
 

 

Tou
 
Patc
Mon
 
1 Lec
2 Lec
3 Lec
4 Lec
5,6 Le
*Cor
 
Abs
  
Son
prod
surv
used
reve
prom
that
satis
also
Key
 
Intr
  
wor
glob
anim
199
tran
view
and
ente
with

urists Diss

charee Sch
nnakan Thi

cturer, English
cturer, Touris
cturer, MICE M
cturer, Touris
ecturer, Busin
rresponding 

stract  
This stu

gkhla Zoo w
ducts or se
veying 400 
d questionn
eal that the
motion, and
t the variab
sfaction. Wh
o become d
ywords: Zoo

oduction 
Accordi

rldwide rece
bal human 
mal interact
8 in order 

nsportation 
w of the Gu
 another co
erprise und
hin over 1.4

atisfaction

heb-Buenne
innakorn4, 

h Departmen
m Industry D
Management,
m Industry D

ness Chinese 
author, E-ma

udy focuse
with the aim
ervices that
tourists vis
naires which
e tourists w
d physical 

bility of prod
hen the tou

dissatisfied r
o, Dissatisfac

ng to the W
eive more 
population
tions at zoo
to create a
hub in the 

ulf of Thaila
orner close
er the juris

4 millions s

n To Song

er1*, Thiyad
Tidarat No

t, Didyasarin 
Department, D
, Faculty of M

Department, D
Department, 
ail: patch@hu

s on issues
m of reveali
t caused th
iting the So
h were des
were not s
evidence. T
ducts and s
urists have 
egarding the
ction, Marke

World Assoc
than 700-m
. This mean
os and aqu
a new tour
lower sout

nd, only 10
d to the ha
sdiction of t
quare mete

การประชุมหา
The 9th Haty

gkhla Zoo

da Kaewcha
oysuwan5, Y

International
Didyasarin Inte
Management 
Didyasarin Inte
Didyasarin In

u.ac.th, thiyad

s of dissati
ng what pa
he dissatisf
ongkhla zoo
signed in re
atisfied wit
The study 
services are
low satisfa
e value of m
eting mix    

ciation of Z
million visito
ns that abo
uariums eac
rist attractio
thern Thaila
0-minute dri
arbor is Son
the Ministry
ers of jungle

 

าดใหญ่วิชาการระ
yai National and

ana2, Duang
Yanyao Cui

6

l College, Hat
ernational Co
Sciences, Prin
ernational Co

nternational C
da@hu.ac.th 

sfaction of 
rticular issu

faction. This
o, Muaeng 
lation to th
h 4 aspect
offers impl

e very impo
ction in tho
money they
  

oos and Aq
ors annually
ut one in 1
h year. Son
on in Songk
and, with th
iving from S
ngkhla Aqua
y of Natura
e over the 

ดับชาติและนานา
d International C

gtida Pattan
 

tyai University
ollege, Hatyai 
nce of Songkl
ollege, Hatyai 
College, Hatya

the tourist
ues under th
s quantitati
District, So

he marketin
ts which we
lications to 
rtant to en
ose issues, 
y spend.  

quariums, Zo
y. This equ

10 people e
ngkhla Zoo 
khla Provinc
he area of 1
Songkhla zo
arium. Song
al Resources
elephant-sh

าชาติ คร้ังที่ 9 
Conference 

no3, and 

y 
 University 
la University 
 University  
ai University  

ts who vis
he marketin
ive study i
ngkhla. The

ng mix. The 
were produc

 the Songk
nhance the 

consequen

oos and aq
uals to 11%
experience 
was establ
ce, a busin
10 rai and s
oo is Samila
gkhla Zoo is
s and Envir
haped mou

1909 

  

ited the 
ng mix of 
nvolved 
e survey 
findings 

ct, price, 
khla zoo 
tourists’ 

ntly they 

quariums 
% of the 
human–
lished in 
ness and 
splendid 
h beach 
s a state 
ronment 
untain in 



 

 

Mua
(htt

cust
adv
strat
that
from
cust
cust
diss
show
data
diss
This
wha
 
Lite
Serv
  
prod
deli
pinp
be s
idea
in th
How
with
the 
serv
hos
  
con
and
Prod
Kan
in s

ang District, 
p://www.so

Accordi
tomer satis
antage, the
tegies influe
t income o
m 612M to 
tomers are
tomers. Tha
atisfaction i
w, and staf
a in a posit
atisfaction s
s study aim
at marketing

erature Rev
vice Market

Accordi
ducts beca
very and ev
points the t
strongly rel
a of the ma
he short te

wever, Sirip
h other prod

same time
vices. Produ
pitality.  

Kotler e
sumers’ be
 produce c
duct, Place
dampully (2
ervice organ

Songkhla P
ongkhlazoo.c
ng to Fuch
sfaction as 
e researche
encing the 

of the Zoo 
581M in 2
 not happ
appanawat 
in the numb
ff competen
tive meanin
should be p
s to find o
g mix cause

view  
ting Mix 
ng to Page

ause tourism
valuation o
target marke
evant to th
rketing mix 

erm and th
hanich and
duct marke
e. According
ucts include

et al. (1999
ehavior as th
certain resp
, Price, and
2002) stated
nization as 

Province and
com).  
hs and Wei

one of t
ers are int
customers 
Organizatio
015-2016 (t
y and did
(2005) surv

ber and typ
ncy in the 

ng. There is 
paid sufficie
ut what ca
s the dissat

e (2011), m
m is a ser
of experienc
et, study on
he marketin
that “it is t
e long term

d Palakurthi
eting that a
gly it mean
e souvenirs,

cited in Si
he marketin
ponse with 
d Promotio
d that the t
there are t

การประชุมหา
The 9th Haty

d became p

iermair (200
he most i
terested in 
in using th

on, Thailand
the Zoo an

not want 
veyed the 

pe of anima
show. Many
a gap betw

ent attentio
uses low to
tisfaction? 

