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Abstract

The purposes of this study were 1) to study the behavior of health tourists;
2) to compare tourists’ expectation and satisfaction on service marketing mix; 3) to
explore the situation, problem and drawback of health tourism; and 4) to recommend
the strategies for health tourism promotion in Trat province.

This study was quantitative and qualitative research. The samples were
1) 400 tourists used Spa and health massage in Trat province which were random by
systematic sampling method. A questionnaire was used for data collection and was
analyzed by using frequency, percentage, mean, standard deviation and t-Test; and
2) 6 health entrepreneurs including 2 health service professionals from government
sector were in-depth interviewed and data was analyzed by SWOT analysis.

The results showed that 1) most tourists selected clean health establishments
for reduce muscle ache focusing on back, shoulder and head massage. Most of them
have massage experience and travel alone. They received the information by word of
mouth. They liked to use day spa and used 1-2 times per month and spent less than
500 Baht each time. They preferred the places with natural style decoration near
downtown. 2) Tourists had satisfaction more than expectation for all service
marketing mix factors. 3) There were many health establishments with very high
competitive situation led to the shortage of therapists and massagers. Moreover, the
marketing promotion was limited including the lack of cooperation among involved
government departments to enforce the new law. 4) The recommendations for health
tourism promotion strategies in Trat province were to create a remarkable brand
which easy to remember; to use e-commerce to approach target groups; to set up
various price levels; to increase advertisement on internet and also use frontline staffs;
to design a noticeable process and decorate the places harmonized with Thai culture
and always kept them clean; to encourage the awareness of staff’s service mind; and
to provide training and morale.

Keywords: Health tourism, Health establishment, Service marketing strategy
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Questionnaire

Title: Strategy Development of Health Tourism Promotion in Trat Province, Thailand

Dear respondents

A researcher would like to receive your opinion which will benefit us greatly and help to define
Strategy Development of Health Tourism Promotion in Trat Province, Thailand. Your answers
won’t be judged right or wrong, just write your own opinion.

Thank you kindly for your response.

Please tick a the |:| or fill in the appropriate gap.

Entrepreneur NAmE. ... ....oeueneeit ittt et

Section no. 1: General information

1. Gender
|:| 1. Female |:| 2. Male
2. Age
|:| 1. Less than or equal 20 years |:| 2.21-30 years
|:| 3. 31-40 years |:| 4. Older than 40 years

3. Highest education
|:| 1. Below bachelor’s degree |:| 2. Bachelor’s degree |:| 3. Higher than bachelor

4. Marital status

|:| 1. Single |:| 2. Married |:| 3. Divorces/Widowed/Separated
5. Occupation

|:| 1. Business owner |:| 2. Civil servant/State enterprise employee

|:| 3. Private company employee |:| 4. Student

|:| 5. Housewife/Househusband/Retired |:| 6. Other (Please specify)..............coeveen.
6. Monthly income

|:| 1. Less than or equal 600 U$ |:| 2.601 - 1,200 U$

|:| 3.1,201 - 1,800 U$ |:| 4.1,801 —2,400 U$

[ ] 5. More than 2,400 U$
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Section no. 2: Behavior information

1. What are your purposes to use Spa/ Health massage? (You may answer more than one choice).
|:| 1. Relaxation |:| 2. Relief, reduce muscle ache.
|:| 3. Take care of health/health Promote |:| 4. Therapy/cure disease.......................
|:| 5. Treatments experimental |:| 6. Other (Please specify)............ccoevevennn.
2. What are your reasons to select this place (You may answer more than one choice).
[ _]1. Reputation [] 2. Reliability

|:| 3. Standard quality 4. Cleanliness

|:| 5. Security
|:| 7. Good atmosphere

6. Reasonable rate
8. Material/ Equipped tools
|:| 9. Type/Treatment variety 10. Convenient travel
|:| 11. Staff’s courtesy 12. Full of facilities
|:| 13. Has specialized consultant 14. Public relation/Marketing
|:| 15. Other (Please specify)...........coeeennen..
3. How many times have you ever used Spa or health massage?
|:| 1. First time |:| 2. More than once...... times

4. Who do you travel with? (Choose one choice).

|:| 1. By yourself |:| 2. Family/Relative
|:| 3. Friends |:| 4. Work colleague/associate
|:| 5. Tour group |:| 6. Other (Please specify).................eu...

