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Abstract

This research article aimed: (1) to analyse tourists' experiences in using the services
at the certified tourist accommodation in the Southern Andaman coastal region, categorizing
them into positive and negative experiences, and (2) to examine the factors determining
tourists from returning to these certified hotels. The study investigated tourists’ experiences
based on reviews from 55 certified hotels collected from Trip Advisor. Data were collected in
December 2024. Content analysis and descriptive statistics were employed to present the
data in terms of frequency and percentage.

The findings indicated that 1) positive experiences could be categorized into six key
aspects (ranked from most to least mentioned): staff, room quality, food and beverage
services, front desk, environment and ambiance, and activities or facilities. Similarly, negative
experiences were classified into six main aspects (ranked from most to least criticized): room
quality, staff, front desk service, food and beverage services, housekeeping, and facilities.
2) The study also identified five key factors influencing tourists' decisions not to revisit these
hotels: hotel standards, staff and service, management, physical conditions, and cleanliness.
The findings from this research may serve as valuable insights for hotel managers in enhancing
service quality and improving hotel standards to better meet tourists' expectations.
Keywords: tourists' experiences; certified tourist accommodation hotels;

Andaman coastal region
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35AiIuN15938 (Research Methods)
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NaN15998 (Research Results)
An5a7 1 uae 2 wanamansdieseilszaunisaivesinveadislunisléuinisvedsausy
AlFsuseanmspuiiniensviesieluunnaldimeaduniiu Tnsuiseenduuszaunisnids
VINkaidau @umsei 3 wanaanisinsendadeiivinlidnvieadiedldnduunlduinisees
Tssusuluauime
A1519t 1 wansruiuaziesazveslszaunisaliieuan (positive experiences ) lnguuoanidu
UsuLAumeg
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1. wilnau 148 (30%) -Staff are very nice.

-Staff are always friendly & very helpful.

-The hotel staff were very friendly & accommodating
throughout our stay.

-The staff were all really friendly and helpful.

2. 091N 133 (27%) -Rooms were clean & bright, with massive bed &

bathroom.
-Very spacious room, equipped with all you needs.

-Rooms are beautiful and spacious.

3.A15UINNTOIMITHAY 94 (19%) -Superb breakfast with a variety of choices

RN -Excellent breakfasts with great range of options

-Buffet breakfast was served daily. There was a good range
of options, including Western & Asian food.

-High quality food for breakfast and dinner.

4. NMIABUSUAIUNTA 55 (11%) -They allowed me to check in 2 hours early, which was
great.

-A lovely welcome from the front desk, fast and easy
check in.

-Front staff were very professional, friendly and helpful at

all times.

5. @0 NLINRDL/ 40 (8%) -Location is great, convenient to the beach.

UITYINA -The garden was lovey with lost of trees.

-The environment is absolutely beautiful, creating such a
relaxing and peaceful atmosphere.

-The ambiance of the resort is warm and clean.

6.AnTs/Assung 25 (5%) -The resort provides good gym, perfect facilities.
AIUALAIN -Nice big swimming pool.
-l had a massage at the Spa. Very nice and so professional.

-Spa was great and very professional

571 495 (100%)
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AN5197 1 wansmanIsiezvUszauniseideuan Tassuuneondu 6 Uszidundn laud
FAUNTRIY FIUTEIRN FIUNITUSNISENMISHAZIASEIRN FunISHouSUdILNT uda NwIndey
LAZUIIEINIA WazAIURaNsSUNTeAISIuIEAIETAIN 21NNANISITENUIN Thvieafisananai
Usgaunsalidauaniudiuntinauanndign Sesas 30 sesaunie fureain Souas 27 wagduns
THUSNsomnswazAseiy Sevar 19 munisfeusudiunth Sovar 11 luvaeiisiuanimuwindoy
LaUseN1ATeslsalsy Sosas 8 wazsuianssuTuNuINI/AE e NaraIn Sovas 5
A1519Tt 2 waneruduazSerazvendssUszaunisaidiaay (negative experiences) Tneudioanidu

UsuLAumeg
Usziay AMuduaziouay Arag1sUszauNsaligeay

1. ¥iewin 87 (29%) -The hotel needs a good clean and make over. We found
large cockroaches when we entered our room”

-The beds are hard as actual rocks. It’s shocking but | felt
bruised from sleeping in the bed just the first night.