marketing in 
rvice indust
ce being dif
n the consu
g process.  
the set of v
m in order 
i (nd.) claim
service, pro

ns at a pro
 food, or d

riphanich a
ng and othe
the four ba
n or name
tradition “4
two importa

 

าดใหญ่วิชาการระ
yai National and

publicly ser

04), many 
mportant s
studying t

e Songkhla 
d, has decr
nnual repor

to come 
tourists’ sa
ls, animal k
y studies d
ween such 
on to ensure
ourists satis

the touris
try, the int
fficult to vis
umers’ beha

Swarbrook
variables wh

to satisfy t
med the di
oduction an
oducts are m
drinks while 

nd Palakurt
er stimuli en
asic elemen
ly “Marketi
Ps” that th
ant reasons

ดับชาติและนานา
d International C

rviceable on

tourism de
sources of 
the service
Zoo becau

eased in th
t, 2016). Th
back and 

atisfaction a
keeping plac
id survey a
satisfaction
e that touris
sfactions or 

m context 
tangible ele
sualize. Whe
avior, the m
e and Horn

hich the org
their custom
fference of

nd consump
mixes of ac
services ar

thi (nd.) des
nter the con
nts are kno
ing Mix”. O
ose are not
; 1) the uni

าชาติ คร้ังที่ 9 
Conference 

n October 3

estinations c
their com

e marketing
use it was r
he last thre
his may cau
become re
and reveal
ces, fee, the
and interpre
n studies; th
sts will com
dissatisfact

differs from
ements, qu
en the orga

marketing m
ner (2007) c
ganization c
mer require
f service m
ption take p
ctual produ
re animal s

scribed a m
nsumer’s bl
own as the 
On the othe
t sufficient t
ique charac

1910 

3rd 1998 

consider 
mpetitive 
g mixed 
revealed 
ee years 
use that 
epeating 
ed their 
e animal 
eted the 
herefore, 
me back. 
tion and 

m other 
uality of 
anization 

mixes will 
cited the 
can alter 
ements”. 
marketing 
place at 
ucts and 
hows or 

model of 
lack box 
“4Ps” : 

er hand, 
to apply 
cteristics 



 

 

of s
serv
imp
app
cust

prod
tour
bec
age 
attit
und
serv
the 

beh
eco
to t
secu
coll
(FLC
affe
stat
 
Wha

emp
reco
(Swa
bec
com
(199
how
  
cust
and
leav

service, and
vice”. There
plied into 7
propriate to
tomers both

Page (2
ducts and 
rists into gro
ause they h
and incom

tudes and v
derstand be
vices. Marke
needs of sp

Seerera
havior when
nomic circu
try out the
urity produc
lar workers 
C) refers to
ecting to the
us and pers

 
at are the t

 At this
phasized a
ommendatio
arbrooke an
ome unsat

mpensate, t
99, cited in 
w to retain t

Beard (
tomer gives
 scores of 

ving. This kin

d 2) the inte
efore, anot
7Ps of serv
o adopt to 
h products 
011) explai
services, th

oups so tha
have differe
e as purcha
values tow
ehaviors an
eting Mix inc
pecific custo
at et al (200
n making de
umstances (
e new and
cts. Blue co
prefer the b

o the life 
e needs in p
sonal intere

tourists sat
s point the 
as describ
on leading 
nd Horner, 2
tisfied or 
thus leadin
Ngarmsriwi

them.  
2014) expla

s a product 
6 and belo
nd of rankin

errelationshi
her 3 new 
ice marketi
explain th

and service
ned that fo
he factors 
at they can 
ent behavior
asers of pro

wards what 
d satisfacti
cludes in th
omer group
09) explaine
ecision for 
(or income)
 fashionabl

ollar worker
better qual
process for
products an
ests.  

tisfied with?
importance

ed that t
to new cus
2007; Kotle
dissatisfied 
g to bad r
iset, 2012). 

ained touris
or service a

ow are war
ng may be 

การประชุมหา
The 9th Haty

ip of marke
“Ps”: Peo

ing mix. Th
he organiza
es.  
or the mark
of consum
provide spe
rs, key facto

oducts and s
they buy.  
ions of tou
he marketin
ps (Morrison
ed that the
purchasers;
), education
le products
rs choose th
ity of produ
r living infl

nd different 

? 
e of tourism
the touris
stomers, be

er et al, 200
it may c

reputation 
So the ulti

st satisfactio
a rating of 7
rning signs t
misinterpre

 

าดใหญ่วิชาการระ
yai National and

eting, opera
ple, Proces
he edited s
ation such 

keters who 
mer behavio
ecific produ
ors to deter
services beh
Many stud

urists in as
ng strategy f
, 2010).  

e personal f
 age, family

n, and valu
s, but elde
he products
ucts and se
luence to 
purchasing 

m satisfacti
ts can ge
ecoming rep
03). On the 
cause more
(Bowie and
imate aim o

on in relatio
7 and above
that a cust

eted by rese

ดับชาติและนานา
d International C

tions and h
ss, and Phy
service Mar
as zoos b

sell and pr
ors are cruc
ucts that ap
rmine the d
have in term
dies have b
sociation w
factors that 

factors influ
y life cycle
e and lifest
er group pr
s for daily l
rvices. Whil
needs, atti
behaviors. 

