN LAY

9749 (Jiang, 2013 ) lavinnsAnwlusesmnuianelavesdnvesiisasenisliusnig
Wised1sy nIdlAnw) Msed1snyeen Weadedld Useinaidu Ineld luma SERVQUAL
wazlina ACSILazITNNTUILAYTEYRNIZNITUINISVBIINSD HaNITITeNUIN Unviaaiien
Aldusnssedsgianuianelalag ufunsAuAINNITUINITID 11158 IAuianels

a oA A oA P ~ a A & °
luiseswesrnuideiiovewinsegea wazinnuimelalunisusnisiilususssudian
Tag5zuInsusNstilususssulusesdasiuiganuasain N1595135 danuianalaasan

3 L] U9

diluSesmnuinieie dauianelagegaluisesveninulasasie



NSOULUIANIUNITINY

61

v

ayavluvastinvisaiiien
e
9
N3ANE

9
1.
2.

3.

4. 913N
5. ela

6. Auvhin

6.1 MULLe
6.2 nivglsy

1 Andnwal 8A1903 (2550)

aeAUsznaUvasAuduInIstayariaiien
nsvieagIwislszUszmelne

M Y119 MNABUEITTUH

FoyauarungAnssuvaiinvisaiien
Tunsvisafigawaznislduinis
 Snuadiiiunanvieadien
 szeznanildlumsifiuniwisadien
- I UsTAaIANITAUN

. ANYUENSAUNIS

- audlunisldusnng
_Usmuandeyaiiaouny

W1: givey) WANAUI (2553)

1
2
3
q
5
6
Wl

A
Y

1. puanUNAg

2. frudssneazaIn

3. PUAMAINNITUSNITVBIYAAINT

4. fruteyaansaumasnunsvieaiien

PUN:NTUNTVIDWAYT (2556)

\ 4

v 1

AUANANINLaTANNIwalavasinvisaisdv i AdenisTiuINsvesAUdUINg

dayaiauiien n1svisaeawvisussindalng al vienAeIugITIN




una 3

A5AIUN153Y

n1sAnwuIeIAuAIaniIkazANanelavesinviowle1y1Id1991AfeNS
Wusnsvesauduimsteyaviouiiey msvieaiigiuvissenalne o ineniaeugITsugd
AI3glanmuauuInIansAnulagldidendedisin  (Survey Method) waglduuuasuniy

v @

(Questionnaire) Wiuasailalun1s3de Felidunaunmsaniun1sidesail

Useang

UszrinsilelunisAinenideaseilfe dnviesiienviseanunlduinisaudusnig
JoyavieaiginisvieuiieivisUsemelng a viveniagugissugi Inedeyaainadiantn.e.

2555 U1UUTNNDRNYIRTIRNUILTUSNNS 87,703 AL (S1UUSNNSV1IETS, 2556)

NENADEN4

Y a L3

nausvegldlunsideasall fie Wnviewnervdsanldusnisaudusnisteya
viouied nsviewiewisUsemnalve s vinoAeugIsIund d9miu 400 A EITeM
ynaveInguiiegtlagldansveeuni (Yamane, 1973) lnggideinunseiuainuied

7195% gaulminAuAalnAaaubilAu5%

NN n = N
1+Ne”
do  n = VUINYDINGUFIDY
N = VUINVOIUILVINT
e = ANLARALATOLUYBINTEY
wnuAlugns n = 87703

1487703 (0.05)°

n = 398.18
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INTAIUMTIUINILIANGUFI0E79 iR 398.18 iieazadntunisiiudeya

a a

ATl (Ueysses vasAal, 2539)
BnslauPanguaiagn

Mendll3Emadenfiogauunenzas  (Puposive  Selection Sampling -
Method) Tngazianzasdenifuieyaamenguiinviesiisrvniedenasinvieaieavnglsy
uazifloanngideldgraiftnvieauiivassmaiiAumadiunivne naeug ssunfidou
undign2 ngulvgiludn.a. 2555 Buinviesiteafinnannivierde uasnivylsy Fidede
aulafiazvinsfnwiiouifisuanuunnsisnuaeniuagaufimelavesinveadien
yemAnaesnguisliutangusiegnieandu 2 nqudedne fe dnvieuflerriede

wazinvioafienyglsy Fudeniiu 2 nguil tnaiiunguas 200 Auludnsiviniu
in3eellanltlun1side

