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THE STUDY OF CLIENT REQUIREMENTS IN CHOOSING
ACCOMMODATION IN SURIN PROVINCE

hamamaon Suwantais

Faculty of teternational € ollexo, Suan Sunandha Ratakhar Universire. Bamghol, Thelfeone
E-Mast Kancmon sivissr ae th

ABSTRACT

Ihe gonl of this research i 1o determine customer reguirensents | chousing accommedation In Surin
province, Thatland The study purpose 1s to define custumer expectations |n chooslng secommodation in the
locul aren 0 ald local husiness owners The owtcome of this research will be provided 1o local hateis and
nccommodations in Muang Disirier, Strin Province Thalland

Methadalogy in this research allowed researcher to galn qualitative dat from the tourists. The dam was
collected fram 200 teuristh in Miang district, Surin provines from 151 Februury: 1o s April, 20107 from
both sexes and from different demographics 1o cremte variation (i data based The uestionnaires were

divided | three parts; demagraphlc profite, general information on tourise behavior and factors affect to
decision making in choosing sccommodation

The finding of this research showed that the most popular means of sccommidation searching is
through intemet Prico is also one of the main fictors affeets 1o tourist dechilon mhlng Moreover, cholees of

roamt priced should be avallable o select In additian, the results dircted that check In and check out timing
speed 1 also unathet Important component And finally, the intemet connection (n the aocormmodation ares
should be provided gratuity

Keywords English langinge, |omestay, Using English, ASEAN
INTRODUCTION

Ihailand |s one of the top towriss destintions in South East Asis 11 has rich Wistorivcal herfinge shies as
well s stunning natural attraetions. Chon (20000 mentlon In her resenrch that organizations melude The
Exatiurism Soclety (TES), o surrogate ylobal ecotourism sssociation hased in wited states of America and
the Ecotourism Assaciation of Australls (EAA ) stated that wourism In South east Asiy especiully ecotouriim i
growing mpidly Elliot (1987, explained that tourlsm in Thalland was first ewablished by The Tourism
Organlzation of Thalland in 1959 and was renamed as the Tourlsm Authority of Thallasd (TAT) In 1976
After the TAT bewan a national marketing plan called -Amazing Thallind: In 1997, Thal Toarsm Indusiry
hae heen recognised as the top loueist s currenicy generator and has boosted the national economic snd leipel
the coumtry fiom the cconomic dowitarn crisls during that period) Many types of fmriun have promates
St is Thal arts and lifestyVe, agsieultural tourism, sports tourlsm, shoppitg tourism and domestic tourism

Tourlsm industey plys an important role (o Thai Economio, Acoording 1o the unnual report from the
Pepariment of Tourism and sports 2017, stated fhat nuntbers of tourfsts from different coustries travel 1o
il are continuuusly Increasing every yeur th 2016, there are 27,842,753 tourtsix mavel 1o Thailand and
i danary - April, 3017, the munbers moreasing 10 28.824.753 As lor Surin provinge, (here veere |, 044 dan
tourtses raviled 10 in 2014, Surin, which lterally means -City of Happiness or -Peacelil City, Is situated in
the lower st of the Northeasiery reglon, shout 410 km from Hangkok Surin area is approximately 10,321
“uare kilometers. Many evidences of ancient Khmer culture were Founded sround (s area fram the
Dvaravatl period (6th 11t centuries CF 1 Nowadays elephurits are Surin s claim to fame In the provinee s
northern reaches, un entlre village  Baan Ta Klang —has long been deveted o elephiants, which huld a
pecial place in That and Khmer cultures (Touriam Avdhority of Thaltand TAT, 2007

EACITS Copynghy h:k_numa_m. The 2018 ||Ii=l‘ll¢_ﬂﬂl-l':l-.| A;-'n.imﬂu Research Comilbretiie In Vienna 136