on and dis
enerate th
peating cust
other hand
e problems
d Buttle (20
of the tour

on to scale
e, can be co
omer is un
earchers as 

าชาติ คร้ังที่ 9 
Conference 

human reso
ysical evide
rketing Mix 
because the

romote the 
cial as they

ppeal to eac
demand are
m of spendi
been condu
with market

are used t

uence to co
e (FLC), occ
tyle. Teena
refers heal
life while th
le Family Li
itudes, and
It relates to

ssatisfaction
he word-o
tomers the

d, when the
s and diff
011); Wong
rists’ satisfa

es of ten. W
onsidered sa
nhappy and

a low satisf

1911 

ources in 
ence are 

will be 
ey offer 

tourism 
y divide 
ch group 
 such as 
ng, their 

ucted to 
ting mix 
o satisfy 

onsumer 
upation, 
gers like 
thy and 
he white 
fe Cycle 

d values 
o money 

 will be 
of-mouth 
mselves 

e tourists 
ficult to 
gmontha 
ctions is 

When a 
atisfied, 
 at risk 
faction, 



 

 

but 
satis
com
that
perf
this 
  
in t
from
bea
Serv
satis
und
park
staff
con
ove
diss
  
Stra
Tha
top 
serv
this 
sign
serv
wor
tour
zoo
Inte
visit
high
3.52
not 
anim
und
atte

it is actua
sfaction is i

mplain, but 
t satisfactio
formance (B
performanc

There a
he tourist 

m tourist ex
uty and na
vice Market
sfied in a l

derstanding 
ks, such as D
ff, and hour
sidered the
rall satisfa
atisfaction. 

Wongni
ategies in s
iland. They
three reas

vice with rea
survey res

ificant diffe
vice Marketi
rld, the mo
rists at Dus
 which me

erestingly Th
tors toward
her than th
2 and 3.54 

satisfied w
mal show, a
der the Mar
ention in thi

lly a signal 
mportant b
they rather
n mediates
Babikas et a
ce is low w
are a numb
satisfaction 

xperiences in
ature of the
ing Mix whi
low level. 
of what cus
Disney Worl
rs of operat
eir overall 
ction was 
  
chakul and
selecting d
y found that
ons- peopl
asonable p
search indic
erences on 
ng Mix fact

ost importa
it Zoo and 
eans the t
happanawat
d the servic
e hypothes
which were

with the nu
and staff co
rketing Mix 
s study.  

of dissatisf
because diss
r simply go 
s the relatio
al., 2004). O
hich definit
er of studie
with the s

n the Ton N
e place was
le others w
Grace (200
stomers fou
ld and Six F
tion were th
satisfaction
considered

d Kongthan
ay spa ser
t the Japan
e-personal 
rice and ser
cates that 
the use of 
ors affectin

ant service 
Safari Wor

tourists we
t (2005) rev
ces of Son
sis while th
e lower tha
umber and 
ompetency 
not able to

การประชุมหา
The 9th Haty

faction. Mil
satisfied cu
to another 

onship betw
Once the s
ely cause th
es on touris
service Mar
Nga-chang W
s rated high

were modera
9) conduct
und satisfyin
Flags. He pro
he most im
n with Spla
d and did

asinthon (2
rvice by th

nese custom
with good,

rvice proces
age and in
service ma
g touring be
Marketing 

rld is cool a
re satisfied

vealed the 
ngkhla Zoo,
he satisfactio
n the hypo
type of a
in the sho

o satisfy the

 

าดใหญ่วิชาการระ
yai National and

lbourn (199
stomers rar
service pro

ween perce
atisfaction 
he low reve
st satisfactio
rketing Mix 
Wildlife Sanc
hest of the 
ate in most
ted seconda
ng at water 
oposed tha
portant asp
ash Lagoon
d not inte

2008) studie
he Japanes
mers preferr
, polite per
ss- clean ut
ncome of t
arketing mix
ehavior of t
Mix factor 
and pleasan
d with plac
result of th
 Songkhla. 
on on zoo 

othesis. This
nimals, ani
w. Accordin
e tourists, b

ดับชาติและนานา
d International C

8) stated t
rely compla
ovider. The 
ived service
becomes lo
enues or inc
on. Jankingt
and the re

ctuary, Thai
level of sa

t aspects. P
ary researc
parks and o
t “overall e

pects to cus
n. As seen 
erpret a lo

ed the Serv
se in Soi T
ed services 
rsonality, go
tilities of hig
the custom

x. Ngarmsriw
tourists at D
affecting t

nt natural s
ce and pro
he study on

The overa
shows, and

s means tha
mal keepin
ngly there w
but they we

าชาติ คร้ังที่ 9 
Conference 

hat underst
ain or rarely
general tho
e quality an
ow; conseq
comes.      
tong (2009) 
equirement
iland. He fo
atisfaction w

Publicity asp
ch to gain a
other simila
environmen
stomers wh
by these 

ow satisfac

rvice Marke
Thonglor, B
s of day spa
ood manne
gh safety. H

mers did no
wiset (2012) 
Dusit zoo an
touring beh
surrounding
oduct of t
n the satisfa
all satisfact
d publicatio
at the visito
ng places, 
were many 
ere not pai