A A av & ) = o d'
Lﬂiaﬂm@mi‘%ﬂUﬂqijﬂa Ao LLUUﬁ@UﬂqNﬂﬁqmﬂ’]@ﬂ’NLLa%ﬂ'ﬂWNW\TW@IQGUENUﬂW@QLV]EI')

a 6

Y1I11991AADN1TIIUTNNTVeIAUdUINITTRYavion e NsviBuNgIuisUsEImalne

Y

' v
Va o b4 =<

2 Y19 N"ALUERTTUNN NFITaTeUY
b4 = A av
QUEGENGERIORR L)

Y

1. {IT8YNSANYINLIAANA BANANT 1ONANTHNNY WAL MR ITRaTY

ANuAAnIsarALianelavelduins uardunanisainsinuvead miniglvusnis

Y a

wiounsdunrwalidmihngiviuinsteyaresigiuasinvioaieig s dnunlduinig
AN¥ININITINVRIAUEUSNTToYaYIBUNEILALRIAUTENBUTBINTITUTNSUBYaviB L fIed
YDINTUNTVBUTLITINNgUaIToInunMlUN1TUINITVRIANUUINTAUNITYIDALTEYN

Tuusewalneg e muansauLulIAnluNISAS1LUUAD UL

2. ihdayaiiliunadauuvuasuauduniwing lngeenuuuiuuasuaulinsuagy

& a o ¢l v I I3 =
GﬂllLu@clﬁ']ﬂi@“ULLu’JﬂﬂLLag'JG]QUi%ﬁQﬂV]'J']QVL'J IWULLUUE“I@‘UQWNLL‘UQ@@ﬂLUu 4 19U AD

faud 1 LﬁmwuaaummLﬁEnﬁué’ﬂwmz%;ﬂaﬁﬂﬂﬁuaaﬂmauLLwaaumu Town e

918 N15ANET 913N S1wld dud FadunuuAiaiulaneUn(Close-ended Question) 1ae

q <

Wigmouwuugaunanaiionmau (Check ist)
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moufl 2 WuuuuasunuAnfungAnssunsvieadiodluussmealneuazanslduins
guivinsteyariondier WWud Sunuediifumeanvondedluvssmelng ssosnanilély
msdumavieaiiorlutsemelne faqusrasAnisifiunian dnwaznisiiunis anudluns
THu3ns Ussuandeyaiasuau aduuuudnunasla (Close-ended Question) Taglsk

ARBULUUARUNIRBNABY (Check list)

peudl 3 Wuuvuasua B iuANmAn TwazaaTsnelavesinvio e
yssnddemsliuinisquivinsteyarieaiisanmsvieadfiswissemelne a vinenia-
sl WukuugeunuwuuUaneUn (Close-ended Question) lnaldunnsinuuuues
81As0 (Likert Scale) wazldszaunsindoyailuwuuninsidiuyszuian (Rating Scale) 8
5 swdu ldun wnilan wn Yrunans des tesiian Insusiassedulfasuuuded @ssw

@sSRinarAy, 2541)

odnvieuneliauAIaniyAnuianelasnian Wesuuy 5 AYLUU
uNYiawNgnlANUARIY/ANNNINelannn Trngkuy il AYLUU
v [y 1 ‘:ll a U =1 ¥

NUNYVIBWNYITANNAIARIY/ANUNINe AU UNaNe ThAzhUY 3 ALLUU
DNUNYVIBNYILANUAIARIY/ANUNIND LAY ALY 2 ATLUU
onnvisaglinnumenivanuiaeladesiian vasiuy 1 GETNY

a a < v o 1% < o a
HRUN 4 ﬂ’]’m@@LVULL@%GUEJLLUSUWJENE‘)IG]EJULLU‘UﬁEJ‘Ui’I']lILUU?‘I’]Q’]MLLU‘U‘U@WSL‘LJG]

(Open-ended Question)