Fowrism Authority of Thallimd (2007 suted that in 2002, numbers of wuriss travel 10 Surin provinee

in 2015 is ar 896,262 and hua Increased 10 1,044,669 peole In 2016 which bring more [ncame (1 the
province from 1835 million THE in 2015 w 2,035 milllon THB In the ollowing year Numbers expected to

rise Sehimbiz A (2012) explained abaul the consuming pattern that consumer behavior begin with having &
stimulus o imulaie the fealing which create the sersz of needs which drive the comsumers to make o
purchise: The Stimulus can be dividing into Inside stimulus snd ouiside stimulus The inside stimulus
tappencd lrom the unbilunce in human s mine The owside stimulus can be dividad lnto marketing stimuliis
cancertiing with marketing mix of 4Ps Produgt, price. place and pramotion and other stimulus which canno
be control for instance. seanamic divs it

Dietrieh 120101 explaitiod in hes reseanch 1t there are many slgnificant factars that Inflience people
decision miking For mvance, past experionces, hinsed. 8 growih of commitment and oulcomies, individu!
diflerences. Including ge and a belief i personal relevance She dlso state that past expetiences cun Impact
fisture decislon muklng This explaios that when something positive resulis from # decision, people are more
likely m decide In u similar way or repest that decision again Viamjanya 2016 stuted in her research that

The Interniel hus vastly heen hnown s the key drive of growth for the demands and supplies of the tourism
Industry Consumers|  behavior has also been shifted In ways that they greatly adapt the lntemet i therr life
including as the source of tmvel motivation, expression and irip planning The Internet endlessly supports
people [n the poat modern workd In exploriig new things more easily Particularly, consumers lodiy hive
Inereasingly songht for irditianal, Indigenous and authentic expertences. Along with the fact thar buying and
scllimg of many murism products wday |4 mainly based on direet contact, especially In small wnd wedim
enterprise marker Aconmmedatian m Thalland. has nowadays adopted o marketing straiegies, in spite of lis
superficigl level of knowledue about emarketing Internet hased advertislng setivitles Involve utllizing soctal

fedin, partal sites and dustination sies for scoommodazion lisings thar lnk 10 particular sccommodation
business domalng A few accammodation busimusses apply CGioogle Plus: n social serworking platfierm for

discovermg and sharing digital content with fiends, Fimily and cowarkers, oy promothon, and Coogle Ad
words 1o sdvertise the biiness.

METHOROLOGY

Thie dbjective of this feaearch Is w determing fictor affecting wiirists decision maklng in choosing
secommodition in Surin province from (he questionnaites The method is 1o analy e data from the

uestionnnires v determine the customer s necds
Research Approach

Resensch upproach helped mscarcher 1 find tactars that Inflience to customer declalon in choosms
accommusdallon and determining customer espectutions. The researcher use quantitative method o colless
dati This research wink conducted by disribuied 200 guestionnaires 1o collect the data Trom 200 lourksts in
Munie distict, Surin provine The Data were collected from hoth sexes and fram differen) demographics o
wromte variation in daw bused Accarding from the statistic of annual jouriats travel w0 Surin province, in
2044, thers were 1,044,669 peaple taveling 1 Sunn (The Department of Tourism and Spons, 2017, This
fitber was utllized (o caleulate the accurste amount of questionnaire for this research The questionnaires
were conduct only duting throe months period from | s February. 10 30s April. 2017 8o when using Taro
Yamane caloulation withSs allvwable error the amount of questionnalies should be al 400 However,
foscarcher limited samples from Muang district only and ulso not dring high seasan

Fhe 200 questionnaires were collected from 200 tourlsts in Muang disteict, Sarin by using o
representative sample methods: simple random sampling Tor guantitative sodles sres Researoher distribule

the questionnaire 1o ten represettulive hotel In Muang district, Surly
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Redearch Tnstramend amd Data ollecilon

