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SUPAJIT SANITWONG NA AYUTTHAYA : TOURISTS’
EXPECTATION AND SATISFACTION OF HOMESTAY SERVICES
IN LOWER - NORTHEASTERN THAILAND. THESIS ADVISOR :

ASST. PROF. KWUNKAMOL DONKWA, Ph.D, 118 PP.

EXPECTATION/SATISFACTION/SERVICES/HOMESTAY/TOURISTS

The objectives of the study of Tourists’ Expectation and Satisfaction of
Homestay Services in Lower — Northeastern Thailand were (1) to study the factors that
affected Thai tourists” decisions in choosing homestay services, and (2) to compare the
Thai tourists” expectations and satisfaction of homestay services. Questionnaires were
distributed to 260 Thai tourist samplings who decided to avail themselves of the services
of a standard homestay in Lower Northeastern Thailand for the first time. The data were
analyzed according to frequency, percentage, mean, standard deviation, and comparison
of expectations and satisfaction of the homestay services.

From the study, it was found that the factors that affected Thai tourists’
decisions were 1) the consumer factor, most tourists focused on the beauty and variety of
landscapes and the surroundings; 2) the costs factor, the tourists focused on the room
costs; 3) the convenience factor, the tourists focused on transport; and 4) the
communications factor, the tourists focused on the communication of information about
the homestay and traveling in the area.

The study of Thai tourists’ expectation and satisfaction of homestay services
found that factors related to products, prices, places, process, and physical evidence were
all at a high level, whereas the people factor was at a highest level in terms of satisfaction,

and at a higher level in terms of expectations before traveling. However, as for the



marketing promotion, the expectation and satisfaction of the Thai tourists were at a
medium level. Therefore, homestay services in Lower — Northeastern Thailand should
focus on the promotion of marketing most because it is the major weakness of homestay
services in the region and because there is a widening gap between expectation and
satisfaction with homestay services. Thus the owners of homestay services should give
priority to improving web sites which recommend the accommodation available, the

services and room reservations via the Internet.
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