N1IATIIMNAUNINLATDD

Ve

1. fAdpduuvaeun U Teaiulunsivaeumannmeenasedile lagn1sin

[
a

ANUATUTALTUEM (Content Validity) vesuuuasuny §IdeuuvuasundliEmsnnnd 4

q

YU wasienwey 1 vinu Ussiliuanugniesaenndesvestaiauiuingusyasd lned

a 4 ! Y v dy
wandeansinzuuuluusasdadisil
+1 WewdladdermauiulimuaennnesiuingUseasn
0 dishiwilanndedauiuiinuaenndesivingusyasavsely

1 dewdlaideiautuliinnuaenadesiuingusyasd
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NaIN1HUTNATLULA AN AU AR TAINEEAAR DY (Index of Item Objective

Congruence : 100) luusiagdarnnunuanseisil

. : DR
gNINITATUIEUAN oC = &~
N
N MR FIUIUENTIADIA
R Medis AUANILYOIEVSIAAlAe RIS -

ANUARRASBITRttaMaNiUIngUsyasd

AU TR TANN TN BANNADARADININAIINIBNINU 0.5 LANIINTDANDY

tuenuanunsofzsiluldlunsifivsiusudeyald (9es wdshug, 2553)

Ya v o

2. fIY8UIUUABUAIUAI N INENNIUNITATIINIAIUATUT UL DN ILET M?LL‘U’ﬁL“‘ﬁJu

e

AMwdanguaeIsnisudalutrani (Forward Translation) lnenstiguuanuninils Ae A
uneusn Tiugeral Iudugdnsanisfinuluszdvalmansuniiadia a191n1590073
nsvieeie AugAalaans unIngIdelgvieeansidy Ussinaesaaside viin1sua

wuvasun1uluniwdengy waslifuladnauniawdadounduiduniwilve (Back -

v a

Translation) lngguuanuiaeshe Andsuey WdAlan1uwi daaunsAnwiluseiufademans
winUudia uningraelusutiv Ussmasingy inuvaeuniuniwssnguuinlatiu
amwivelagldviuiuatunwiveniney  Fsularsaesruiannnugiuigiia 2 21w (N9

Mwlnguazmudingwiaziianusluiunisvieaiiey (il Ussauinfinn, 2550) 3Ny

AIdpiuuvasunun i ineiuatularn s inenudandunidIsuiteuiu d1deaiule

(%

Yoeva 2 atuwdasdnsiuagldisedunelunguiuuasuladennassauiu (dunn aladniy

& a3ns Wisuadad, 2554) wargiveasiiwuvasuaiuiaaaluneaeddd (Try Out) fiu

Unvisaiierydauanldlenduiiegraudianvaeadionguiiegenagdne 91uu 30

Yn WenAnAINYaLATesle MnTuInideyanlauininIuie(Reliability)  v09

Y
wuuaaun leeasnsmadulszansoanivesaseulta(Cronbach’s Alpha Coefficient) s
a ¢ oA A o = ! ! 4 A o P
HANITAATIZY WU ANAILLAERINTU 0.942 Fellenunndn 0.7 waneiniasesileinyaild

pnuissnzauilUldinudeya (faen ndvddye, 2544)
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4. duvasunuiliinnisudluwasUsulianainutoiauaius velieIyay way
ANTIAMNIA LaUBlATINITIFELNEYOTUNITHAITUIRTESTIUNTINY nguananItu yad 1

Pnasnsalunivede tnelasunissusedluiui 7 nuaiius w.e. 2557

msiusIusIndaya

v o

fAdeiunusudeyasnmsneuuuuasuammesinvies v mwalduinig
guiuinmsdoyaviondien maieaiiswisusemelne a vhornimeugassnd Ve 2 wiks
Tuvhenmagugissagdl Ae Usnadu 2 Usey 3 Sadugadanuvesitonimeiugissugd
(Meeting Point) uazuiianidu 2 Useq 10 Gadeguiinnussgmessnvosingansuidi

senaUsene (International Arrivals) Tugasidaw nuAUS 2557 9113U 400 Yn

mativdeya nszareua 01y nszaneiulunsiiudoya (Juduni-ondind) nszane
namNdnYuzsLUIMIuTnd M ivsES1auduIansInans fe $raa1 8.00-
16.00u. 1381 16.00-22.001. kaiIan 22.00-8.00u. Tailliionszanenguiiogns wagnszany
nquwntinaugliuinis Tasdounisuanuuuasuany §iseasauinvioniieansuiiunain
Uszimaeyls mndutinvienioavinedeuazeiglsy §ideaswanuuuasundensiuie
Tifutnvionlelimsuieinguszasdnmsidondel ndsniunseaouaiuaysaivos
LUUABUDIN LAULUUADUAINIUATUAINNGUAIBE1 UaddIuTiAsIgsiaaelusunsy

