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Marketing Management for Hot Springs Tourist Destination:

A Case Study of Sﬁnkumpang Hot Springs, Chiangmai.
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Research Title : Marketing Management for Hot Springs Tourist Destination: A Case
Study of Sankumpang Hot Springs, Chiangmai.
Research : Dr. Warangkana Adisornprasert

Year : 2007

ABSTRACT

The objectives of this research were to develop marketing strategy for
Sankumpang Hot Springs in Chiangmai by studying the requirement of Thai and
foreign tourists on tourism marketing factors in terms of product, price, promotion,
people, process, place and partnership as well as examining the satisfaction of tourists
towards the above factors.

The samples were classified into 3 different groups accordance with the
information required. In order to access to the tourists’ requirement, the self-
administered questionnaires were distributed to 200 Thai tourists and 100 foreign
tourists who were visiting Chiangmai during the research was conducting. In addition,
to evaluate the tourists’ satisfaction, the other set of self-administered questionnaires
were distributed to 200 tourists who were visiting Sankumpang Hot Springs during the
research period as well. Lastly, to obtain background information and generalize
opportunities and threats in conducing Sankumpang Hot Springs business, manager
and assistant managers participated in the interviewing session. Descriptive statistics
used in this research were percentage, mean and standard deviation. Inferential
statistics used for hypotheses testing were Independent Sample t-Test, One-Way
Analysis of Variance and Multiple Regression.

The research results revealed that Thai tourists had high requirement on
tourism marketing factors in all aspects. On the other hand, foreign tourists had high

requirement on tourism marketing factors in terms of process, place and partnership;



however, they had moderate requirement on tourism marketing factors in terms of
product, price, promotion and people.

The analysis of Thai tourists’ satisfaction revealed that Thai tourists had high
satisfaction towards tourism marketing factors in terms of price, place and had
moderate satisfaction towards product, promotion, people, process and partnership.

The analysis of tourists’ traveling behavior showed that Thai tourists have
known and been to Sankumpang Hot Springs. They had 58.94% chance to visit
Sankumpang Hot Springs in the future, just for one day trip. However, for those who
would like to stay longer, they intended to stay for 2 nights. The services that they
were interested in using were mineral bathing and purchasing local artifacts. Unlike
Thai tourists, most of foreign tourists have never known and been to Sankumpang Hot
Springs. However, they had 59.96% chance to visit there for one day trip. Also those
who would like to stay longer, they intended to stay for 2 nights. The services that
they were interested in using were mineral bathing and purchasing mineral products.

The objectives for Sankumpang Hot Springs’ marketing plan are threefold: to
provide an excellent, which up to international standard of service to tourists, to
reposition the new image of Sankumpang Hot Springs and to generate more income
for Sankumpang Hot Springs. The target markets of Sankumpang Hot Springs are
Thai tourists who are residing in Central region and those who are Chiangmai resident,
student groups and foreign tourists.

Marketing strategy for Sankumpang Hot Springs should be implemented as
follows: product strategy should focus on differentiating and adding varieties of
products and services as well as improving the basic infrastructure. Price strategy
should consider in revising and offering bundle pricing with additional discount.
Promotion strategy should emphasize on public relation. People strategy should
continuously evaluate and give training to all employees. Process strategy should
consider in revising by providing one-stop-service counter to accommodate tourists.

Place strategy should maintain the cleanliness and beauty as well as add 24



surveillance. Lastly, partnership strategy should build and retain relationship with

other tourist destinations around Sankumpang Hot Springs for networking.
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6.6 NAENEMUTNIUNIATINIY (Place Strategy)
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Questionnaire

Title: “Marketing Management for Hot Springs Tourist Destination: A Case Study
of Sankhampang Hot Springs, Chiangmai”

Instruction: This questionnaire is consisted of 3 parts as follows:

Part I: Traveling Behavior and Tendency in Using Sankhampang Hot Springs
Part II: Tourists’ Service Requirement in Sankhampang Hot Springs

Part III: Personal Information

Part I: Traveling Behavior and Tendency in Using Sankhampang Hot Springs
Instruction: Please check ¥ in the [ ] that describe your traveling behavior

1. How often have you visited Chiangmai in a year?

[ ]Less than once a year [ ]Once ayear
[ ]2-3 times a year [ ] More than 4 times a year

2. What is your main purpose in traveling to Chiangmai?

[ ] Leisure/relaxation [ ]Business
[ ] Official trip [ ] Meeting/seminar
[ ] Excursion [ ] Others, please specify.......c.ccecueeenee

3. What mode of transportation have you used in traveling to Chiangmai?

[ ]Plane [ ]Train

[ ] Public bus [ ] Private car

[ ]Rental car [ ] With tour operator
[ ] Others, please specify.......ccceeveerrcienuennuenes

4. How did you learn about tourist destinations in Chiangmai? (Check all that apply)

[ ]Tourism Authority of Thailand [ ]Recommended by others

[ ] Traveling magazine [ ]Television
[ ] Newspaper [ ]Billboard
[ ]Internet [ ] Others, please specify..................