It this research, the research instrumenty wers (uestionnaire The guestiunmalre method wes employed
i gain guantitallve data from tourists In order 10 analyee (urists pesds in geneml The questionnalres were

divided Into theee pars; demogriphic profile, general Information on fourist behavior and factors affect 1o
deinlon making I choosing secommodation m fnd sl about customers: perception and expectation

livwarids the preferred accommodation ss well as the customer expectalion un the services. The quamimive
daty wiis mnalyzed and demonsimicd in Frequency, percentage and mean By solicit 5 lecturers In ihe
Tourism Industry who had experience dolng research bufiore to rate the questiomnalre, (utal store given were
#.ouof 10

L intanions

The Limitation of this research was the limitad of time 10 colloel the yuanittutive dats which ook pluce
n Mumng disrice, Surin province. Thullind during |51 February 1o 3081 Apeil. 2017

RESLLTS

The research finding discussed the result of the 200 questionnaires concerning customer s about lictors

affecting 10 customers decision muking I choosing accemmodation In Surin, collected during durlng st
February. 1o 304 April. 2017 from 200 tourksts in Surin The quostionnaires werg divided nto three sectiong;

demographic profile, peneral Infurmalivn on Wwrist behavior and Factors affeet (o desishm making (n
chuosing accommodation

The resylts of the questionnaires were 16 [ollowed there were more mnles (58 50 tmvelling 1o Surin
than females 4] 5 Most of the respondenis were from Asl 425 The majority of the respondents aged
hetween 3643 yenrs accounted for 39 wand tourists who were 4653 years pecounizd for 21

As for the education level, 655 « of the responderts gradusted in i Bachelors degree followed by 154
w gradisted in High schoal lavel The marital stutus showed Uit 3300 of the respondents are murtled, 30 0-,
are single and 80w e divorced widows! In the veoupation seetion, research result found than 38 U sl the
Fespandeis swark i the private compary, 77 0w al the respanidents work for gnvernment and 10 5+ lave got
their own business Moat samples hive revenue from 20,001 30,000 barwmanth which secoumed for 36 04
followed by Hof revenue from: 50,00 | 40,000 bathsmonth

When sidied the goneral information on lourist behavior. researcher friund that T of the respondents
are repeated touriuts and 30 of the respondents traveled (o Surln fur the Dest tme The tourists tmveled slone
secoimbed for 37 8. Thers were 31+ of ourists who traveled sith familles or relutives und |9 traveled with
frietds Ak for the length of sy, the result showed that 64w of the respondents stayed for |3 mgh,
followed by |5 5 stayed for 4-7 nigho and W sayed for 1530 nights Researcher found that S5« of the
samples imeresied (o stay in the hotel. 28 5« choose to stay in an apartment and 8w literested in Bungaliw
The price ol the seeommodulion Wal attracted tourists the most s SO0 bullwright and 10012000
bathianights which both sccounted equally for 35« Fallowed by 011,000 hathnights which accounied (e
145 The resiilt showed that 2254 of the respondets know about the accommodation In Surin through
internatwehsite, 21 3n recognized the sceommodation from triendsword of mouth and 21 0w known about
their sreommodation through Travel Agent Company For the Booking Method, 18 %« of the samples biooked
their accaminpdation Mirough hotel website, 190 made a reservation with Travel Agon| and 16 5, hooked
thelr seeommadation by phone.

I part 3, the research focus on fhctors affect to dechilon miking In choosing accommndation in
phvsical fhctor, service factor, price factor | booking shannel actors and other fhetors The tesult are

pressnting In the wmble below
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Table |
Physical Factors of the accommodation

physieal Factors of the accommadation : X
lbcutinn near tourtst ametion near cily E L
Atmoaphiore of in room | accomimodition urea im
Clennlineas of In roon  aecomimoditlion sres 143
Size of mom 362
warlous room kypes 358

When observe the resull in eseh Foctor ressarcher found thet e phyvsical Factors of the
acenmmindation Iy very Important | X' -3 78,

Fable 2
Service factor
Service fuctor X
Rapidity of service 187
Adequate stalT for guast nesds T
Seaft frienidliness k0
Staff ahle to communicate in your languags it

