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ABSTRACT

The objective of this study was to examine the satisfaction of tourists on claiming for
Value Added Tax (VAT) refund at Chiang Mai International Airport. Data were obtained frorﬁ
the group of tourists who claimed for VAT refund at Chiang Mai International Airport, Chiang
Mai Province. Data from 200 questionnaires were used for data analysis by descriptive statistical
procedures, including frequency (percentage) and mean.

Results of the study showed that most of tourists visiting Chiang Mai during the
time of the study were Asian, especially Japanese. The purpose of visit was to spend their annual
vacation. The length of stay varied from one to five days. The amount of money spent was
between 20,001 to 25,000 Baht, The most popular product that the tourists bought was silk
because of reasonable price. Tourists got information regarding VAT refund from in-flight
publicity. Most of them had moderate understanding regarding the issue. Because most of
tourists in this study came to Thailand for a vacation, they rarely claimed for tax refund. Because
the Department of Revenue had enough number of officers on duty, the process of merchandize
mspection and reimbursement did not take too much time. Tourists found that the service charge
for the process of reimbursement was reasonable. Owing to the national policy of promoting
tourism, one of the strategies emphasizes the promotion of Thailand as a center for shopping. In
addition, the government regularly put effort on publicizing tourism, especially in terms of the tax

refund policy and facilitating tourists’ convenience in buying Thai products, in order to bring




foreign currencies into the country. As a result, it appeared that tourists had positive opinions
regarding the VAT refund at Chiang Mai International Airport.

This study focused on tourists’ satisfaction with quality of service, knowledge
and ability of officers providing service, length of time for processing, location, documentation,
and office equipments. It was found that tourists rated their satisfaction in high level for all
aspects of the service; satisfaction with quality of service (3.75), knowledge and ability of officers
providing service (3.5), length of time for processing (3.61), location (3.70), documentation and
office equipments (4.60). However, the only one aspect of the service that tourists rated as
moderately satisfactory was the service publicity (3.31).

From perspectives of tourists from Asia, Europe, and America, male tourists
rated their satisfaction with quality of service in high level (4.05) while female rated in moderate
level (3.46). Similarly, male tourists rated high level of satisfaction with officers’ knowledge and
ability in providing service (3.62), while female reported moderate satisfaction (3.38). Both male
and female tourists were highly satisfied with the length of time for processing (3.71 and 3.52,
respectively), location (3.70 and 3.70, respectively), documentation and office equipments (4.31
and 3.81, respectively). In terms of service publicity, male tourists rated in highly satisfied level
(3.74) while female tourists rated in moderately satisfied level (2.89). In summary, tourists were

highly satisfied with the VAT refund service at Chiang Mai International Airport.