5. How often do you use Spa or health massage? (Choose one choice).

|:| 1. Less than 1 time/month |:| 2. 1-2 times/month

|:| 3. 3-4 times/month |:| 4. More than 4 times/month
6. When do you use it? (Choose one choice).

|:| 1. Monday - Friday |:| 2. Saturday - Sunday

|:| 3. Holidays
7. What time do you it? (Choose one choice).

|:| 1. 9.00 -12.00 a.m. |:| 2. 12.01 -15.00 p.m.

[ ]3. 15.01 - 18.00 p.m. [ ]4. 18.01-21.00 p.m.
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8. How much do you pay for each time? (Choose one choice).
|:| 1. below 500 Baht |:| 2. 500-1,500 Baht
[ ]3. 1,501-2,500 Baht [ ]4. 2,501-3,500 Baht
|:| 5. More than 3,500 Baht
9. What type or treatment do you like? (You may answer more than one choice).
|:| 1. Facial Treatment |:| 2. Body Treatment

|:| 3. Back, Shoulder and Head Massage |:| 4. Aromatherapy Massage

|:|5. Body Massage, Type............... |:| 6. Thai Herbal Massage

|:| 7. Foot and Hand Reflexology |:| 8. Hydro and Thermal Therapy
|:| 9. Health Food and Beverage |:| 10. Exercise for Health

|:| 11. Detoxification |:| 12. Meditation

|:| 13. Other (Please specify).....................
10. How do you obtain entrepreneurs’ information? (You may answer more than one choice)
|:| 1. Recommendation of friends/relatives/family |:| 2. Travel agents
|:| 3. Printing media such as magazine newspaper |:| 4. Radio/Television
|:| 5. Digital media/Internet |:| 6. Public relation
|:| 7. Other (Please specify).....................
11. What is Spa’s category do you like to visit? (Choose one choice).
|:| 1. Day Spa |:| 2. Hotel and Resort Spa
|:| 3. Destination |:| 4. Medical Spa
|:| 5. Other (Please specify).....................
12. Where is the location do you chose? (Choose one choice).
|:| 1. Downtown/urban area |:| 2. Far from urban area
|:| 3. Near to tourism location |:| 4. Other (Please specify).....................
13. What is the style of decoration do you like? (Choose one choice).
|:| 1. Natural style |:| 2. Thai Style
|:| 3. Bali Style |:| 4. Other (Please specify).....................



132

Section no. 3: Service’s expectation and satisfaction

Level of service

Highly At least

Issues

5‘4‘32

1

Level of service satisfaction

Highly At least

5‘4 32’1

1. Product and service

1. Product and service are various and

interesting.

2. Type of product and service are

defined firm’s unique.

3. Service and the equipment are clean.

4. Equipment of service is modern.

5. Product’s certified and benefit to

health.

6. Equipment has a standard and can

use full of capacity.

7. Wisdom of service is defined firm’s

identity.

2. Distribution channel

8. The place is a convenient travel to

aCCess.

9. Appointment or reservation is quick

and easy.

10. Open and closed time are

appropriate.

3. Price and worthiness

11. Cost is worth to money value.

12. Price is reasonable rate when

compare to others at the same level

13. There is price tag or menu with

rate outstanding.

4. Marketing promotion and customer education

14. Diverse of marketing promotions,

sales promotion, price discount.
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Level of service

Highly

At least

Issues

5 4

2 1

Level of service satisfaction

Highly

At least

5

4

1

15. There are advertisement , Public

relation on medias such as internet

16. Information’s provided is useful to

get purchasing decision.

17. Information’s provided is reliable

and detectable.

18. Wording usage implies to product

and service in a good way.

5. Service process

19. Process is well organized and

defined steps.

20. Interval time is suitable.

21. There is an asking for needs and

problem after service.

22. There’s an asking the satisfaction

& advise how to solve health problem.

23. Comply the recommendation to

improve the service.

6. Physical environment

24. Inside area is clean.

25. Logo/brand name is remarkable

and easy to remember.

26. Decoration is proportion and

design is in order.

27. Place is beautiful, outstanding and

identity.

7. Service people

28. Staff can advise and give the right

information and has skills.
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Level of service

Highly

At least

Issues

5 4

2

1

Level of service satisfaction

Highly

At least

5 4 3

1

29. Staff is polite, courteous manner

and good in human relation.

30. Staff dressed in neat, clean and

look nice.

31. All staffs give honor and serve

customer well and equality.

8. Productivity and quality

32. Product, equipment, tool have

quality and safety.

33. The service is accredited by the

establishment.

34. Take care and understand customer

needs.

35. Assurance gained from the service.

36. There is the responsibility after

service.

Section no. 4: The additional advices are for improvement to Strategy Development of Health

Tourism Promotion in Trat Province, Thailand.

Thank you very much for your kindness.

Researcher
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