a f§ o
ﬂam‘W'ﬁL@]@iﬂWLi%gU

nsATIEdaya

P

ddeihdeyailanesedioifeuinssideyalagldlusunsuneniinnesdnsogy

wazadun1saIsalUl

1. AwnsizndeyaniluvesgneunuuasuniulazngAnssun1sieungnaz s by

Y
UIn1sauduIn1steyariotien n1svienigauvislseinalng lagn1suanuaaninud

Y

1%

(Frequency) N1311AN5oLaY (Percentage) ﬁfll,auaiugULmumsmhzﬂaumwm%q
2. neideyasziumnuaaniuarauiianelavesnauwuuasuny

2.1 Mmymadndesuunnggu (Standard Deviation)uazn1smiAiagae (Mean)
YaaTERUAUAATTILAzAUTIne R lng duunmuesAUsEnaUYRINs TS NsAUdUaYa

vieuie Ynaualuzuuuunsaseneuanunses lunsuvanaivuasuanulauueseaunis

[y v o 1 a =&

vieenilu 5 s lae3deunAadennfiouinaginisulani e vednadedad
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S8ALLDYNITNITASINAMN A9 NITANNUARLLUULNUAIYNITANUIUAINUNINYDIOUA S

AMATUASITIU LESSPURaTAME, 2541) AD

ANUNTNYBIBUATAIATY = JoyanilAngen - Yeyaniasingn
uudu
, -1
unuAlugns = —
Y
5
— 0.80

2zl9929n395EAUaY 0.80 AITUEINNTOLUAAMUNLISUDIANLRABVDITEAUANUAIAN IILAY

arfianola ol

4.24-5.00 e freviimnumemiviernuiimelainiigasenislsiuing
3.43-4.23 vaneia grauianuaianivizennuiianelauindenisiiuinig
2.62-3.42 wneis graviianumaniwseainuisnelaliunaiadenisiviuing
1.81-2.61 vungds fnauianumenimseauisneladessanisliuinig
1.00-1.80 vaneds frevianuaanismiemuiianelatosigasensliuinig

2.2 W3 gUMIgUAINNLANFNNTERIAINUAIAN TILAZAUNIND LVBIL NYID L8N
Y1i1agAnensliusnsvesAud s steyavieniien  MsvienfigureUssmnalng o
M191INAIUAITIUYH AILNITNAADUANTILUUNGNFIDE1aNGIAEIAY (Paired  -sample

t-test) ngldlusunsumeniinmesdnsasy

2.3 1WUSUIUANULANATENIIANAIRNISAUANTInelavesinia e
2 ngu lawn nquinviesedrgnieswasnquinviaunel¥1glsy faen1sMeaauaAIikuY

nausegruludasyainiu (Independent t-test) Ingldlusunsupauiiamesdnsagy

o v

3. JpsvideyanuAniiusazdenuziifien1sinsgiien (Content Analysis)
Junsdnmanany werimunr1nud Sesiauanuddyuestoyailaainniswusiives

dnvisaien dnauelugunns
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Han133ATIzYdaya
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Tunsideafeilidunisitedosnnuniantuazanufisnelavesinionden
¥ Adonsliuinisvesguduinisdeyarieaiion msvieadfisususenelng w
yhenasugrssagll Taevinnnsifudoyaainnguiinvieniieavnidmanafunlduinig
Auduinsdeyarieniion msviesivausussmalng u vnormaeugssund Tutiafeu
WeunuA1us 2557 §1udu 400 au sgAnwildideyaunitaszsitazinausdeya

muausialUil
v W ¢ =i a 5
anwalnldlunisiiaseideya

dieliinaudibaiinssiuluniswlannunuienisinsisiteya §Idulaninu

e

(% L3

Fyanwalinee wuaunuefne Ul

n WY UIUNGUABE

X Wy ALed
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AEANTIG?
3. Snudmihfiusinafisaweseans 4.25 0.82 1Nitgn
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5. lonansiifeyansudnu Wy antuivieadlen i 4.22 0.76 Wy
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Useneu meau(x=4.16) Simsliuimadeyadosnnulaendoudtnvieaiionx =4.13) uay
fnsliuinsteyaitesimusssulneuninyioniion 1wy dsfimsufiRnaslimsufoalu

