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ABSTRACT

The objectives are to study the levels of customers’ satisfaction with the services of an
adventure tourism company in Chiang Mai Province and to identify related problems and
obstacles as well as to obtain the customers’ advice and comments for the company to plan for
better service activities and greater efficiency. Primary data and information were collected by
questionnaire interview from 200 samples of foreign adventure tourists who uses the services of
an adventure tourism company in Chiang Mai Province during 1 — 20 June 2009. Analysis was
based on the results of descriptive statistics including frequency, number, percentage, arithmetic
means, standard deviation, as well as Likert Scale measurement and chi-square test.

The findings indicated the majority of the samples under study were characterized as
male (50.5%), age 21-30, single, bachelor’s degree graduate, with income under US$ 1,000 per
month and business/ private firm employee. It can be concluded that most foreign adventure
tourists were in young adulthood with preference to spend leisure time for travel and adventure.

The investigation on consumer behavior revealed that most samples under study used to
buy other forms of adventure tourism services before with the main reason for excitement, and
their most favorite activity was rafting/ whitewater rafting while their least popular choice was

sling flight. They were introduced to this particular adventure tourism company by the hotels or



guesthouses and decided to use the company’s services because of the advice of tour agent,
appropriate length and reasonable price of the programs.

On customers’ satisfaction, the study found the highest level of satisfaction was given to
the service quality of tour staff in terms of good service-mind, skills and experience (average
score = 4.82). The overall satisfaction was rated at 4.76. The next highest level of satisfaction was
found in the number of stations and slings, followed by the height of sling position and the nature
of forest, the location, the sling length, quantity of food served, driver, food palatability,
worthiness of money spent, punctuality, vehicle, village surrounding, hygienic condition of
equipment and tools, and sale representative in descending order, while website of the company
got the lowest satisfaction level.

The results of chi-square test at 0.05 statistically significant level revealed the love in
adventure tour was associated with the age, income, occupation, and nationality of the particular
tourist and the selection of the adventure tourism company by the tourists under study wad related
to the age, income and nationality of the tourist.

The study also found that there were no serious problems in participating in adventure
tour except for the complaint about smelly helmet and harness which should be cleaned at least
once a month. It was suggested that certificate be awarded to the adventure tour participants.
There were also recommendations for the company to maintain and improve quality of services
concerning reservation, and website to increase market channels, to increase customers’
satisfaction which in turn can improve the company’s image and the likelihood of word of mouth

promotion.



