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ABSTRACT

This study had the objectives to 1) analyze the content and classify tourists’
online comments regarding spa services in Phuket 2) classify tourists’ online comments
recarding spa services into positive and negative clusters 3) classify tourists’ online
comments regarding spa services in relation to service quality. This study was a qualitative
approach, through content analysis, and used frequency and percentage to classify tourists’
online comments regarding spa services in Phuket, and also analyzed them relation to
positive and negative clusters and service quality.

According to the findings, the data from 250 reviewers were mostly females
without information about gender, age, nationality or region. There were a total of 420 issues
in the analysis. They were classified into the following clusters (in descending order):
1) services of employees and therapists 2) experiences of rest and relaxation 3) prices
4) products and services 5) decoration and environment 6) English and communication
7) facilities 8) recommendations 9) location and accessibility 10) reservation 11) marketing
and management and 12) others.

For classifying the comments into positive and negative clusters, there were a
total of 11 positive issues and 6 negative issues. For the analysis of the structure of the
comments, it could be divided into 3 constructs: 1) employees and services 2) physical
elements and emotions and 3) marketing issues.

In regard to service quality of the 5 dimensions, the positive comments were
classified into (in descending order): 1) reliability 2) responsiveness 3) assurance 4) empathy
and 5) tangibles. In terms of negative comments, they were classified into 1) assurance

2) responsiveness 3) reliability 4) tangibles and 5) empathy. In particular, reliability was most



positively mentioned by customers while assurance was negatively mentioned from

customers.

Keyword: Spa Business, Phuket Sandbox, Wellness Tourism
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