1912 

tanding 
y try to 
ought is 
nd firm 

quently, 

studied 
ts arising 
ound the 
with the 
pect was 
a better 

ar theme 
t, value, 

hen they 
studies, 

ction as 

ting Mix 
Bangkok, 
a for the 
er, price-
However, 
ot show 
studied 

nd Safari 
avior of 

gs in the 
he zoo. 

action of 
tion was 
on were 
ors were 
fee, the 
aspects 

id much 



 

 

  
the 
was
and
pay 
satis
  
inve
assu
attri
som
inhi
stud
one
and
  
ther
serv
of t
Kotl
betw
b) h
fram

Rese
  
que
the 
and
Item
and
and
on 
satis
to t
  
of  

After re
relationship

s adopted t
 process ar
attention 

sfaction.  
Campde

entories whi
umption th
ibutes. On t

me characte
bitory and 
dy supports
e attribute c
 reasons fo

When a
re is a trans
vice consum
time (Kanda
ler et al (20
ween a serv
heterogenei
mework in th

  
earch meth

This stu
estions. The

questionna
 their satisf

m-Objective 
 revealed t
 inferential
the quest

sfactions int
he tourists’

The que
 four parts 

eviewing the
ps among s
to framewo
re generally
to issues 

esuñer et 
ich can gen
hat services
the other h

eristics of se
cannot be 

s the latter 
cannot be c
r such low 
a customer 
sfer of owne
mer receives
ampully, 20
003) explain
vice and a p
ty; c) insep
his study.   

hod 
udy adopte
e 400 respo
aire. The qu
factions. Th
Congruenc

the reliabilit
 statistics b
tionnaire, t
to more de
 low satisfa
estionnaire 
as follows

e literatures
service Mark
ork this stud
y satisfactor
of low sat

al (2017) 
erate a vari
s or produ
hand, the th
ervice there
compensat
assumption

compensate
satisfaction
buys a ph

ership or sim
s only the r
002). What 
s four uniqu
product. Th

parability; an

d a quantit
ndents visit
uestionnaire
he question
ce (IOC).  Th
ty of .967. 
by frequenc
the researc
etail, subseq
action.  
was design
: the first p

การประชุมหา
The 9th Haty

s, there are 
keting Mix a
dy. Secondl
rily by the 
tisfaction a

stated tha
iety of attrib
ucts are e
hreshold mo
e is a certa
ted by a hi
n and stron
ed or comp
.   
ysical good
mply speak
right to that
makes a se
ue characte

hese four ch
nd d) perish

tative surve
ting the zo
e was deve
nnaire was 
he question
The data c
cies, percen
chers furth
quently, in 

ed based o
part compris

 

าดใหญ่วิชาการระ
yai National and

several issu
and tourists
ly the Mark
tourists. Th
nd to find 

t there we
butes. Many
valuated t
odel is base
ain thresho
gh score in
ngly believe
promised, b

ds, they acq
ing they be
t service an
ervice differ
eristics of se
haracteristic
hability. The

ey to find o
o were con
loped to ex
reviewed b
nnaire was t
collected w
ntages. Afte
her examin

order to fin

on the Mark
ses of dem

ดับชาติและนานา
d International C

ues and gap
’ satisfactio
keting Mixes
hirdly most 

out the c

ere many 
y inventorie
aking into 
ed on the a
ld beyond 
 other attri

es that the 
ut it needs 

quire a title
come an ow
d for only a
rent to a p
ervices, desc
s (IHIP) inclu
e IHIP can b

ut the answ
nveniently s
xamine the
y the expe
tried out w
ere analyze
r analyzing 
ed the fo
nd out and

eting Mix fra
ographic ch

าชาติ คร้ังที่ 9 
Conference 

p. First, we 
on. Consequ
s of produc
of studies 

causes of t

satisfaction
es are based

account a
assumptions
which its d

ibutes. This
low satisfa

 to find out

e to the go
wner. In co
a specified 

product is a
cribe the di
ude: a) inta
be a well-in

wer for its 
sampled to
e tourists' b
erts and co
with 30 resp
ed both de
 the Marke

our lowest 
d discuss wh

amework co
haracteristic

1913 

can see 
uently, it 
ct, place 
did not 

the low 

n survey 
d on the 
all their 
s that in 
deficit is 
 current 

action of 
t factors 

ods and 
ntrast, a 
amount 

an issue. 
fference 
ngibility; 
nformed 

research 
o answer 
ehaviors 
nducted 
ondents 
scriptive 

eting Mix 
ranked 

hat lead 

onsisting 
cs of the 



 

 

resp
clos
of v
scal
leve
Price
part
exp
satis
perf
such
perf
 
Find
Who
  
in S
n=2
betw
aged
20.8
acco
mad
maj
  
bac
nea
hou
low
(23%
Con
Zoo
less
wer
wee
 
 

pondents. In
se-ended qu
visit, influen
le ranging fr
el of tourist
e, Place, Pr
t, the respo
ectations o
sfaction m
formance (B
h idea, to
formance co

dings  
o are the t

The de
ongkhla Pro

248), and m
ween 20-29
d and less t
8% (n=83) re
ounted for 
de up the s
ority group 