The overall importance of service factor are raied as high | X 380

Table 3
Price Factor
Price Factor T
VEFIOE IO prices 180
Rensonable price Tor room quallty 175
Chanper price than other place 172
Promotion Diseount irs
elearly fnform roim prices 162
Prite Factr are rated as high | X -372,
Table 4
Hooking Chanel Factor

Bouking Chanel Factor v
Travel agent booking service s
Accommuoidation s websjie 142

An o Tinal point e impartanee of Booking Chanel Factorre rated as Wigh | A aam

Tiilile £
inher Factor

CICTITS Copyrht by Al Iz 2000 Mnberriabbomal Asslemic Research Clonfierence Ji Vignng 339




Diher Factor %
Iiterniet - WiF; 409
Parking 1A
Wentuurant  Har g
Sevurity 184
| aundry Service 132

The overall imporsance of other fewnr are rited as high | X -3 73,

According 10 ihe duta. the resull show thal the overall lnpurtance level of fictr fn hoosing
nccommodation such ks physical fctor, service Factors, price fctorn s booking channel (s were

rated very high X 174,
CONCLUSION AND FUTURE WORK

Conslderate from the resenrch findings, sceommodatlon owner should pay artention lo cusomer
expoctations and needs In some aspests more than others Masiers P, 2000, smted that the toals for
Implesmenting are The Matketing Mix which can be determining by using the 4P which are praduct, plnce.
prive und prometion

Prodisct The twner had fo adipt the product correspond 1o the need of the customer which in this case
had to he anthentic and origingl because thars what the 10urists sought for secommadation According (s the
research restilt, custamers require muny activities fivolved with traditional culiure such a2 chance o leam
mew culture, village rour, [oenl mraction tour. villuge daily 1ife experiences, locul ceremony participution,
and internctive conversalion with local people:

Price. According 1o the tesearch Mnding, the price was the most lmportam Fctor people would
considered when chooalng Home Stay 'riee should bo corresponding 10 the product quulity The price can he
sel up aczondling 1w the varget customer The price alao conld be set up sccording 1o other competitor by sat
our price wlightly lower than the competitor to atirct more wuarists However, {or sccommodation. custamers
Are sensitive to price, the wecommodation provider shoold consider 10 set & low 16 medium prices which was
enerally around S0 000 haht per night

Place: In accommodation.  Place refers 1o location which |s suitable for the produt. Customers
expected to see real traditional ways of Thal, therefire, pood locations for secommpdatinn shoubd be in the
rurnl aren where there were many trodilional ritsals that ourists participated In

Promotion. Accordling (o the data collection, & researchier found tht |12 people out of 200 studics |n
Bachelor degres level o the age 20 30 years which were acoounted for 62 from all the samples Thin dus
showed thit universlty suidents were another imporant markes for accommodation Aceommoditlon
providers shomld come up with approprime package for them such is discount or apecial activities for by
growp

In canclision, the rescarch result showed thin 1urists who travel o Surin provings booked tieir
accamtiiodution through Internet the most, comseguently horel and accommodation awier should focus more
on preseiting their prodiet using online teave! agents. Mareover, the seoommodarions owner should sl
comsider having hotel webilte conmming online reservation system in addition. the accommodation owner
should pay amenion 10 emplovees competency Emplovee should be able (0 work fit a5 well 1 I iy
service mind Moreover, various mom types should be avallable at e premises @ create more sltermative to
the custoitiers And finally, free intermnet and WEFI (6 also substanttal companent nowadays A free Wil m
the reslident ares can be wppealing for tourists,

Futiire Research
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.

