(1)

uHINMIMsHaNAaMWMSsIALSMsluszuvvHaIguiaIno ungIMINza

%4 %4

umsaga-aam3 o Nufleuisednzas I3 Inaga
d' (% Il d' J a =
!“IN?J59QiUﬂﬁ‘i’l’t’)x‘l!ﬂﬂ?@’ﬂi%‘]ﬂﬂﬂ!ﬂﬁﬂﬁﬂ%'t’)“l!"liﬂu
Guidelines for Service Quality Development to The Maritime Transportation
System Route: Satun - Langkawi Island at Tammalang Port of

Satun Province to Support Tourism for

Asean Economics Community

LY d
VIVYHUD TITIUNIA

Khwanchanok Suwannaphong

‘imnﬁwuﬁfﬁgﬂuthuﬁfiammmﬁﬁnmmuﬁé’ngmﬂ%wumg
VIMSFINAUMTUNA mnnsdamsmanesiion
NINNABAIVAIUATUNS
A Thesis Submitted in Partial Fulfillment of the Requirements for the Degree of
Master of Business Administration (Tourism Management)

Prince of Songkla University
2558

a A Qd a (Y] a d
AVANHVUIINYIINYIAYAIVATHATHUNS



@)

4 o Jd o a o J ' {
Yo InenHnus pINIMsHaNgumwms U ms luszvuvudeguvasneaiion
Nangia IduNNEgaaInd . nufleuisednzal Janiadga

o305 UMINeuNeIgsmAUATHENIO T

Al WNAMVTYFUN FI5TUNIA
MUIN AMIIANIATNDUNED
n’d' a a d [y}
210138nY5n¥ Ineninusvian AULNITINMTADU

1J5L51UNTTUNS

NITUNIT

a a

JYIFR)

o

1 4 a a an
(@emans19156 5o Tn (M) ATIAAAS 19

NITUNIT

a,

v A A

(A3 F5ANA IUALN)

v
a a S

Vadininends  wiInodeasvauniuns  eyaia ifuinendinusmivil
I [ % [ a a ) a a o
WudrunilavesmsAne awrangasilSyanus  msgInaurItuga 4113951059903

MINDAUNY?

=

4 =
(309AANTINITY AT.FITNA ATVUL)

ANVATUNAING 1A



()

4
[ 1 a o I a o Y
UBIUIDIN Nﬁ\‘l']ll')ﬂEJ:E!L‘]JL!Waiﬂﬁ]']ﬂﬂ']ﬁﬁﬂﬂ"l'mEJ‘U’ENL!ﬂﬁﬂBHEN HAZUDLTANNINUDUA Y

A A 9 ' 9y a4
uﬂﬂﬁﬂﬂﬁ’)ulﬂﬂﬂ]@ﬂnﬂﬂWUll’l U N

({emans1913d FooTn (M) as.nads wW53ma)

s a a 4
@Wﬁﬂﬂﬂ?ﬂ’hﬂ’)‘ﬂmu‘wu‘ﬁ

o J
(UNENVIYFUN ﬁ;'ﬁﬁm‘WQﬁ)

@

=
UNFANHI



(4)

A

9 Y o 1 Ao dy [} I U & o 1
VINRTTUIBIIT WANTUD fm"lmﬂmﬂumuwuﬂumiaumﬂ?mmﬂmmﬂﬂmmu ae

g 9

A

[ Y
li'ldgnldlumssuveeyialsyanluvmsl

o J
(UNENVIYFUN q’liﬁm‘W\iﬁ)