Regardi
helor degre
rly half we

usehold inco
wer middle-i
%) came 
nsequently, 
o with child
s than 500B
e young t

ekends, reve

n the secon
uestion with
cers, reason
rom “very s
ts towards 
romotion, P
ondents wi
on any asp
ediates the
Babikas, Bie
o study ab
ould be furt

ourists? 
mographic 
ovince are i

males were o
9 years old 
than 20 yea
espectively
11.8% (n=

smallest gro
of the tour
ng their ed

ee and the 
re students
ome of Tha
ncomed to
from othe
many of th
ren, friends
ht or less t

travelers w
eals their sa

d part, que
h multiple c
ns for visit, 
satisfied” (5
service Ma

People/Staff
ill be aske
pects they 
e relations
enstock, an
bout the 
ther investig

characterist
llustrated. T
only 38% (n
(40.3%, n=1

ars old tour
. The group

=47) and 5.
oup, repres
rists were fe
ducation, ab
rest was low
s so their in
ais which is
ourists. Most
er province
hem visited
s, relatives, 
than 1000Bh

with low in
atisfaction o

การประชุมหา
The 9th Haty

estions were
choices que
and expens

5) to very di
arketing Mix
f, Physical E
d to sugge
choose. L

hip betwee
d Van Scot
relationship
gated.  

tics of the r
The majorit
n=152). The
161). This w
rists which w
p between 4
.5% (n=22)
enting 0.8%

emale and s
bout half (
wer than th

ncome was 
s about 26,
t of them 

es for inst
d Songkhla 
only few c
ht (52.3% a
comes, the

on the seven

 

าดใหญ่วิชาการระ
yai National and

e about tou
estions abou
ses. The qu
ssatisfied” (

xes (7 Ps) o
Evidence, an
est in open
Limitation: 
en perceiv
tter, 2004;).
p between

respondents
y of the res
e majority o
was followe
were almos
40 to 49 ye
 respective

% (n=3) of t
single, they 
54.3%) of 

hat of a bac
relatively lo
000Bht per
(76.3%) live
tance Patt
Zoo before
ame with t

and 37.3% r
ey travelle
n Marketing

ดับชาติและนานา
d International C

rist behavio
ut day of vis
uestionnaire
(1) to exam
of the Song
nd Process.
n-ended qu
The genera

ved service 
.  This stud
n low sati

s who visite
spondents w
of the respo
d by the gr
t the same 
ars old and

ely whereas
the respond
are young. 
the respon

chelor degre
ow compar
r month, th
ed in Songk
halung, Pa

e. The respo
our groups 
respectively
d to the 

g Mixes as fo

าชาติ คร้ังที่ 9 
Conference 

ors. The thir
sit, preferen

e employed
mine the sat
gkhla zoo: 
. And, in th
uestion abo
al thought 
 quality a
dy did not 
isfaction a

ed at Songk
were female
ondents we
roup of 30-
of 21% (n=

d 50 to 59 y
s the 60 o
dents. As se
 

ndents grad
ee. Very int
red to the m
herefore, th
khla while 
attani, and
ondents vis
(0.8%). The

y). The resp
Songkhla 

ollows:     

1914 

d part is 
nce time 
 5-Likert 
isfaction 
Product, 
e fourth 

out their 
is that 

nd firm 
confirm 

nd firm 

khla Zoo 
es (62%, 
ere aged 
39 years 
=84) and 
years old 
r above 
een, the 

uated a 
eresting, 
monthly 
ey were 
the rest 
 Satun. 

sited the 
ey spent 
ondents 
Zoo on 



 

 

Wha
  
curr
pric
to b
Bea
 
Tab

 

the 
of t

Tab
Pro
1. A

2. A
3. W
4. 
5. A
6. 
7. 
8. 

at do they 
As men

rent study. 
e, product 

be further a
rd (2014) su

ble 1: Analy

7 Ps Mark

Pro
Pr
Pla

Prom
Peo

Physical 
Pro

To

After sc
researchers
he different

 
ble 2: Analy
oduct Issue
A Variety in

A Variety in
Waterpark 
Environmen
A Variety in
Souvenirs   
Reasonable
Reasonable

feel?  
ntioned earl
Having resu
and promo
nalysed, th

uggested.  

yses of Mark

keting Mix 

duct 
rice 
ace 

motion 
ople 
Evidence 

ocess 

otal  

creening the
s investigate
t aspects of

yses of Issue
es   
 Numbers/T

 Types of a

nt in natura
 Numbers/T

e entrance f
e Swimming

lier, the ass
ulted as suc
otion and Ph
ese four ma

keting Mix Sa

  

3.2
3.1
3.4
3.2
3.3
3.2
3.3

3.2

e Marketing
ed what ca
f each Mark

es under Dis

Types of An

ctivities/Sho

l scene 
Types of res

fee   
suit and 

การประชุมหา
The 9th Haty

sumption of
ch, the fou
hysical Evid
arketing mix

atisfaction o

 

20 
17 
48 
20 
30 
23 
30 

26 

g Mix with l
used such 

keting Mix w

ssatisfaction

nimals 

ow 

staurants  

 

าดใหญ่วิชาการระ
yai National and

f threshold 
r low-ranke
ence ( lo
xes were ch

of the Song

Sa

 

 

 

low satisfac
dissatisfacti

which were n

n of Marketin
 

3.13 

3.10 
3.31 
3.49 
3.09 
3.08 
3.14 
3.14 

ดับชาติและนานา
d International C

provided a
ed service m
wer than -3

hosen in ass

khla Zoo  

tisfaction l

Dissatisfied
Dissatisfied

        Satisf
Dissatisfied

        Satisf
Dissatisfied

        Satisf

Dissatisfie

tion (dissat
on. As show
not satisfact

ng Mix 
(SD
0.9

0.9
0.8
0.9
0.9
0.9
0.9
0.8

าชาติ คร้ังที่ 9 
Conference 

a framewor
marketing m
3.30) were s
sociation w

level  

d  
d  
fied 
d 
fied  
d  
fied  

ed 

isfaction he
wn in Table
torily.     