Usewelne @ud (x=4.05)



92

dauf 4 wan1sasiziilSeuiisuadnuatandaiuadananalavastdnieaie 2
¥1ieIAfenIsiusn1svasgudusn1siayavieaieanisviaaiieuislsenalng o
M12INIAIUGITIUNT ENITNAADUAIT LUUNGUAIBE NG (Paired sample t-

test) WiaualuguluunTsENaUAUSE

AN5197 23 ens1ekanen1silSeuisuauaIandaiuaInuianalavesinvieane
Y1119 8n15IUIN1TvRsAudUTNITTeyarialigansvis g IuisUseinalng

U Y1191NAEIUEITTUH MUBIRUTENBUYDIAUEUITNITURYaviae?

asAUsENaUVRAUdUIN1TTaYa AMNAINNIY  AuRawela t P
vioaifien X S.D. x  SD.

1. éﬁuamuﬁ 4.03 0.65 409 0.68 -1.510 0.132
2. fEISIIEANLEZAIN 3.92 0.71 397  0.70 -1.613 0.108
3. FUAMNINANTUINTYDS 418 068 434 0.65 -4.852 0.000*
YARAINT

4.fUtayATAUNARIUATT
. 4 4.08 0.68 420 0.66 -3.985 0.000*
yioufig

ATLLULRAE TN 4.08 0.60 4.19 0.60 -4.067 0.000*

*P < .05
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3. ﬁm’mazmmﬁy’w‘%mm@uéﬁmi 412 082 416 082 -0.734  0.463
Toya
4. qudusnisiinsanussasiousn- 393 081 4.05 0.87 -2569 0.011*
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NYUIAUDIAY

ATLLLLRAE TN 391 071 3.97 0.70 -1.613 0.108

*P < .05
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AIUAMNINNITUINITVIIYABINS ANAIANIY  AUNINE TR T P
X SD. ¥ S.D.

1. iWwihiluinnsteyagndes 418 080 436 077 -4.251 0.000%
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Wz lunsiaunig Judu
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Unvieadien
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f Y119 INALIUAITTUNN FUUNAUAUTBYATAUNAATUATTYDNE?

dutayasssumadiunisvieaiisn  anumands  anudewele t P
X S.D. X S.D.

1. dayaiinnudnlataay Wiaula 421 076 428 075 -1.524  0.128

2. fifoyadrumsvieadiennsudiu Wy 413 080 429 073 -3946  0.000*

anuiivieaiion in $ruemns ms

Auvng wanakasauUszngl 1usu

3. funufivannvaneguuuudmsuumas 413 086 425 077  -2584  0.010*

vioaLlen

a. fenansuanwinfinrumainvats 4.06 089 424 081  -4.198  0.000*

5. lonansiifeyansudiu Wy anudl 408 081 422 076  -3133  0.002*

vioafled M nMaifune Huemng

wANaLazauUsziwG] ilonns
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AN

7. melwonansinwaniuiivienfien 402 082 416 081  -3.196  0.002*

Usenau &89y

8. lonansisuauifipaneiia 407 080 422 078 -3866  0.000*

9. fimsliudnisdeyaiesimusssnlve 396 088 405 091 -1890  0.059

udnviouien 1wy AefinsufoRuaylsl

msUfuRluUszwmelng Hudu
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fu (Independent t-test) Wnaualuzukuun1seUTENOUANLITES

M1319% 28 AnTekaReNIsTeULsuAUAIavisvesinveuiedsenInnguidnvie e

BsLaznauTnvieuedLlsy TunmuedusEnouredguiuINIsUayaviodien

asAUsENaUYRAUdUINITTaYa iinvieadien  tinvieadien t P
vinaiilen Lo glsy

(n=200) (n=200)