%

=
UNFANHI



)

a a

¥oInenilnus  uwImuMIHAAAUMWMILINS luszuuvudIguraieuiisannga
9 [ = 1A A o v o @ A @ ' A
EUNNAGA-09NTI Y NUNGUGFOAWLAT JMTAg INBTDITUMIN AN

qssrunuATHgNIDUTY

I 4
Al UNAVIYFUN FITIUNIA
MU AMFIANTATNOUNED
Umsanmn 2557
U \]
UNACIEID
aov 3 dydo.l 4 d' = a =1 [ [
Mg luaT U TenlszasamemanymgAnIu s sumeussAUANUMAKI

uazmssuiveninvounean lfus mslussuvvudegunasaieamanga idunedga-aan1
WOANH LN IHAUIAUAINMTUTMS TusEUDYUdIguraIneuNeINIInza dun1g
AQa-a9n17 o NUReUITEAINZ AN 39K Iaaga 10503 UMINouNeIgUszsuALATHYNY
Aav g Ay A o { awv QaJJ J
DT M3V UMIIVBFIT 1599 (Survey Research) Taen)seannsin 1 lumsdidensail Uszneuaie
Y 1 d‘ d‘ Y Aa 1 1 1 1 dl 9 [ = L= A
1) daveamenn 1susms lussuuvudsgurameuneImanga iU aga-aind o nunguse
o v W @ 1w 1 1 1w 1 v A [ Aau A
Auzad TaIaaga 1IANGUAIDE1N 400 318 TasgungualedlauuuTudY 1WuNIITEIF
a <] : @ a o
s inudeyalaslduuudouniy Falsznoudie 8 wiasgIu 49 il 1) UTHMToIONIY
[ o o ' o [
Usznoudie 6 awil 2) iSoless Usznoudae 12 awil 3) nuieuiSedwzds Usznoude
v Y Y ' 9 v A a 1 9 v A
8 A¥ll 4 )ATUTBYaV1IAS Useneunde 5 avtl 5) MIuTMIavANIUA Uszneuais 3 aril
Aa [ 9 9 v A a o 1 a 9 A =
6) MIVIMINAMANT 311013 Y3znouA8 5 A% 7) MIVTMITNULAUM LazYeINILan
[ [ o 1Y 3PN o
Usznoudln 5 awil 8) m3snuinnulasane Uszneudie 5 axil Fadmsizvdoyalasnsly
aa a A = 9 yas av A Y o 7
ADATINTIUUT 11a2) YAaININTaINeITed TagleIsnsiTadinaninlens duniyal
nuudi Inseasg
=< 1 99 Y Aa 1 [ X A Ao @ @
Hamsane wun Jdusmsaaulugdurnne Fedigidunludmiaaga
Jq ¥ a 1 a 1 a ~ 1 =Y :/ A o
wazd IFUTMIrNANmad Il umannlsemamges aulvgimsvesdusonloss
1 9 dy 2 & o A 09: Ao s A ' A o 1 a < 1
a2 Taegouiaminnemanua Iiagiszasamenaanerindou mumandunyna

1 a y o 1 1 a < [
2-5 AU NTULHAITeYaNINIAnT oo uuz nazdiuInaaunuudn ld-gundy

F4 4
v A 1 % 1

NINgUAI0E 1T TZAVANNAMAKIINNNNTZAUMITUABAMMNMTUTMI Tunna Taun

Y [ A o v 9 Y ] 9 A o Y a o ] a 9 A =
ATUNUNYVLIDANNS AN ATUVDY VIS AN BT T/MUUTMINHUIBTUAUAZVDINTLAN

MumMssayInNulasans AUMTUTMIAAMATIIUDIMT VST TNED LazaumMIUS NI



(6)

AVUAVYUAT AWEIAY AIMTUMIANHUINEMINAIABMNMTVT T IUTzUUVUEg
unaeaneufieInanzia idunedga-a9n1 o nuieuiTodmzas saniagga wua 1) A
VTG ed0alinuFeImYy ANNANEITD ANseuney lumstams Tud i o1d
a A A 1 o Jg ¢ a [ Y 9 Y 1 9
MuAUTeNMzaNasd U IFUTMT mstamanuilyruamzuinldedgndenas

v

9 A A v A Y o 2K o Y] ~ Y a
3117 2) MuFemless uennauseudrdarunesiudadnennyeaninanunaes i usmg
a9y Y Y o o F) dy vy 9 = 3 Y] 1 ]

anade agiulainmsdsvilyaazwannluamiieguaite dnnaminaudiulvgaunso
foesaremumng landes dawaldaailymdumsdeasnud19usmsaniamna Tnemwz