D) Sa
90 Di

90 Di
86    
90 
91 Di

90 Di
92 Di
89 Di

1915 

k of this 
mix were 
selected 
ith what 

ereafter), 
e 2, data 

atisfaction
ssatisfied  
ssatisfied 
  Satisfied
Satisfied 
ssatisfied 
ssatisfied 
ssatisfied 
ssatisfied 



 

 

Pro
eq

9. V
10

11
12
13

14
15
16
17

18
19
sec
20
    
21

22
 

Pric
Evid
mos
Are 

varie
issu
low
pric
Rega
Mixe
app
earl
(low

oduct Issue
uipment re

Value of mo
. Reasonabl

. Reasonabl

. A Variety o

. Discount p

. Entrance f

. Clean and

. Convenien

. Clean and

. Interesting

. Appropriat
cured  and 
. Clear and 
  informatio
. Clean and

. Overall are

Regardi
ce (7-11), th
dence (15-2
st aspects w
the tourist

For Pro
ety of anim
es with low

west of the 
es for prom
arding each
es. The fou

pears that th
lier. On the
wer than 3.3

es   
ntal fee in w

oney  
le food pric

le souvenirs
on Advertise
price for pro

fee includin
 sufficient t

nt and suffic
 sufficient s

g products i
te condition
nature scen
sufficient d

on board in
 safe anima

ea in the zo

ng the Prod
hree aspects
22).  All of t
were not ab
ts not satis

oduct, there
mals and ac
wer level t
physical ev

motion were
h dissatisfac
ur issues we
he tourists w
e other han
30), four iss

waterpark 

es  

s prices  
ement to P
omotion 

g water par
toilets 
cient parkin
sitting areas

n souvenir s
ns of anima
ne) 
irection sign
the zoo 

al show area

oo 

duct, there
s of the Pro
these had t

ble to satisfy
sfied?   
e were four
ctivities or s
han 3.30. N
vidence wh

e lowest rate
ctory Marke
ere received
were satisfie
nd, sixteen 
sues were f

การประชุมหา
The 9th Haty

R  

rk 

g area 

shops 
ls (in 

ns and  

as 

e are six iss
omotion (1
the satisfact
y the tourist

r issues und
shows, rest
Not a surpr
hile a variet
ed in the Pr

eting Mix, th
d satisfacto
ed with the
out of 22 
from Produ

 

าดใหญ่วิชาการระ
yai National and

 

3.22 
3.17 

3.17 

3.12
3.13

3.28

3.09
3.19
3.24

3.23

3.24

3.23

3.30

3.31

ues investig
12-14) and s
tion level o
ts.  

der the lev
aurants, an
rise, clean 
ty on publ
romotion iss
here were 2
ry level. Co

e natural sc
issues earn

uct. This me

ดับชาติและนานา
d International C

(SD

0.9
0.9

0.9

0.9
0.8

0.8

0.9
0.9
0.9

0.9

0.9

1.0

0.8

0.8

gated (1-6), 
seven aspe
of 3.08 up t

el of 3.30 w
d souvenirs
and sufficie
icizing chan
sues.  
22 issues fr
onsidering t
enery of th

ned the tou
eans that th

าชาติ คร้ังที่ 9 
Conference 

D) Sa

94 Di
91 Di

93 Di

98 Di
89 Di

89 Di

98 Di
94 Di
94 Di

99 Di

95 Di

02 Di

88 Sa

88 Sa

fives issue
cts of the P
to 3.49. Con

which com
s. Price sho
ent toilets 
nnels and d

rom four M
these four i
he zoo as de
urists dissat
he tourists 

1916 

atisfaction

ssatisfied 
ssatisfied 

ssatisfied 

ssatisfied 
ssatisfied 

ssatisfied 

ssatisfied 
ssatisfied 
ssatisfied 

ssatisfied 

ssatisfied 

ssatisfied 

atisfied 

atisfied 

s of the 
Physical 
nsidering 

prised a 
owed all 
was the 
discount 

Marketing 
ssues, it 
escribed 
isfaction 
may be 



 

 

diss
cha
anim
et a
inta
con
con
wat
the 
zoo
be 
inte
prod
cha
souv
part
In t
tour
tour
inte
show
prod
Zoo
and
the 
varia
varia
the 
othe
prod
clea
cha
The
mon
Grig
loya
satis

atisfied with
racteristics 
mals, shows
al (2003) p
ngibility, he
sist of pro
sumers or t
er park, foo
same time 
 can be dif
perceived d

erview to v
ducts or se
llenging tas
venirs, even
ticular dime
erms of he
rist will hav
rists come 

erpreted by
ws. The Zo
duct or ser
o can provid
 Crocodile 
far offers o
ability so th
ability regar
wild anima
ers are kios
ducts and s
anliness an
racteristics 

e tourists re
ney they 
aliunatei an
alty, accom
sfaction in t

h the Produ
of the prod
s, restaurant
pointed ou
eterogeneity
ocess and 
tourists are 
od and drin
while they

fferent thing
differently t
erify what 
ervices doe
sk to organ
n they are t
ensions of so
eterogeneity
ve a percep

to the Zo
y dissatisfac
oo must u
vice variabi
de different
farm in Sa

only one ou
hat the tou
rding the fo
al show and
ks. Regardin
services wh
nd conveni
of insepara