5. What kind of tourist attractions in Chiangmai that you would like to visit (Check all

that apply)
[ ] Historical site [ ] Recreation/entertainment
[ ] Natural [ ]Festival

[ ] Others, please specify........cccoocvevuiniininnnnne.
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6. Did you know that there is a Hot Springs located in Ampur Sankhampang,

Chiangmai?

[ ]Yes [ ]No (Please skip to question 8)

7. Have you ever visited Sankhampang Hot Springs?

[ ]Yes [ ]No

8. If you have a chance to visit Chiangmai again in the future, would you visit

Sankhampang Hot Springs?
[ 1No, please specify your reason .............ccoceevveveeeeneneen. (Please skip to Part II)
[ 1 Yes, please indicate the percentage of going.............cocoeveueevennnnnn.... %

9. Would you like to stay over at Sankhampang Hot Springs?
[ 1No [ esn ... ... nights

10. What kinds of services would you like to use while visiting Sankhampang Hot

Springs? (Check all that apply)

[ ] Mineral bath [ ] Restaurant
[ ] Traditional Thai massage [ ] Souvenir shop
[ ]Boil eggs [ ] Accommodation

11. What kinds of souvenirs would you like to buy if there are available at Sankhampang

Hot Springs? (Check all that apply)

[ ] Mineral products [ ]Local artifacts
[ ] Agriculture products [ ]Local food

[ ] Souvenir under Sankhampang Hot Springs brand

[ ] Others, please specify.......ccccccoueeureurenrennnne..



Part II: Tourists’ Service Requirement in Sankhampang Hot Springs

Instruction: Please check v in the box that best describe your requirement

-4

Degree of Requirement Not
Factors Strongly Require Moderate Les_s Require
Require Require
5 4 3 2 1
Product

1. Benefits that you would like to get
from mineral bathing
- for the treatment of the skin lesion

- for the best of blood circulation

- for relief of muscles, joint, aches,
tension and pain

- for treatment of musculoskeletal
pain and neuritis

- for skin regeneration and remove
impurities/detoxification

2. Other facilities and services needed
besides mineral bathing
- swimming pool

- sauna

- spa

- fitness center

- locker

- karaoke room

- gym/stadium

- meeting/seminar room

- mineral product shop

- local souvenir shop

- restaurant

- others, please specify.................

3. Activities that you wish to have at
Sankhampang Hot Springs
- hiking/trekking

- cycling

- horse riding

- inside sightseeing bus

- traditional play

- others, please specify...................

4. Type of accommodation
- hotel

- bungalow/resort

- cabin

- camping

- others, please specify...

5. Facilities that you would llke to have
in your accommodation




-5

Factors

Degree of Requirement

Strongly
Require

5

Require Moderate

4 3

Less

Require

2

Not
Require

1

- refrigerator

- television

- telephone

- radio

- internet access

-cable TV

- air-conditioning

- dryer

- living room set

- closet

- towel

- toiletries in bathroom such as soap,
shampoo

- slipper

- others, please specify..................

6. Room decoration
- modern/ contemporary

- mix between modern and
traditional

- traditional

- others, please specify.................

Price (per person)

1. Be able to pay by credit card

2. Admission fee + mineral bath + Thai
massage/hour 250 Baht

3. Admission fee + mineral bath with
basin + Thai massage/hour 270 Baht

4. Admission fee + mineral group
bath/hour + Thai massage/hour
320 Baht

5. Admission fee + mineral swimming
pool + Thai massage/hour 250 Baht

6. Admission fee + Thai massage/hour
+ Foot massage/hour 300 Baht

7. Admission fee + 4 eggs 45 Baht

8. Tent with sleeping accessories +
mosquito repellent spray
150 Baht/night

Promotion

1. Free gift with admission ticket
purchase such as postcard, keychain

2. Admission fee discount for a group
of 10 people or more

3. Accommodation rate discount when
paying by credit card

4. 20% discount for mineral bath
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Factors

Degree of Requirement

Strongly | Require

Require

5

4

Moderate

3

Less
Require
2

Not
Require

1

advance booking

. Additional information in brochure

W

6. Advertising through broadcast media
such as TV, radio

7. Advertising through printed media
such as magazine, traveling
magazine

8. Advertising through internet such as
traveling website

9. Giving out information about
Sankhampang Hot Springs via e-mail

10. Special event within Sankhampang
Hot Springs such as boil egg
demonstration

11. Bundle package between mineral
bath and massage

12. Special rate for students with ID

13. Special rate for seniors citizen

People

1. Guided tour by foot within
Sankhampang Hot Springs for a group
of 10 people or more

2. Information counter

. Service officers at boil egg area

. Dress in uniform

. Northern traditional dress up

. Festival occasionally dress up

. Communicate in foreign language

RII AN Nn[H|W

. Good personality

Process

. Pay point via computer system

. One-stop required service point

. One-stop paying point

. Individually required service point

N[N

. Individually paying point

Place

1. Card phone within Sankhampang
Hot Springs

. Garden for pictorial point

. 24 hours security system/guard

. Close circuit video camera

DN ([WIN

. Mineral products available in other
tourist destinations within Chiangmai

[@))