X SD. x SD.
1. éﬁuamuﬁ 4.00 0.64 407 0.65 -0.996 0.320
2. ﬁm%émwmmazmn 3,95 0.69 388 0.73 0.999 0.318
3. AMNINNITUSNITVBIYAAINS 422 065 414 072 1120 0.264
4 Foyaansaumearunsvioadien 412 067 403 069 1315  0.189
ﬂ%LLuULQa‘IEﬁ’JﬂJ 4.10 058 4.04 0.62 0.939 0.348
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eLFEkaNgNUnviauedglsy IUNAILAUEa LR

iinvieadin  sinvieadien t P
Frugauiing ova Sy

(n=200) (n=200)

X sD. x SbD.
1 aouinsoglufiimuniléie 403 075 410 086 -0.858 0391
2. fithevsvendaauindumud 403 077 416 081 -1.645 0.101
foyavieaiien
3. ﬁmmazmmﬁgﬁﬁnm 4.08 0.81 4.17 084 -1.087 0.278
AugUINISUaya
4. quiuINSTNIANUsS 394 079 391 084 0369 0713
axviousndnwalindulne
5. WuAvegUiUIMsTiAL 394 081 400 084 -0730 0.466
WingauAunsiAuIAIg
ﬂ%LL‘uumgﬂi’m 4.00 0.64 4.07 0.65 -0.996 0.320
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Questionnaire

THE INTERNATIONAL TOURIST’S EXPECTATION AND SATISFACTION
TOWARDS SERVICE OF INFORMATION CENTER’S, TOURISM AUTHORITY OF

THAILAND AT SUVARNABHUMI AIRPORT

Instruction
1. This questionnaire is designed to be the data collection tool for the research purpose of a master
student in Master of Science, Faculty of Sports Science, Department of Recreation and Tourism
Management, Chulalongkorn University. Researcher will analyze your data for conclusion to support
study of the international tourist’s expectation and satisfaction towards service of information
center’s, Tourism Authority of Thailand at Suvarnabhumi Airport.
2. This questionnaire is divided into 4 parts as follows;
Part 1 The General information of respondents
Part2 Tourism behaviors of respondents and Behavior of respondents in using the
service of information center’s, Tourism Authority of Thailand at Suvarnabhumi Airport
Part3 International tourist’s expectation and satisfaction towards service of information
center’s, Tourism Authority of Thailand at Suvarnabhumi Airport
Part4 Recommendations of respondents for service of information center’s, Tourism
Authority of Thailand at Suvarnabhumi Airport
3. Researcher would like to request your kind support to provide true information for all questions
because your response will be useful for further analysis. Researcher will present analysis findings
based on overall data, no specific reference to any respondent.

4. Researcher highly appreciate your participation in this study

Ms. Chonthirot Sukhom
Master Degree, Management of Recreation and Tourism

Faculty of Sports Science, Chulalongkorn University
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Part 1 The General information of respondents
Instruction Please select the most suitable answer by marking 4 in the box [ and fill in the blanks (please

answer all questions)

1. Gender
O Male [ Female
2. Age.ooiiinnnnn, years
[ 18-20 years [ 21-30 years
D 31-40 years D 41-50 years
O s1-60 years O 60 years or older
3. Education level
[ Lower than Bachelor Degree [ Bachelor Degree
L Master Degree O Higher than Master Degree

4. Occupation
O student [ private officer
[ Government/State enterprise officer [ Business owner
O others (please SPecify)......couvmvrveririririenennnns

5. Monthly income
[ Less 1,000 USD [ 1,000 -2,000 USD
[ 2,001-3,000 USD [13.001-4,000 USD
[ More than 4,000 USD

6. Region of residence

O] Asia (please specify).......ccvevrervrnnnnee. | Europe ( please specify ).....cocovvrvrverenennnes
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Part 2 Tourism behaviors of respondents and Behavior of respondents in using the service of information
center’s, Tourism Authority of Thailand at Suvarnabhumi Airport.
Instruction Please select the most suitable answer by marking v in the box [ and fill in the blanks (please

answer all questions)

2.1 Tourism behavior
1. Have you ever visited Thailand?
O ves............ times I No
2. Duration of tourism in Thailand, approximately
013 days O 1 week
[ 2-3 weeks L 1 month
O Longer 1 month

3.Purposes of tourism

[ Relaxation/vacation N Business/meeting
[ Education O Visiting friends/relatives
O others (please specify) .....oovvvnivniannn.
4. Persons who join your trip to Thailand
O Alone [ Friends
O Family O others (please specify)..............

