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Thesis Title Opinions and Confidence of Thai Consumers Towards Hotel Room

Booking via Online Travel Agencies

Name Mrs. Phusanisa Patchamat
Thesis Advisor Assistant professor Dr. Montakan Chubchuwong
Department Master of Arts (Tourism Management) Dhurakij Pundit University
Academic Year 2560
ABSTRACT

The purpose of this research is to study opinions and confidence of Thai consumers
towards Hotel Room Booking via Online Travel Agencies (OTA). The researcher studied the
consumers’ opinions regarding OTA’s product, price, distribution channels and promotion. The
sample of this research were 400 Thai consumers living in Bangkok. Questionnaires were used as
the instrument for data collection. The results indicated that the respondents had very positive
opinions toward OTAs for hotel room booking. The highest positive opinions were distribution
channels, followed by price, product and promotion. For distribution channels, the highest
positive opinions were regarding the convenience to pay by credit cards and Internet Banking.
For price, the highest opinions were regarding the regular updates of room price. For product, the
highest opinions were regarding OTA’s ability to meet customers’ expectation, and for
promotion, the highest opinions were regarding efficient e-mail communications and special
discount for early bookings and instant payment. In terms of confidence, the highest opinions

were regarding the secured and efficient online payment system of OTAs.

Keywords: opinion toward online agency; confidence toward online agency; online agency
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Descriptives

95% Confidence Interval
for Mean
Upper
N Mean [ Std. Deviation | Std. Error | Lower Bound | Bound | Minimum Maximum
mwdaiulundon oy [ ifnfinmn 19 3.8487 41265 .09467 3.6498 4.0476 3.13 4.63
voslsausuieonlad  srgms [ witnan
- v e - 112 3.8633 47075 .04448 3.7751 3.9514 2.75 4.69
Sgadmne
wiinamus dnenyu 171 3.9035 .46054 .03522 3.8340 3.9730 2.31 4.75
Usgnougsnodaugy 92 4.0408 44247 .04613 3.9491 4.1324 2.44 4.88
ndoar / a1 6 3.6979 .69306 .28294 2.9706 4.4252 2.38 4.31
Total 400 3.9181 46447 .02322 3.8725 3.9638 2.31 4.88
Avmidostulumaidon  vinfFou / sindinwn 19 3.8105 .68142 .15633 3.4821 4.1390 2.60 4.70
voslsausuieonlad  svgns [ wiinan
- Y e - 112 3.8321 .58096 .05490 3.7234 3.9409 2.30 4.90
$Tidmne
winausinensu 171 3.8725 .52693 .04030 3.7930 3.9521 2.30 5.00
Usgnougsnodiuds 92 3.9696 57907 .06037 3.8496 4.0895 2.00 5.00
ndoa / 39 6 3.4667 .63770 .26034 2.7974 4.1359 2.40 4.20
Total 400 3.8745 .56569 .02828 3.8189 3.9301 2.00 5.00
ANOVA
Sum of Squares df Mean Square s Sig.
awdadiulumsdonealswsuwihueonlaienud  Between Groups 2.140 4 .535 2.517 .041
Within Groups 83.937 395 212
Total 86.076 399
anunFesiulunisidenvesswsurhueou lavionud Between Groups 2.109 4 527 1.658 .159
Within Groups 125.571 395 .318
Total 127.680 399

144!