. Festival season decoration

~

. Mineral bathroom has been cleaned
up after each usage
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Degree of Requirement RNot_
/ i equire
Factors Strongly | Require | Moderate Less
Require Require
5 4 3 2 1
Partnership

. Nearby restaurant discount when
showing Sankhampang Hot Springs
admission ticket

. Shuttle bus running from
Sankhampang Hot Springs and
hotels in Chiangmai

. Demonstration from members of
Agricultural cooperative in making
local artifacts

. Outside restaurant reservation
service

. Public transportation reservation
service

. Outside accommodation reservation
service

. Information booth of Tourism
Authority of Thailand within
Sankhampang Hot Springs

4. Country

Part II1: Personal Information

Instruction: Please check v in the [ ] that best describe yourself

1. Gender
[ ]Male [ ]Female
2. Age
[ ]Lessthan 15 [ ]115-25 [ 126-35
[ ]136-45 [ 146-55 [ ]56 years and above

3. Monthly income

[ ] Less than or equal to $2,500
[ ]1$3,001-3,500
[ 1%4,001 or more

[ 1$2,501-3,000
[ 1$3,501-4,000

Thank you very much for your cooperation
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Questionnaire

Title: “Marketing Management for Hot Springs Tourist Destination: A Case Study
of Sankhampang Hot Springs, Chiangmai”

Instruction: This questionnaire is consisted of 3 parts as follows:

Part [: Tourists’ Satisfaction towards Sankhampang Hot Springs

Part II: Service Using Behavior and Tendency in Using Sankampang Hot Springs

Part III: Personal Information

Part I: Tourists’ Satisfaction towards Sankhampang Hot Springs
Instruction: Please check v in the box that best describe your satisfaction

Factors

Level of Satisfaction

Vry St
s

Satisfied
4

Moderate
3

Less Satied
2

Not Satsfied
1

Not
Applicable

Product

. Benefit of mineral bathing for the

treatment of the skin lesion

. Benefit of mineral bathing for the

best of blood circulation

. Benefit of mineral bathing for relief

of muscles/joint, aches, tension and
pain

. Benefit of mineral bathing for

treatment of musculoskeletal pain
and neuritis

5.

Benefit of mineral bathing for
skin regeneration

6.

Sufficient of mineral bathing room

1.

Size of mineral swimming pool

8.

Varieties of mineral bathing

9.

Safety in mineral bathing

10

. Temperature set in mineral bathing

11

. Sufficient of boil egg area

12

. Sufficient of accommodation and
campsite

13

. Varieties of accommodation types

14

. In-room facilities such as TV, radio,
refrigerator

15.

Varieties of services offered in
Sankhampang Hot Springs such as
Thai and Foot massage

16.

Sufficient of restroom

17.

Sufficient of restaurant

18.

Varieties of souvenir available in
Sankhampang Hot Springs

19.

Quality of souvenir available in
Sankhampang Hot Springs
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Factors

Level of Satisfaction

Viry Satefd
5

Satisfied

4

Moderate
3

Liss Slsed
2

NotSesfed
1

Not
Applicable

20. Sufficient of public transportation
from other places to Sankhampang
Hot Springs

21. Sufficient of parking area

Price (per person)

1. Reasonable admission fee
- children 15 Baht

- adult 30 Baht

2. Reasonable in mineral bathing
service fee
- mineral bath 15 Baht

- mineral bath with basin 30 Baht

- mineral group bath 300 Baht/hour

- mineral hut 200 Baht/hour

3. Reasonable in mineral swimming
pool service fee
- children 30 Baht

- adult 50 Baht

- swimming suit rental 20 Baht

4. Reasonable in accommodation price
- room with mineral tub 1,000
Baht/night

- room with mineral tub, refrigerator,
air-conditioning and TV 1,200
Baht/night

5. Reasonable campsite rate, own tent
50 Baht/night

6. Reasonable rate for tent with
sleeping accessories 100 Baht/night

7. Reasonable deposit rate of

accommodation and tent renting
(50%)

8. Reasonable massage service fee
- Thai massage 140 Baht/hour

- foot massage 140 Baht/hour

9. Reasonable price of food

10. Reasonable souvenir price

11. Reasonable public transportation
ticket fee from city center (Varorost
market) to Sankhampang Hot
Springs 30 Baht one-way