eflected th
paid; cons

nd Pileiene 
mmodation 
the importa

uct of the S
duct or ser
ts were con

ut four cha
y, inseparab
operating a
present. Th
k kiosk. The
are at the 

g to differe
to the tour
the tourist

es not hav
nizations to
tangible pro
ouvenirs ne
y, it appare
tion of satis
oo, they ex
ction on th
nderstand 
ility. The va
t shows. So
mutprakarn
tstanding sh

urists can c
ood and res
d the seal sh
ng the issue
ereas servic
iences, are
ability of th
at the serv

sequently, 
(2014) stud
and cater

nt determin

การประชุมหา
The 9th Haty

ongkhla zoo
rvices provid
nsidered re
aracteristics 
bility and p
at the sam
he products
e tourists w
zoo. Intang
nt tourists. 
rists. Howev
ts actually 
ve actual p
o provide sa
oducts, but 
eed improve
ently relates
sfaction at o
xpect to s

he issues o
this issue a
ariety of th

ome special
n runs croco
hows, but it
choose from
staurants of
how. There 
e of insepara
ces such as
e received 
he Songkhla
vices were 
they had 

died the rela
ring, they f
nant to loya

 

าดใหญ่วิชาการระ
yai National and

o. It is nece
ded by the
latively low
of produc

perishability
me time ar
s at the Son

will experien
gibility of the
The conce

ver this stu
think abou

physical app
atisfactory 
it should b

ement.     
s to the ab
one point d
ee a varia

of variety o
as the cust
e products 
ized zoo su
odile wrest
t organizes 

m. Whereas 
ffered and t
is only one
ability, the 
 wild anima
dissatisfact

a Zoo serv
not satisfa
low satisf

ationships o
found that
alty and sat

ดับชาติและนานา
d International C

essary to car
e Songkhla 
w. As earlier
ct or servic
y (IHIP). Pro
re being p
ngkhla zoo 
ce the prod
e products 
pt or word 
dy did not

ut the varie
pearance so
services or 

be further in

bstract of v
different to 
bility of ev
f animals o
tomers nor
seems cur

uch as Safar
ling shows 
6 rounds a 
the Songk

the zoo has
e big restaur
Songkhla zo
al shows, se
tion from 
ices are no
ctory in as

factions in 
of the touris
t the local
tisfied local 

าชาติ คร้ังที่ 9 
Conference 

refully cons
zoo, the va

r mentioned
ce which 

oducts and 
provided wh

are shown 
duct and se
and service
“variety” m

t conduct a
ety. The va
o that it m
products. 

nvestigated 

variability an
another po

verything, t
or restaura
rmally expe
rrently limit
ri world in 
all day lon
day reflect

khla zoo off
s limited ro
rant in the 
oo consists 
eal shows, 
the touris

ot very sati
ssociation w

all prices
sts’ satisfact
l tourists 
tourist tend

1917 

sider the 
ariety of 
d, Kotler 
includes 
services 
hile the 
such as 

ervice at 
es at the 
may not 
a further 
ariety of 
makes a 
For the 
in what 

nd each 
oint. The 
this was 
ants and 
ects the 
ted. The 
Bangkok 
ng, even 
ting time 
fers less 
ounds of 
zoo and 
of both 
scenery, 
sts. The 
sfactory. 
with the 
 issues. 
tion and 
may be 
ds to be 



 

 

loya
issu
not 
reco
at t
satis
 
Con
 
facil
mixe
reco
anim
mor
as S
Mor
tour
adm
serv
pos
enh
 
Refe
Bab

Bea

Bow

Cam

Fuc

 

al, even th
e of perisha
want to pu

overed. The
the point o
sfaction of t

nclusions a
From th

lities of the
es. Increase
ommended
mals from o
re interestin
Songkhla cu
re food out
rists reflect

mission fee) 
vices and p
sibly impro

hance the sa

erences: 
ikas, E., Bien

custom
35(4), 7

rd, R. (2014
from W
importa

wie D.,& Butt
Elsevier

mpdesuñer, 
Satisfac
of Busin

hs, M., & W
potenti

ey were no
ability, the 
urchase mo
e products a
f contact t
the tourists

nd Implica
he research
e Songkhla 
e in the nu
, for exam

oversea sho
ng and fun. 
ulture or ot
tlets or kios
ted unreaso
are not tru

products so
ove the qu
atisfaction.  

nstock, C. C
er satisfacti
13-737.  

4). Why cust
Website: http
ant/  
tle F. (2011
r Ltd. Butter
R. (2017). R

ction To Imp
ness and Ma
eiermair, K. 
al for explo

ot satisfied 
loss probab
re services 
and service
hat all serv
.  

tions   
h, the sugge

zoo were 
umbers and
ple, wild li
uld be furth
Also, the a

ther nearby
sks and a va
onable pric
uly expensiv
o that they
uality of s
              

C., & Van Sco
on to store

tomer satisf
p://blog.clie

). Hospitalit
rworth Hein

Relationship
prove Loyal
anagement
(2004). Des

oring guest s

การประชุมหา
The 9th Haty

 with acco
bly caused 
or products

es at the zo
vices and p

estions from
revealed a
d various t
ife animals 
her. The sho
animal show
y provinces 
ariety of fo

ces in many
ve, but the
y perceived
services an

otter, J. R. (
e traffic and 

faction is im
ntheartbeat

ty Marketing
nemann 
p between Q
lty towards 
t Science, 7(
stination be
satisfaction. 

