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ABSTRACT

This study has the objectives to examine the effects of factors in the marketing mix on the
foreign tourists’ choice in using hotel services in Pattaya City of Chonburi Province, to understand such
tourists’ holidaying behavior, and to assess their satisfaction with hotel services. Information was
compiled by questionnaire survey from 400 samples of foreign tourists which can be distinguished into
225 European visitors and 175 Asian visitors. The analyses were based on the results of descriptive
statistics, Likert scaling , and t-statistic for the test of difference between European tourists and Asian
tourists in their opinion about the factors in the marketing mix that affected their use of hotel services, and
in their satisfaction with the hotel services.

The findings revealed that the majority of the European tourists under study can be described as
being male, married, 44 years old on the average, bachelor’s degree graduate, self-employed and private
company employee, and having 109,156 baht average monthly income. The most important marketing
mix factor affecting their use of hotel services as indicated by their ranking appeared to be personnel for
the attributes of the hotel staff’s service-mind and their prompt and precise service provision. The second

most important factor was process for the virtues of acceptance of payment by credit card and the



availability of room services, followed by the price factor for the reasonable accommodation rates and
the clear information about the accommodation rates.

Most of the European tourists chose the hotels located in South Pattaya area, paying on the
average 3,086 baht per day for a hotel room, with averagely 11 days length of stay, and spending about
40 % of their total holiday cost for hotel accommodation. They made advance room reservation
through on-line service of the hotel and found the information about the hotels from internet. They
expressed high satisfaction with the services of the hotel they stayed at.

Most of the sampled Asian tourists were found to be male, married, 37 years old on the average,
bachelor’s degree graduate, self-employed and d private company employee, and have 54,457 baht
average monthly income. The marketing mix factor they rated most highly for affecting their use of hotel
services was personnel for the attributes of hotel staff’s prompt and precise service provision and their
service-mind. Their second most important consideration was given to the process factor for the features
of room services availability and accepting credit card for payments while their third most important
deciding factor was price considering reasonable accommodation rates and clearly declared
accommodation rates.

The Asian tourists under study in most cases chose to stay in the hotels in South Pattaya area,
paid on the average 2,587 baht per day for a hotel room, stayed averagely four days, with their hotel
expense accounting for 28% of their total holiday cost. They booked the hotel rooms in advance
through online service of the hotel and learned the information about the hotels from relatives or
friends, and they indicated their high satisfaction with the hotels they stayed during the visit.

The test of difference between the two sample groups in their opinions on important
marketing mix factors revealed there were differences at statistically significant level. The Asian
tourists tended to assign higher scores for all four marketing mix: product, price, promotion, and
personnel than what the European tourists did. Meanwhile , female tourists both European and Asian
happened to be more generous in giving scores compared to their male counterpart.

The test of difference in opinion about satisfying factors also showed that the difference existed
between the two sample groups at statistically significant level. The European tourists appeared to
appreciate the physical feature like hotel location near the beach more than the Asian tourists felt, while

the latter rated their satisfaction relatively higher with the factors of price, personnel, and process.