~ 9 ] Y a 1 ~ A o [ 9 1 ~ A o [
yuuaEe 10819110 3)  AuUTUNNREVEeMNEEY (UsEnouale nuneuTaf N Y,
Joyar1a1s, MIUTMIAIANIUES, MIUTMIHAMIMS 511013, MIVTMIT AU
A = o o I VA A A 3 o Yy 1 ~
wazueanszan, Mssnyanulasane) Wunuieusenseaiuasrvviuiamn 114 lue1ad
[ 9 1 =~ Y 1 ~ A A 1 ] Y Qs: dy 1 v 9 Y
Anenmluduaeieumnunuieusenioaiuasinlnaa 1a stz dawaaidnlumsIn

a 9 Vo 2L AYa Y a A = ) a VA A
V3Nt lugeTurga Sagaumanlsusmssomesidunadga-a9n13 o Mineuise

o v o ] A A 9 y @ [ ~
fuzaudusriumnn mienunlidiuneidesalimstasusudsemeadngy uaznieii 3
A A & Y v o & VA A Y A Y o A A o ]
911 W11y tazdwiludu suduluedanszasaFougiazian waiudnen nlumslv

a ~ v ~ Yg Y a Y
UiﬂWiﬂﬁWNWiﬂﬂfJUﬁu@ﬁﬂ’NN@lfJ\TﬂWi“V]Wﬁ1ﬂ1’i’ﬁ1€J"Uf]\1E!Gl“]fﬂﬁfnillﬂ

Mdfgy: WANAUMWAITVTNT T2VVVUE UsemauasygnaouTou Nfisusofuzae



(7

Thesis Title Guidelines for Service Quality Development to The Maritime Transportation
System Route: Satun - Langkawi Island at Tammalang Port of Satun Province

to Support Tourism for Asean Economics Community

Author Miss Khwanchanok Suwannaphong
Major Program Tourism Management
Academic year 2014

Abstract

The objectives of this research to study the behaviors of tourists, Compare the
expectations and perceptions of tourists who use the service to the maritime transportation
system. Route Satun - Langkawi To study the quality of service to the maritime transportation
system. Route: Satun - Langkawi Island at Tammalang Port of Satun Province to Support
Tourism for Asean Economics Community. This research used Survey Research. The samples of
this research were 1) Tourists who use the service to the maritime transportation system. Route
Satun - Langkawi from 400 respondents, accidental sampling method and analyzed by using
descriptive statistics. The quantitative research was applied using questionnaire that measure
consists of a standard 8 standard 49 Index 1) Boat company consists of 6 index 2) Ferry consists
of 12 index 3) Tammalang port consists of 8 index 4) Information consists of 5 index 5) Transportation
services consists of 3 index 6) Restaurants consists of 5 index 7) Shopping service and souvenirs
consists of 5 index 8) Security consists of 5 index, 2) Personel were the qualitative method of data
collecting, structure interview .

The results of research showed that most of service users are Thai that come
from Satun Province. And most of foreigner service users come from Malaysia. Mostly booking
ticket before travel, buy package tour all, aimed tourism/leisure, travel a group of 2-5 people,
Informed sources from a relative or friend and morning-evening return. The samples have
expectations higher than the perception of quality of service in all aspects: Information, Ferry/
Shopping service and souvenirs, Security, Restaurants, Boat company and Transportation
services, respectively. For guidelines for service quality development to the maritime

transportation system route: Satun - Langkawi island at Tammalang port of Satun province to