 

าดใหญ่วิชาการระ
yai National and

ommodation
when the t
s while they

oo are peris
products at 

m the touris
s following
types of an

like night 
ows should
w should be

like local 
ood were re
y dimensio

e tourists co
d value-not
d products

2004). Linki
revenue gr

mportant. Re
t.com/why-

g: Principles

Quality Man
Tourist Des
(1), 11-34. 
nchmarking
Journal of 

ดับชาติและนานา
d International C

n and cate
tourists wer
y were at th
h. At this p
the zoo sh

st concernin
 aspects of

nimals and 
animals, ty
 be improv
e adapted t
shows bein

ecommende
ns. The pr

ompared it 
t-worth fee
s which co

ng perceive
owth. Decis

etrieved on 
customer-sa

s and Practi

agement an
stination. Int

g: An indicat
Travel Rese

าชาติ คร้ังที่ 9 
Conference 

ring. Regard
re not satisf
he zoo may

point, it is c
hould main

ng on servi
f service m
animal sh

ypical anim
ved; they sh
to the cultu
ng suitable 
ed. Importa
rices (entran
with the q

eling. The z
ould conse

ed quality a
sion Science

March 20, 2
atisfaction-i

ice (2nd Edit

nd Custome
ternational

tor-system's
earch, 42, 2

1918 

ding the 
fied and 
y not be 
rucial to 
tain the 

ices and 
marketing 

ows are 
mals and 
hould be 
ure such 
for kids. 
ntly the 
nce fee, 
uality of 
zoo can 
equently 

nd  
es, 

2018,  
is-

tion). 

er 
Journal 

s 
212-225. 



 

 

Grac

Grig

Jank

Kan

Kotl

Kotl
Milb

Mor

Nga
  
  
Page

Sirip

Swa
 
Tha

Won

ce, H.  Karl,H
Improv

aliunatei, V
Segme
Develo

kingtong, W
 on Serv

dampully, J
beyond

ler, P., Bowe
 Interna

ler, P., Bowe
bourn, G. J. 

Busines
rrison, Alast

Delmar 
rmsriwiset, 

tourists 
Bangkok

e, S.J. (2011
 Heinem

phanich, S. a
Thailan
344-35

arbrooke, J. 
Heinem

ppanawat, 
Muang 
http://2
61800&

ngnichakul, 
Influenc
Sukhum

H., Mike. S.,
ving Custom
. & Pileliene

entation a
opment Stud

W. (2009). To
vice Market
J. (1998). Se
d customer 
en, J., Make
ational Editi
er, J. T.& Ma
(1998). Qua

ss Forum, 23
air M. (2010
Cengage Le
P. (2012). Se
at Dusit Zo

k: Graduate 
1). Tourism M
mann. 
and Palakur
nd as a Cult
52.    
and Horner

mann (imprin
K. (2005).  S
Songkhla di

202.28.199.3
&doc_type=0

V. & Kongth
cing the Jap

mvit Area, Ba

Derek, S., &
mer Satisfac
e, V. (2014).
and Mana
dies, 3(14). 
urism in To
ting Mix and
ervice qualit
services. To

ens, J. (1996
ion, Prentice
akens, J.C. (
ality service 
3(3/4), 15-18
0). Hospitalit
earning. 
ervice mark
oo and Safa
School, Sri

Managemen

rthi, R. (2549
tural Tourism

r, S. (2007). 
nt of Elsevie
Satisfaction 
istrict, Song
3/tdc/brows
0&display=l
hanasinthon
panese Cust
angkok. BU 

การประชุมหา
The 9th Haty

& Jackie, S. 
ction and Re
Satisfaction
gerial Imp
 
n Nga-Chan

d other Dem
ty to service
otal Quality
6). Marketing
e Hall, Pear
(2003). Mark
makes hap

8. 
ty and Trav

keting mixes
ari world. M
nakharinwir
nt: An Intro

9). Factors A
m. Journal 

Consumer 
er). 
of visitors t
khla provin
se.php?optio
list_subject&
n, K. (2008.) 
tomers in Se
Academic R

 

าดใหญ่วิชาการระ
yai National and

(2009). Mak
etention 
n and Loyal
plications. 

ng Wildlife S
mands, Haty
e loyalty: A 
y Manageme
g for Hospit
rson Educat
keting for Ho
ppy custome

vel Marketin

s factors aff
Master’s Proj
rote Univers
oduction. 4th

Affecting Se
of Internati

Behaviour i

towards the
ce. Retrieve
on=show&b
&q=%CA%C
Service Ma

electing Day
Review, 9 (2

ดับชาติและนานา
d International C

king a Splas

lty of Lithua
Regional 

Sanctuary; 2
yai Journal, 
relationship
ent, 9(6), 43
ality and To
ion Internat
ospitality an
ers and grea

ng, 4th editio

fecting to to
ject M.B.A. (
sity.     
h edition. Bu

lection of S
ional and T

in Tourism (

 services of
ed August, 2
browse_type
C7%B9%CA%
arketing Mixe
y Spa in Soi
2),10-22.    

าชาติ คร้ังที่ 9 
Conference 

sh Through 

anian Rural 
Formatio

2. The satisfa
7(1). 
p which goe
31-443. 
Tourism, 3rd E
tional. 
nd Tourism.
ater profits. 

on, Canada,

ourist behav
(Marketing). 

utterworth 

Songkhla La
Thai Tourism

(2nd).  Butte

f Songkhla Z
2016, from 
e=subject&s
%D1%B5%C
ed Strategie
i thonglor, 

1919 

Tourists 
n and 

action 

es 

Edition, 

 (3rd ed)  

vior of  
 

goon of 
m, 3,  

rworth-

Zoo, 

subjid=
C7%EC 
es 