2.2 Behavior in using the service of information center’s, Tourism Authority of Thailand at
Suvarnabhumi Airport
5. Have you ever used service of information center of Tourism Authority of Thailand?
O ves.......... times O No
6. Information requested (you can choose more than 1 answer)
O Travelling information [ Festival and traditional fair
[ Restaurant O Tourism attraction

[ Accommodation O others (please specify) ....ocoovviiniiniinnnns.
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Part 3 International tourist’s expectation and satisfaction towards service of information center’s,
Tourism Authority of Thailand at Suvarnabhumi Airport

Instruction Please specify expectation/satisfaction towards service of information center of Tourism

Authority of Thailand at Suvarnabhumi Airport in 5 scale; Highest, High, Medium, Less, Least. Details
of 5 scales are as follows;
- If your expectation/satisfaction towards service of information center of Tourism
Authority of Thailand is Highest, please mark 4 in the box Highest.
- If your expectation/satisfaction towards service of information center of Tourism
Authority of Thailand is High, please mark‘/ in the box High.
- If your expectation/satisfaction towards service of information center of Tourism
Authority of Thailand is Medium, please mark v in the box Medium.
- If your expectation/satisfaction towards service of information center of Tourism
Authority of Thailand is Less, please mark v in the box Less.
- If your expectation/satisfaction towards service of information center of Tourism

Authority of Thailand is Least, please mark v in the box Least.
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Attributes

Expectation Satisfaction
2 £ -~ =
S 5| 2| ¢8| 8| 2| 5| 2| 8| %
Ll E|2 |3 g 2l E|ZB| 3|8
= = = =

Location of information center

1.Location is conveniently accessible

2.Clear signage of information center

3.Cleanliness of information center

4.Decoration of information center convey

Thailand’s identity

5. Size of information center is suitable for

service

Facilities of information center

1. Facilities or service support for
handicapped people such as officer who can
communicate by using finger language,

braille document

2. Free computer and internet service.

3. Cooperation with external tourism

organizations

4. Availability of documents, journals,

books about tourism

5.Availability of safety and first aid kits
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Expectation Satisfaction
Attributes 5 = E » 2 E = E » 2
< 20 = ke s = 5= = £ 3
o= D | o= = D ]
E| 5| S = | g < ~
Service quality of personnel of tourism information center

1. Personnel provide accurate and complete

information

2. Personnel are eager to provide

information quickly

3. Sufficient personnel to provide service

4. Personnel in charge at information

service all the time

5. Personnel provide additional information

that are useful for tourism

6. Personnel can communicate in English

correctly and fluently

7. Personnel service with courtesy

8. Personnel dress properly

9. Personnel have knowledge about
tourism, ability to suggest tourist

attractions, accommodation, transportation

10. Personnel service tourists with

friendliness
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Attributes

Expectation Satisfaction
2 £ -~ =
S 5| 2| ¢8| 8| 2| 5| 2| 8| %
Ll E|2 |3 g 2l E|ZB| 3|8
= = = =

Data of tourism information center

1. Information is clear and interesting

2. Complete tourism information such as
tourist attractions, accommodation,
restaurants, transportations, festivals, and

traditional fairs.

3. Variety of maps for tourist attractions

4. Variety of free documents

5. Complete information in documents in
terms of tourist attractions, accommodation,
restaurants, transportations, festivals, and

traditional fairs.