®)

support tourism for Asean Economics Community found 1) The boat company must be proficient.
The ability and prudence to manage such schedule the appropriate number of users. To deal with
the problem correctly and promptly. 2) The Ferry. In addition, the boat also includes potential
employees who serve them. Currently, there has been improvement in this field already. And
most employees can communicate with Malay fluently. Resulting in reduced communication
issues with the service of foreigners, especially Malayan language significantly. 3) Context
Tammalang berths (including Tammalang port, information, transportation services, restaurants
services, products and souvenirs services and the security). A small port or checkpoints. As a
result, it may not have the potential in many fields is equivalent to a large port or a large
checkpoints. Therefore will delays in service during the holidays that many travelers using the
ferry route Satun - Langkawi at Tammalang port. The agency has been involved with the training
of English and the third language each on the Malayan and Chinese that all boils down to learning

and development to enhance the services that can meet the diverse needs of service users.

Keyword : development service quality, transportation system, asean economics community,

tammalang port
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Guidelines for Service Quality Development to The Maritime Transportation
System Route: Satun - Langkawi Island at Tammalang Port of Satun Province

to Support Tourism for Asean Economics Community

Explanation

This questionnaire is a Comments of Users with the quality of service to the
maritime transportation routes to Satun - Langkawi Maritime routes at Tammalung Port, Satun
province for develop quality support to ASEAN community effectively.

The researcher is extremely thankful to all of you for answering this questionnaire.

This questionnaire has 3 sections

Section 1 Your general information 12 questions.

Section 2 Your Comments forward the services quality of The Maritime
Transportation System Route: Satun - Langkawi Island at Tammalang Port of Satun Province 49
items.

Section 3 Face any problems regarding our service and other suggestion.
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Section 1 Your general Information
Please mark v in the bracket ( ) in front of the Information your selected.
1. Sex

() 1. Male ( ) 2. Female
2. Age
() 1. Younger than 25 years old () 2. 26-35 years old
() 3. 36 -45 years old () 4. 46-55 years old
() 5. 56-60 years old () 6. Older than 60 years old

3. Country of domicile (Your Country) ...............ccoeveninenn...

4. Education

( ) 1. Primer () 2. Secondary.
() 3. Vocational () 4. Diploma.
( ) 5. Bachelor () 6. Postgrad.

() 7. Others please specify ................

5. Occupation

() 1. Pupil/Student () 2. Official/Officer of State enterprise
() 3. Own business () 4. Employee of private sector
() 5. Agriculturist () 6. Others please specify................

6. Monthly income.
( ) 1. Notover 1,000 US$ ( ) 2. 1,000-2,000 US$
() 3. 2,001-3,000 US$ () 4. 3,001-4,000 US$

() 5.4,001-5,000 US$ () 6. Over 5,000 US$
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7. Patterns of movement
() 1. Package tours all () 2. All customized trip planning.

() 3. Others please specify................

8. Number of persons who accompany you.
() 1. Alone () 2. The group of 2-5 persons

() 3. The group of 6-10 persons () 4. More than 10 persons

9. Book your Satun-Langkawi ferry ticket before or not

() 1. Reservation () 2. unreserved.

10. How did you receive the information or get to know ferry routes Satun - Langkawi at the
Tammalang port of Satun.

() 1. Recommendation of friends/Relatives ( ) 2. Internet

( ) 3. Brochure/Leaflet () 4. Magazine
() 5. Travel Agency () 6. Travel guide book
() 7. Tourism authority of Thailand () 8. Others please specify.........

11. What is your propose for traveling with ferry routes Satun - Langkawi at the Tammalang

port of Satun.

() 1. Holiday/Vacation ( ) 2. Business
() 3. Official work () 4. Meeting/Conference
() 5. Research () 6. Others please specify.........cccocverrnnnen.

12. Length of trip
( ) 1. morning - evening return () 2. 1-2 days.
() 3. 2-3 days () 4. 4-5 days.

() 5. More please specify.........
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Part2 Comments of Users with the quality of service to the maritime transportation routes to
Satun - Langkawi Maritime routes at Tammalung Port, Satun province.