Multiple Comparisons

95% Confidence Interval

Dependent Variable () ovim (J) orin Mean Difference (1-) Std_Error Sig, Lower Bound Upper Bound
amwiimlumaionsosTaumusimooulorhonuiy it | o v [ winoudgienin -.01460 11437 899 -2395 2103
winsmnimon. -.05482 11148 623 -2740 11643
Asznouysindouy -19208 11616 1099 -4205 0363
wniion / i 15077 21587 485 -2736 5752
S [ winawigianie i / o 101460 11437 899 -2103 2395
winainonyy -.04023 05604 473 -1504 10699
Asznougsdadii -17748' 06486 006 -3050 -.0500
wilow | Srasn 16536 19317 302 -2144 5451
Lo — i / vinfon 05482 11148 623 -1643 2740
Hrwms [ minnwigiania 04023 105604 473 -.0699 1504
dsznousindouiin -13725 105960 022 -2544 -0201
niion / s 20559 19147 284 -1708 5820
Arznouysivdia vinfiou / vinfinn 19208 11616 099 -0363 4205
s / minnigiania 17748 06486 006 10500 3050
winsmiion: 13725' 105960 022 10201 2544
wilow | Srasn 34284 119423 078 -.0390 7247
wilow / any i / vinfoun -15077 21587 485 -5752 2736
Svnm [ minandgimmi -16536 19317 392 -5451 2144
winsmniisman -.20559 19147 284 -5820 1708
hsnougsindauin -34284 19423 078 -7247 .0390
o tumardonses oo laros initon | o o [ minwigiin -.02162 113989 877 -.2966 2534
winsmnimony: -.06199 13635 650 -3300 2061
ssznousindouiin -15904 114208 264 -4384 1203
i / i 34386 26404 194 -1752 8630
S [ winawigianie Gntiou | o 02162 13989 877 -2534 12966
o — -.04037 06854 556 -1751 0944
Usznougsindau -13742 07933 084 -2934 0185
wilow | Srssn 136548 23627 123 -.0990 .8300
‘winamamonm i / vinfon 106199 13635 650 -2061 .3300
Swvwnn | minaigimnin 04037 06854 556 -.0944 4751
Asznou -.09705 07290 184 -.2404 0463
v / i 40585 23419 084 -.0546 8663
Alsznougsivdauda vinden / vinfinn 15904 14208 264 -.1203 4384
Svwnn | minawigimnin 13742 07933 084 -0185 2934
winsmion 09705 07290 184 -0463 2404
wilow [ s .50290" 23757 035 .0358 .9700
witow / any it / i -.34386 26404 194 -.8630 1752
s [ mivnigiaia -.36548 23627 123 -.8300 0990
winsmion -.40585 23419 084 -.8663 0546
Usznouiivdon -50290° 23757 035 -9700 -.0358
*. The mean difference is significant at the 0.05 level.
Descriptives
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95% Confidence Interval for
Mean
N Mean Std. Deviation | Std. Error Lower Bound | Upper Bound Minimum Maximum
mwRaiulumadensedlsusy 15,000 v viedinh 7 3.6339 60856 23002 3.0711 4.1968 2.69 4.31
rhmoow Tforauy 15,001-25,000 wm 81| 3.7940 46566 05174 3.6910 3.8969 2.75 463
25,001-35,000 11n 111 3.8716 46227 .04388 3.7847 3.9586 2.31 4.69
35,001-45,000 un 127 3.9744 44796 .03975 3.8957 4.0531 2.38 4.75
45,001vmiu'ly 74 4.0541 43625 .05071 3.9530 4.1551 2.44 4.88
Total 400| 3.9181 46447 02322 3.8725 3.9638 2.31 4.88
anuiderulunsdentealsausy 15,000 vm wiedinh 7 3.8857 77121 29149 3.1725 4.5990 3.10 4.80
shuooulafioronss 15,001-25,000 11 81 3.7951 .64088 .07121 3.6534 3.9368 2.30 5.00
25,001-35,000 1n 111 3.9027 51952 .04931 3.8050 4.0004 2.30 5.00
35,001-45,000 1n 127 3.8882 .57496 .05102 3.7872 3.9892 2.00 5.00
45,001vmiuly 74 3.8946 51362 .05971 3.7756 4.0136 2.30 5.00
Total 400 3.8745 .56569 .02828 3.8189 3.9301 2.00 5.00
ANOVA
Sum of Squares df Mean Square F Sig.
awdaiiulunsdontealswsuiueou lavienud Between Groups 3.823 4 .956 4.590 .001
Within Groups 82.253 395 .208
Total 86.076 399
anudefulunisdentesTsasuiweon lmlionud  Between Groups .654 4 .163 .508 .730
Within Groups 127.026 395 322
Total 127.680 399
Mean Difference (I- 95% Confidence Interval
Dependent Variable (1) swdindedodon (J) seldimdoriorion J) Std. Error Sig. Lower Bound | Upper Bound
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it donsoiTsusumoouTatanud 15,000 wm vidednd 15,001-25,000 v -.16005 17977 374 -5135 1934
25,001-35,000 vm -.23769 17783 .182 -5873 .1119

35,001-45,000 v -.34048 27717 055 -.6888 .0078

45,001y -.42013" .18045 .020 -7749 -.0654

15,001-25,000 v 15,000 wm videdng 16005 17977 374 -1934 5135
25,001-35,000 um -07764 06668 245 -.2087 .0535

35,001-45,000 um -.18043" 06489 .006 -.3080 -.0529

45,00 iyl -.26007 .07338 .000 -.4043 -.1158

25,001-35,000 um 15,000 v wéiodnin 23769 17783 .182 -1119 .5873
15,001-25,000 vm 07764 .06668 245 -.0535 .2087

35,001-45,000 v -.10279 105929 .084 -2194 .0138

45,001yl -.18243" .06848 .008 -3171 -.0478

35,001-45,000 vm 15,000 v vilediniy 34048 17717 .055 -.0078 .6888
15,001-25,000 um 18043° 06489 .006 .0529 .3080

25,001-35,000 vm 10279 05929 .084 -.0138 2194

45,001ty -.07964 06674 .233 -2108 .0516

45,001umitu Ty 15,000 um wioihnin 42013 118045 .020 0654 7749
15,001-25,000 v 26007 07338 .000 11158 4043

25,001-35,000 v 18243 .06848 .008 .0478 3171

35,001-45,000 vm 07964 06674 .233 -.0516 .2108

anwideiiuTumsidonsos Tsasinioon T 15,000 wm visodniy 15,001-25,000 vm 09065 22341 685 -.3486 5299
25,001-35,000 vm -.01699 .22099 939 -4515 4175

35,001-45,000 vm -.00247 22017 991 -4353 4304

45,001yl -.00888 22425 .968 -.4497 .4320

15,001-25,000 wm 15,000 s vy -.09065 122341 685 -5299 .3486
25,001-35,000 wm -.10764 .08287 .195 -.2706 .0553

35,001-45,000 vm -.09313 .08064 249 -.2517 0654

45,001y -.09953 09119 276 -.2788 .0797

25,001-35,000 wm 15,000 um v 01699 22099 .939 -4175 4515
15,001-25,000 10764 08287 195 -.0553 2706

35,001-45,000 wm 01451 07368 844 -1303 1594

45,001y 00811 .08511 924 -.1592 1754

35,001-45,000 v 15,000 wm viodng 00247 22017 991 -4304 4353
15,001-25,000 vm 09313 .08064 249 -.0654 2517

25,001-35,000 v -.01451 .07368 844 -1594 11303

45,001yl -.00641 .08293 938 -.1695 1566

45,001yl 15,000 wm wosniy 00888 22425 968 -4320 4497
15,001-25,000 vm 09953 09119 276 -0797 .2788

25,001-35,000 vm -.00811 .08511 924 -1754 1592

35,001-45,000 vm 00641 .08293 .938 -.1566 .1695

—
*. The mean difference is significant at the 0.05 level.
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