-Sink faucet and shower handle are covered with heavy water
stain, that you could not see the shine of the material
underneath.

-Furniture at the room was so old and smell really bad.

2. wWilnu 81 (27%) -Staff were too slow to provide any service, also their
reception does not respond. We have to try 15-20 times
before they responded.

-Staff not prepared to help or assist with anything, not trained
and do not speak English well. Staff are very confused as well,
with very different information.

3. MsRoUsUdIUNI 63 (21%) -We had to line up for check out for more than 15 minutes
since there were several people checking out at the same
time.

-Reception at this resort really need better training & guidance
on treating hotel guests”

-No one received or greeted us as we entered dragging in our
own luggage. | had to shout hello a few times to get 2 smiling,
the ladies came out of the back office.

4.A15UINNTOIMTUAY 39 (14%) -Room service was very poor.

RN -The food in hotel restaurants is terrible and breakfast had
nothing for vegan/vegetarians.

-Food is below average
-Breakfast buffet had very little variety of choice and always
the same throughout the week we stay.

5. WU 18 (6%) -Room cleaners come to our room late at 4 pm and make
quick cleaning which is not clean.
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Useiau anuduaziovaz fregnsUszaunmsalidsau

-Housekeepers here cannot understand my English to ask for
a litter extra service.
-Housekeeping did clean only bed and bathroom, she did not

clean the garbage at the terrace during my stay.

6.39818A 10 (3%) -The pool area seems like they not well maintained at all and
dzaaniiald falling apart.
-The pool was dirty, it was warm and murky.

-Fitness is old and needs maintenance.

Sty 298 (100%)

a a & & a ' ] < Y] v v

A9 2 LARINANTSIATIEUSEAUNSANTIAU ewUeanTy 6 Useliunan bawn f1u
PRINN WUNIIY ANTADUSUAIUNT NISEAUINITONMNITHALLATDINY WHUNLUUNY LarFI81UI8AINY
azain MNNaNTITeNUD dnveuiginanislszaunisalidsauniniigalulsziauiewin Sosaz
29 $BIA9UIAD AUNUNIUY SB8AY 27 NSABUSUAIUNT 5088 21 LArAIUNITUSNITBINISHAY
AS09AY Fasay 14 TuvaeNUssmungtuskunwitIuiin1snandslusefuNtes awn@e Sauay 6
warasnuleANNazAINAglulsSY So8aY 3

a = v o A o DX a Y ¥ a

AN5199 3 waRIANUDwALSRsarYeIl NVl TnviewRerldnduunlgnisusnnsvealsawsulu

BUNAR
Uady AMaduazionay freghasmduiivihlflinduanlduinislusunan
Lgymaunnsgul s/ 30 (31%) -The hotel was not up to standards.
ARANUBILSUTH -Quality of the hotel is lower than customer
expectations.

- Poor hotel standard
z.ﬂmwjﬁwuwﬁﬂawuLLazﬂwi 27 (29%) -Staff were rude, unfriendly, unprofessional.
Usmsiiunwses - Services are much poorer than customer

expectations.

-Poor service quality.

-Service mistakes
3. UgmanunisuInIsInnTg/ 20 (22%) -Poorly managed hotel/facility.
mswonlaldgnan -Lack of customer empathy/understanding

-lsnorance of customer request
4. UgyeunIenIn/anng 11 (11%) -Old hotels/ old style
Ungeine -Lack of room renovation/maintenance

-Poor hotel environment
5 dgmsnuauazenn 7 (7%) -Poor hotel hygiene

-Hotel cleanliness

EiehY 95 (100%)
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Jewar 29 warlaviaunisuimsdanis/nisienlaldane Sesay 22 Tuvasfivszdutlyménu
nMenn/N1sUngesnw Seway 11 uazlymauaiuagen Sesag 7 Auawy