12. Worthiness of expenses compare
toward experiences gained from
Sankhampang Hot Springs

Promotion

1. Advertising through broadcast media
such as TV, radio
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Factors

Level of Satisfaction

Vary Salsid
5

Satisfied

4

Moderate
3

Liss e

2

Not Saifed
1

Not
Applicable

. Advertising through internet

www.skp-Hotsprings.com

. Advertising through traveling

magazine

. Advertising through hotel, resort,

restaurant’s media in Chiangmai

. Information about

Sankhampang Hot Springs through
Chiangmai traveling guidebook

. Information about

Sankhampang Hot Springs in
brochure

. Information about

Sankhampang Hot Springs through
hot springs route trip booklet

. Tent rental with mineral bathing

discount

People

. Politeness of service officers

. Friendliness of service officers

. Courtesy of service officers

. Promptness of service officers

NN -

. Accuracy of information providing

by service officers

@)

. Standardize of service providing by

service officers

. Appropriate of service officers’

dressing style

. Honesty of service officers

Process

. Promptness of process in paying

admission and other services fees

. Convenience in making reservation

W

. Convenience in mineral bathing

. Promptness of process inrequesting

for mineral bathing

W

. Promptness in room reservation

. Accuracy in room reservation

Place

. Appropriate office hour 8.00 a.m.-

8.00 p.m.

. Direction signboard within

Sankhampang Hot Springs such as
sign for mineral bathing area and
restroom

. Direction signboard to Sankhampang

Hot Springs
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Factors

Level of Satisfaction

Very St

Satisfied
4

Moderate
3

LessSasied
2

Not Satsfied
1

Not
Applicable

4. Convenience in traveling to
Sankhampang Hot Springs

5. Readiness of infrastruction in
Sankhampang Hot Springs such as
electricity, water supply,
communication system

6. Convenience in connecting point to
nearby tourist destinations

7. Security system in Sankhampang
Hot Springs

8. Cleanliness in mineral bathing room

9. Cleanliness in accommodation area
and campsite

10. Cleanliness of restroom in
Sankhampang Hot Springs

11. Overall cleanliness in Sankhampang
Hot Springs

12. Overall appearance in
Sankhampang Hot Springs

13. Attractiveness within
accommodation area and campsite

Partnership

1. Be able to learn life style of
Sankhampang local people

2. Be able to get information about
conservation agricultural through
Sankhampang Hot Springs service
officers

3. Be able to get accommodation
nearby Sankhampang Hot Springs
information through service officers

4. Be able to get nearby tourist
destinations information through
service officers

5. Be able to arrange public
transportation to other tourist
destinations

6. Be able to contact business partner in
case of insufficient service providing
such as Thai massage
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Part II: Service Using Behavior and Tendency in Using Sankampang Hot Springs
Instruction: Please check v in the [ ] that describe your traveling behavior

1. Have you ever been to Sankampang Hot Springs before?

[ ]No, this is the first [ ] Yes, number of visiting time..................c.........

2 What mode of transportation have you used in traveling to Sankampang Hot Springs?

[ ] Private car [ ]Van [ ]Bus
[ ] Public transportation [ ] Motorcycle
[ ] Others, please specify................cccccovvciiiiie.

3. How many people accompany to Sankampang Hot Springs (Including

yourself).......cocooniniiiiieinn, persons

4. Are you staying overnight at Sankampang Hot Springs?

[ ]One-day trip (skip to question 6)
[ ] Stay over night, no of nights.................... nights

5. What types of accommodation you have reserved for?
[ ]Room [ ] Tent
6. What is your purpose in visiting Sankampang Hot Springs?
[ ] Leisure/Relaxation [ ] Excursion [ ] Honeymoon

[ ] Mineral Bathing [ ] Others, please specify..............................

7. On your next trip to Chiangmai, would you come back to Sankampang Hot Springs

again?

[ ]Yes [ 1No, because...........coccvevennen.....
( Skip to question 9)

8. If you have a chance to visit Sankampang Hot Springs again within a year, please
indicate the percentage of coming.....................%

9. Would you recommend others to visit Sankampang Hot Springs

[ ]Yes [ ]No, because.......ccocooveveveeioeceeen.
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Part II1: Personal Information
Instruction: Please check v in the [ ] that best describe yourself

1. Gender

[ ]Male [ ]Female
2. Age

[ ]Lessthan 15 [ ]115-25 [ 126-35

[ 136-45 [ ]46-55 [ ]56 years and above
3. Monthly income

[ ] Less than or equal to $2,500 [ 1%$2,501-3,000

[ ]1%$3,001-3,500 [ 1%$3,501-4,000

[ 184,001 or more

4. Country

Thank you very much for your cooperation
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