Instruction: Please mark v to rate your ‘Expectation levels’ and ‘Perception levels’.

Level of Expectation : 1-Lowest 2-Low 3-Fair 4-High 5-Highest

Level of Perception : I1-Lowest 2-Low 3-Fair 4-High 5-Highest

Expectation levels Perception levels

Quality of Service (Before the service) (After the service)

1 2 3 4 5 1 2 3 4 5

1. Boat Company

1) Company has served exactly as promised

2) Company was open at a convenient time for
customers.

3) Company has organized timetable that can
support the travel of tourists at a reasonable
and sufficient

4) Company has set ticket prices at a reasonable
and fair.

5) When customers have a problem, the
company expresses its sincere to solve it

6) The Company has no history of failure in

service...

2. Ferry

1) Boat condition is available and stable,
ensuring the passenger

2) There are advanced and high quality
equipment sufficiently

3) Customers can observe the facilities of the
boat easily

4) Facilities are consistent with the service of the ship.

5) Staffs notify customers what time will beserved

6) Staffs are ready to serve customers timely

7) Staffs are willing to help customers 8) Staffs

are ready to respond to customer requests
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Expectation levels Perception levels (After

Quality of Service (Before the service) the service)

1 2 3 4 5 1 2 3 4 5

9) Staffs are express customers feel confident in
obtaining services

10) Customers feel safe on ferry

11) Staffs are good manners to customers every
time

12) Staffs are competent and skills in Thai and
international languages to answer customer

questions

3. Tammalang Port

1) The chairs at waiting area are enough and in
good condition

2) Bathrooms are adequate and in good condition

3) There is Prayer Room

4) There is first aid room

5) There are personnel who provide Information

6) Services of the Customs Department in the
overall.

7) Services of the immigration Police in the
overall

8) Services of the Tourist Police in the overall

4. Information

1) There are information center, document and
brochures

2) There is interpretive labeled or sign

3) There are traveler's information about
practices and conduct when touring

4) There are electronic media, both in Thai and
foreign languages and network Services

5) There are information service officers in good

foreign languages
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Expectation levels Perception levels (After
Quality of Service (Before the service) the service)
1 |2 1 |2 1 |2 1

5. Transportation services
1) There is a transport link from Port to the
tourism location
2) There is a parking place in an appropriate and
safe location

3) There is a good quality road / street

6. Restaurants Service

1) There are convenience stores and restaurants
that suit for tourism location, include a Halal
restaurant

2) Food and beverage service are standards

3) The cleanliness in the restaurant and garbage
disposal

4) The bill is a good system

5) The charge is reasonable and fair

7. Products and souvenirs services
1) The products are unique and local wisdom
2) Products are functionality and value to keep as
a souvenir
3) Product prices are clearly stated
4) Product prices are reasonable and fair

5) A variety of products and quality

8. The security
1) The standards of security of life and property
of tourists such as alarms
2) Medical or nursing staff with knowledge of
first aid is stationed
3) Security is ready at all times

4) Security is clearly visible in tourist spots

5) The security service is 24 hour available
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Section 3 Problems and other suggestions for the services.

Please mark v in the bracket ( ) in front of the Information your selected.

1. Did you face any problems regarding our services? (You can mark more than 1 answer)

()
() 8
() o
()
()

I did not face any problem.

Not comfortable.

. The location of Tammalang port is difficult to reach and not convenient for travel.

Wait too long to purchase ferry tickets.
Equipment used in the service are not enough.
Items not used in the modern.

Food available is not enough.

employee lack of enthusiasm for the service.

Employees say impolite.

10. Employees without the knowledge of the service.

11. Other please specify .............c.ouennis

2. In summary, the overall transportation system is equipped with a high standard of universal

service and services to tourists as well.

() 1. Strongly agree () 2. Agree () 3. Disagree

3. Other suggestion

we would like grateful thanks for your time and kind cooperation to fill up this questionnaire.
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