2AUs18WaN1338 (Research Discussion)

dmiunmseAunenanFidunuinguszasdde 1 fe Aieszsivszaunsalvostinveadion
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wseanifulszaunsaiideuinuasideay nan1938891na1519 1 wudn Yszauniseiidauand
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Heanndednvesdieadindsrfunmsdinlulssy daulvgiinnandusundniusaziesin
wnnidadesudu Wesaniinnudussdusznaudfyvesmsliuinislugsialsausy JGEGRGR
wfiujduiussuntdnauiudtuneunisamadeudiin sufsnsaoundeyanieveiuainy
Premdenng 1 aasnszeznafiinoglulsausy fudu dnvieaiiendseonaduiuarussifiuauainns
Trusnsvesmiinauinniian uenainil esindaududniladedldsunmsndnddudeanegussats
Fseraionnanszeznanslduinisvesgndluriesinianueiuiunitnislduinisiudug
aelulsausy ynesinfiumsgrunazaenadosiuanumaniwesgnin Afluunltuiaslssunstu
yuludsuan luvaeinansidoiferfulsraunisaliaaunuin dnvieadisanandmisusiosin
wazduntinauanniian Ssnansideiiaenndestunisinuiues Memarzadeh and Chang (2015:
76-98) \losanivarasiandeadsiuUsraunisalideuin nanfe Wednvieadiediuféuiusiu
wifnaumaenszeznaMain mawdnaulfuimsininesgusdelidulumuanunanis
a1 lvignainadnulifisnelavazirlugnislisiodgeau wWuieadunsdlvesiasin 1n
anmwIndeuvidedssmnenrmazanaeluiesinlilliinasgumuiigniaianis enadwaliiia
anulsifianelauazminanseuAndivludsaufsiulsusy

dmumssfunenamidemuinguszasdte 2 Ae iedszsitadeiinlidnveien
Lindualduinsvedlssusuildfuseanssuiiniienisvieuiealuan aelddmeiaduaniiu
nans3selumsned 3 Fliiuin daseddniinliinveadenlinduanldusnsvedswsaluewian
fuA Jgmiduanesgiuuazauninveslsisy nufedymduninauuazaisliuinig e
aenAdeaiun1sAN®ITeY Sangpikul (2021: 429-448) 1iaanintnvieaiiisdfarmaanisgasie
wnsgrunsrusnstulsssy winlsssuldanunsanauausininuaianisfaingials 1wy 1inau
Jufleor@nvesmiineu vewinluildunsgiu vieuinsdug lidulumuilavanly dendawarie
arwiawslavosgndn Ssenathlugnislinduanlduinisdnlueunan uenaini gnéiunsdiuena
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W@onazuysuszaunisalilisauaiutosnisesulatiieasvieulymlinulssusuuazansnsuvy
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aeﬁmmj’:ﬁlﬁmnmu%ﬁﬂ (Research knowledge)

AT lFfuinsved s fildsuseanmsguiinifiensviondiorluunnaldis
ngLaduniiu niuddeiiinvesiieandndusuiendulsusy (UssaunsaliBaun) wasussdiud
tinveafigananiadounnsosenisliuinisvedlsusy (Usraunsaliau) Sadulszaunisal
Tnemsaastinrieafioafimeduimsvedlssusumslimuddy sudsmiafedsnsinmgidats
Avlvinvieniedlinduinlduinsvedsausuiilduseaunasguiinienisieadieluiunneld
Hemziadunsiy Seanunsaaguld 5 Jade ldud Jamduanasgiuvedlsasy damduminnunay
N15U3N15 Ugniaunisuinisannis Jgyueunienin waslgymiauainuazen aqﬁm’mﬁmdﬂﬁ
wtelifuimslsusndlaisgaruasdounniomodlsmaniiovnansife dluldiauiuas
UFuusanisusnisvesisaususialy

