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Services Marketing Mix Affecting the United Kingdom Tourists
Towards Purchasing Tour Packages in Chiang Mai Province
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ABSTRACT

The objective of this research was to study services marketing mix affecting the United Kingdom tourists
towards purchasing tour packages in Chiang Mai Province. The data was collected using a questionnaire distributed
to 300 tourists from the United Kingdom who travelled to Chiang Mai province who had purchased tour packages, or
were interested in purchasing one. The data was analysed using two types of statistical analysis: Descriptive
Statistics, namely frequency, percentage, mean average; and Inference Statistics: namely, One-Way ANOVA, by
employing F-test to analyse the differences. Afterwards, Multiple Comparison Test was used to analyse two
personal factors, namely: Average Annual Salary and Nation of Residence, at the reliability level of 95% (or at the
statistical significance level of 0.05).

The results of the research study showed that most questionnaire respondents were male, 21-30 years
old, single, and from England. They were employees, with an average annual salary of 20,001-30,000 pounds.
They have never travelled to Chiang Mai before. In this current trip, they were travelling with their friends. The main
objective for travelling to Chiang Mai was for holiday and they had planned over 11 nights to stay in Chiang Mai.
They preferred to organize tour programs by themselves and were interested in full day travel packages in Chiang
Mai. They were interested in or purchased the travelling service for Adventure Tourism. Their place of residence was
at hotels. They preferred to have meals at Thai and local restaurants during their travels in Chiang Mai Province.
They employed, or were interested in using, a tour guide. They had an estimated expenditure of less than 40

pounds, and had received the tour package information for Chiang Mai by internet.
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The questionnaire respondents ranked the overall marketing mix at the high level. The factors that were
ranked at the high level were product, people, place, service process, presentation of physical Evidence, promotion
and price.

The study of the sub-factors in each category showed that for product, the highest ranked sub-factor was
the clarity in the English language of the tour package. As for price, it was setting as a package. For place, that the
tour package can be purchased directly from the sale staffs at the tourists’ place of accommodation. As for
promotion, the advertisements are located in the direct website and other websites acting as the middle agent.
Concerning the people, the tour quide has sufficient knowledge and experience to guide tourists effectively and that
the sales staff provides recommendation for tour packages correctly. With regard to service process, there is
responsibility over the tourists in the case of any unknown, unwanted, or unexpected event (e.g. natural disasters) in
the course of travel. As for physical evidence, the place of sale has facilities that provide additional information about
the tour package by supplying computer for extra information and free Wi-Fi. Consequently, these differences in
personal factors, namely the average annual salary and nation of residence, in return created differences in the level
of importance given to Services Marketing Mix affecting the United Kingdom tourists towards purchasing tour

packages in Chiang Mai Province.
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