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ABSTRACT

The objectives of this research were to 1) analyze the content and group the tourist
reviews on the services of spa businesses in Chiang Mai from an online database, 2) classify the
reviews into positive and negative constructs, 3) categorize positive and negative reviews as related
to the service quality issues. The population used in this study were the online reviews of tourists
who had used the spa services in the past. These reviews were posted online (websites of spa
businesses in Chiang Mai) by telling, sharing, or reflecting on experiences about spa services. The
researcher collected the reviews (data) from the Trip Advisor source. The analysis of the data in
this study was based on content analysis, and descriptive statistics, which were frequency and
percentage. The study found that reviews can be categorized into ten topics in order, namely the
price of the service, location and accessibility, staff service, massages alleviating existing
symptoms, the use of English in communication, decoration and environment, staff dressing, spa
products and equipment, massage skills of staff, and facilities. The majority of positive reviews of
spa users in Chiang Mai was about the use of English for communication. The majority of negative
reviews was about the price of the service. Most of the positive reviews fell into the tangible service
quality component, and most of the negative reviews fell into the responsiveness service quality

component.

Keywords : Reviews, Online, Spa
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