Ihe fiture research should focus on the products and services that customers: expoct 1 be given when

stying i an sccommodation in Swrln provinee and comparing with the setvices secommodation owner
provided Hy comparing both side, researcher expect 1o gain mare informution 1 imprave accommudation «

product and services 1o be equivalent with customer s needs. A further siudy can be complete by an it depth
data amalysis by wreanging Interview with tourists 1 Surin Provinee to farther find wul gbout somsimers
requirements n dept to develop sccammodution s products and services in the fiture

ACKNOWLEDGEMENTS

| ol ke to express my sincere thanks to Suan Sunandha Rajabhar University for fivaluabls help
throughour this research | also would like to ackoowledge the Research mmd Development [nstitute,

SunnSinandhaRkajabhai Univernity, Hangkok. Thailand for Maancial support and Tor thelr guldance, Hhiprer
vislon wnd contimiously encouragement throughowr the research process inally. | alio would Hke w Uk
Professoi  Doctor - krongthongKhatriree.  Director of Imeenationnl  College,  SuunSusandlsiaalihal
Liniversity

REFERENCES

1] Albatadejo-Pina, #2009, Tourin preforence for niral howse staya Evidence lrom discrete cholee
modeling lei Spain, fowrism Mateigement, Vol 30, PpR03&1 |

[2] Torbin, J 2008, Masics of Qualitative Research. 1t ed London Suge A pplications lne

(3] Ehony, K5 1999, Functional und Symbolic Appraaches o Comamer Satintaction issanistuction
Journal of the imernational Academy of Hospilility Research, No28, Ppl20,

(4] Chen, K8 2000 Tourlem In Southeast Asla 15t ed NY Haworth Howpitatity I'ress

(31 Departoient of Tourism and Sports | (2017, Internations) Towrist Arvival, Online URL
Wit tiewdiot2 samartmultimedia com firmsuploudad I nformation- 20T echnology 20 Centeratst 276
2010thallands 20Touriam=20Statintlee 20T oah20T oy rlsme 2063 pdf

(6] Dretrich, € 2010, Decision Makimg: Factors thar Influence Dectsion Making. Heuristies | ised and
Decinlon Outoomes ' Student Pulse, 202, Onlines URL: hitp s studesipulse coma?ld- 180

[7] Elliod, 111987, Government managemens of lourism A Thai case study Tourlsi Manigeniend,
Vil 8, Pp221.732

8] Master, 1* 2000, T dovelop & susminshle Marketing Plan for Thailand s 1ome Stay Operativn
Master Degree Banghob Sl University

(91 Mykiel, R 2007, Handbook of Marketing Researeh Methodulogios for Hospllality aid Tourism 51
el New York Routledge Taylor & Francls Group

(VO] Manikin, B A folub and W Smith 20120, An empivical evidence o the usage of internes
iarkating I the hospliality sectar in an emerging economy und ite relazionship 1o profitabiliny.
Imemmunonal Review ol Sociul Seiences wnd Hamanitles Vol 410 Pp 181- 107, Online URL
it rssheamyabioo e adminassets doos 20 IRSSH 395 VAN 23] TOANAS o

[1 1] Sehmmne A 20120 Murkating Principles, (Online] URL
It20 | Bhooks baedbuck ot arg books marketing principles v | (rindex hunl

(12]Siripen Viamjusya 2016, Endogensus and [Exogenons Factors flsr e Murketing Technilogy and
Inncvatlon In Homestay Fetablishments A Case Study of Samur Songkhram Province, Thailand,
Jourmal af Economics, Business and Managemen) vol 4, 1o, |, pp 4046

|13] Susittayapan, N1 2002), The study of nows, knowledge and tendeney of Thai louriam traveling (o
Home Sty Chulalonghorn Universlly Press, Vol 3, pp.i23. (28

OIS Copyensht iy Authises) higy 2008 Itervutional Acuderniy Rescireh Conlersnes | Vi 241



[14] Toutlsm Authority of Thailand AT (2017, About Surin Tourism Organization of Thailand
Oficial Site, (Dnline) URL bty dial wourismthalland org

CIEITS Conyright by At The 2018 Ienational Acwlermic Resesrch Conforenos in Vienrs 343