6. Proper size of document, portable

7. Attractive pictures of tourist attraction in

documents

8. Sufficient documents for tourist

9. Information service about Thai cultures
for tourists such as Do’s and Don’ts in

Thailand

10. Information service about safety of

tourists
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Part 4 Opinion and Recommendations of respondents for service of information center

of Tourism Authority of Thailand at Suvarnabhumi Airport
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Information of demegraphic research or research participants

Title of research project: THE INTERNATIONAL TOURIST EXPECTATION AND SATISFACTION TOWARD
SERVICE OF TOURIST INFORMATION CENTER'S, TOURISM AUTHORITY OF
THAILAND AT SUVARNABHUMI AIRPORT
Name of researcher Miss Chonthirot Sukhom, position: Master student, Faculty of Sports Science,
. g}hulalogkorn University
Addressiof re:;earcher: 288 /141 Town Plus Suvarnabhumi Village, Moo. 14, Soi Kingkaew 37/4, Kingkaew
: Road, Tambon Rajathewa, Amphoe Bangpli, Samutprakarmn Province 10540
- House telephone No. 02- 1752641, Mobil telephone No. 083-1727785 -
E-mail; chontirot@hotmail.com
You are invited to participate in this research but before making decision, it is vital for you to
understand the reason why this research is being conducted and its relevance, please take times to read
the following information carefully, you can contact me directly for more information or any ambiguous

information that you may find.

This project is relevant to expectation and satisfaction of international tourists to service providing by
Tourist Information Center of Tourism Authority of Thailand at Suvarnabhumi Airport

Objectives of this research are divided into 3 tobics as follow:

1. To study expectation and satisfaction of international tourists to service proving by Tourist
Information Center of Tourism Authority of Thailand at Suvarnabhumi Airport. !

2. To compare difference between expectation and satisfaction of international tourists to service
proving by Tourist Information Center of Tourism . Authority of Thailand at Suvarnabhumi
Airport.

3. To compare expectation and satisfaction between Asian tourists and European tourists to
service proving by Tourist Information Center of Tourism  Authority of Thailand at
Suvarnabhumi Airport.

Participant are international tourist who live Asia and Europe. Totally 400 persons / tourists.

Specific sampling method is use in this survey. 200 persons/tourists each from Asian and European

countries who use services provided by the Tourist Information Center of Tourism Authority of Thailand at

Suvarnabhumi Airport will be selected. W criteria of research participants are in the

oo i Protocol No. ’\%%1/55,.
Selection Crteria: &
FEB 2014
1. Ageis ot less than 18 years ¥ Date oprproul_ﬁFEBzmS\
Approval Expire Dats............iccvrrmvie

2. Able to communicate in English.
3. Research participants must join voluntarily and be ready to provide cooperation in the research.

This survey will take 5-10 minutes of your time.
After research completion, all obtained information of research participants must be destroyed to

protect privacy of research participants.
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Researcher and research assistant shall explain objectives and reasons to join in this research to all
participants, if any participant who .is illegible or cannot write researcher and research assistant shall
explain to participants themselves.

Screening research participants must be conducted by any mean, if itis found that such participant
is not in selection criteria or any assistance / suggestion is required, researcher and research assistant shall
advise service of Tourist information Center of Tourism Authority of Thailand and make conversation to
express hospitality, good care or suggest information about Thailand.

) This research shall not render any danger or risk that involved with physic?l. mental, social,
economy or even believe of research participants.

Advantage of this research, researcher shall be aware of the level of expectation and satisfaction of
international tourists to service provided by Tourist Information Center of Tourism Authority of Thailand at
Suvarnabhumi Airport as well as presenting research results to Tourism Authority of Thailand to be used as
information for consideration to find improving guidelines in service providing of Information Center and to
provide service that reached expectation of international tourists as well as rendering impression among
foreign tourists who use such service that reached their satisfaction.

Participation in this research depends on your volunteering, you can refuse or withdraw from this
research any time without providing reasons and without loss any benefit.

Your personal information shall be kept confidential, research presentation is conduct in general
aspect and there is no personal data appeared in the report.

After -filling in questionnaire, @ souvenir shall be given to research participants as token of
appreciation for his/ her time.

If you are treated differently from information mentioned above, you may claim against at Human
Research Ethics Committee, Interdisciplinary Group Institute Series 1, Chulalongkorn University, 4" Floor,
Institute 2 Building, Soi Chulalong 62, Phayathai Road, Khet Pathumwan, Bangkok 10330, Telephone No.
02--2218-8147 or 0-2218-8141, Facsimile 0-2218-8147, E-mail: eccu@chula.ac.th”

Protocol No. ....1.‘%.12:...1....../...5.&..........

}; Date of Approvd—" FEBZU“
Approval Expire Dats........ 6 FEB 108
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