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ABSTRACT

This research has the following objectives: 1) to analyze the content and to group
tourists' opinions on the use of spa business in Pattaya from online database 2) to differentiate the
criticism of tourist opinions into positive and negative reviews and 3) to group the positive and
negative reviews to be related to service quality. The reviews came from spa business who is
registered with the Ministry of Public Health. Content analysis was used with the frequency and
percentage of grouping and differentiating the positive and negative reviews to be linked with the
quality of service.

There were 250 reviews from the website with 400 online issues. The 400 issues were
rated in terms of frequency from high to low which were 1) services of staff and therapists
2) relaxing experience 3) decoration and environment 4) products and treatments 5) price
6) recommendations 7) location and access 8) facilities 9) English and communication 10) booking
system 11) marketing and management.

When analyzed into positive and negative issues, it was found that there were 11
positive and 9 negative subjects. If grouped in the form of component analysis, there were
3 constructs for both positive and negative reviews, which are 1) personnel and services,
2) emotional and physical elements and 3) related marketing.

For the analysis of reviews under the concept of service quality in 5 dimensions, it was
found that positive reviews can be categorized under the concept of service quality including
1) reliability 2) responsiveness 3) assurance 4) empathy 5) tangibles. Negative reviews can be

classified into service quality categories. In order of frequency, they were 1) assurance



2) responsiveness 3) reliability 4) tangibility 5) empathy. The most important service quality was
reliability. The most positive review was assurance.

The results of this research have expanded the knowledge of spa services. It also
provides useful proposals for spa operators in terms of positive reviews to maintain their strengths
and negatives in order to improve staff quality and service as well as providing feedback on service

quality in all 5 dimensions in order to improve the service quality standards of the spa business.
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