JoLauauuzn15398 (Research Suggestion)
1. Totauauuznsdman I lUlY

1.1 Uszaumsaiifsuinvesinvieaiien

NnHamFITeReIfuUsTaUMIalBiuIn deyadnanenazvioufisgaudeeslsusud
§3unsfusennassuiinienisveaiedlunnaldilmeiaduaniiu lnstaduddnilasunis
nandsludauan lown anududnsveanidnay ANNEIBNUYeIiaINn ANAINNITIAUSNT ks
anmuandouvadlsusy fafu fuimslsmsumslfinnuddgiunisinvauamuazainasguves
Hadonarilegnaseiion ileasarundesiy anulinida wasanufinelalviuignd Georadana
TAnnsuenderunsdeasuuulindoiniasnisuugthlsusungdu vonani fudmsanunsn
theaudsfananunlilunsairuasiaiuairsnmdnvoivedlsusuriuromianisdeaising q o1
nsUszrduiusinudesoulay uleduedlsiusy wazunanvesuiiinisvieadlen il e
idduasmnuhaulauaziindnenlunisudsiuvedsusilunaanisvieadien (vsdgen Tnvinlse
WAEFIY UWASNNG, 2566: 1-15; Memarzadeh & Chang, 2015: 76-98)

1.2 Uszaunsalidsauvesinvieaiion

dwsunansideiieriulszaunisalideaunuin Jadeiidmansenudenlifionsls
veatinvioaiied 1fud vieain wifnew wagnisliuinisdousudiunth Jeoradmmansznuse
awdnuaivedsiwsy uaroravhlilsausudsiovlunsussiutugudanedu uonaini Usaifiu
fsnanenaazvieuinsouveslsausmansuisiildiunssusesnnsguiiniiionsvioniieluiun
melddlmsiaduaif femgd duimslsusunsliauddyfunssuilinnufadudavees
anniielulfidudeyadmiumsusudsuasiaunaunmnisliuinsedisderies sadami
wuiietesuntdnauuaznsliuing msdidiuinpsnaden wu msdnousuwinaudulsed
NS NLATEILEUNNTUINT wagmsTineusudumsuiladywianmeni Weldwiinanuausn
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fuilofuanunisaliienaairsanulaifianelaugnaldegieiiusza@vsam (Lo et al, 2015: 155-179;
Sangpikul, 2021: 429-448)
1.3 Hadeivilviinvioadienlinduanlduinsluounen
MnansiteRaiudadeivildnvieadioalinduunlduinisveslsusulusuinn

WudwﬂﬁammﬂfﬁmmﬁﬁwiaqsﬁﬂﬁLLimasi'mmrw desnifuilymiienadamansgnulusyezen
uazuanAaInUsziiumalifisnelevild nanfe Wetnveadfisadadulainaghinduanlduing
Tsswsududn dnifumsgldsuvssaumsnifishniunasguiinants Selgmmardingninouns
sihugessosuladlunniuazervdmanssnuidausodol douaznmdnuaivodlsusy fady
fusmslssusumsliaruddyfunsuinsianistelesSounasnssindsauiiuansdsanudila
yesgniniazhinduunlduinig Insasiinisneundunudnifiuvesgndnegradniou Tusdla uas
wansliiudsnuasdalunsudlatiym wenanil msinsiudiuinasnisudladounnseanislu
Tsauswegiadasiu wiettugaudeduresgniuazinunmdnuaifidvoslsausuluszozen
(Memarzadeh & Chang, 2015: 76-98; Sangpikul, 2022: 143-156)

2. Totaueuuigauleung

dmsutpiauonusndaulouisnniansidelunds awieadestuiusznaunisgsialausy
flFsunsfuseawnspuiindien slesdenluiuiilomeiadundulnense Téun guszneunisssia
Tsawsuludaningiin s waznsed Tasfuszneunismsaiisszuumsiuilsaudniiuaingndi
MnYeaneeulal iudnisdinaluladunisiinsgideyavuinlvgaintesmisesula waznis
fiaununsgiuuinisegiseiiios teliusznounisluiiufianusaiauinuaimnsuinis ua
afeudianelaliuitdnvioadien

3. farauanuzlunmsidonduioly

dmsutaiausuurlumsiteadadely onafinsAnulsusuilldfunissusesnnsgudiin
diensvieafisaluiiuiidu Wy nyummuviuns vielugiinadug weasieulifuninsunis
Uinsvedlsausuiildunisiusesnasguiiniionsvieniien uavenadnwiseifiufuiledinsz
AnuduiusseninsUszaunisaiidsauiuade v lddnvieaiioaldnduanlduinng saudenns
WivulsuanuideslosseninsUssaunsalidainuasideaululsausuussinneneg iievensosd
mwsluiFessraumsnivesinvieaiinrlunslduinsvedsausuussinnenesulsemelng
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