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Abstract
This research paper aims to examine the senior tourist
behaviour visiting Andaman provinces, Thailand, and to investigate

the senior tourists’ expectations and satisfaction with the
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destination attributes. A questionnaire survey was well developed
based on a comprehensive review of senior tourism. The data
used in this study was collected from senior tourists who turned
55 years old and above and who visited Andaman provinces
(Phuket, Phang-Nga, and Krabi). The gap analysis and hypothesis
testing were approached to investigate senior tourists' perception of
the destination attributes. In the context of this study, there are
five key destination attributes explored. The findings found that
the senior tourists had a positive perception towards the beach,
accommodation, facilities, variety and taste of local food,
attractions, and activities. In contradiction, the negative perception
has occurred in the following attributes; logistics and safety, food
hygiene, overall cleanliness of the destination, and price and
value for money. Based on the findings, local authorities,
marketers, and policymakers can design strategies or find any
methods to fulfil senior tourists’ expectations and increase their

satisfaction.

Keywords: Senior tourist, Expectation, Satisfaction, Thailand,

Andaman Provinces
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Introduction

Thailand has been recognized as one of the most famous
tourist destinations since it is rich in natural and cultural attractions
(Ministry of Foreign Affairs, 2017). For this reason, the hospitality
and tourism industry has become one of the most important
elements contributing to the economic growth in Thailand. It also
plays a vital role in causing foreign currency and investments to
circulate in the Thai Economic system. This sector can generate a
total contribution of 19.3% in total of Thailand's gross domestic
product (GDP), and the proportion tends to increase to 25% in
the year 2027 (World Travel and Tourism Council, 2018). Apart
from Bangkok, the southern region of Thailand is also popular
among tourists, especially in the Andaman provinces. Andaman
provinces in Thailand include Ranong, Phang-Nga, Phuket, Krabi,
Trang, and Satun. In 2014, Andaman provinces received 21.5
million tourists, which generated revenue for the region of more
than 360 billion Thai Baht (Ministry of Foreign Affairs, 2017). This
number increased every year until the COVID-19 pandemic.
However, after the pandemic, increasing in tourists is anticipated.
Therefore, the more opportunity there is, the more attention to
specific groups of tourists should be considered, especially ageing

tourists.

The World Population Report produced by the United

Nations Department of Economic and Social Affairs revealed a
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significant change in social structure in the next decade; all
countries will be experiencing a higher number of senior
population (United Nations, 2015). Due to demographic changing,
the number of senior populations tends to increase steadily and
becomes a huge chunk of the market segment (Alén et al., 2012).
However, the number of ageing population should not be
considered as the single factor to drive and draw interest in the
market. Still, their travel behaviour, preference, and attitude are
highly required well understanding since the needs of seniors
were dissimilar to younger travellers in terms of preference,
travelling pattern, travelling concerns and others (Cleaver et al,,
1999). Therefore, it sheds light on investigating the senior tourists'
expectations and satisfaction with the destination attributes. In
this regard, Andaman provinces have a high potential to develop
as a senior tourist destination at an international level. However,
the study on senior tourism in the context of Thailand is still
limited, and some of their preferences are unknown. Therefore,
the purposes of this study were (1) to examine the behaviour of
senior tourists visiting Andaman provinces, Thailand, and (2) to
investigate the senior tourists’ expectations and satisfaction with

the destination attributes in Andaman provinces.
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Literature Review

Importance of Senior Tourism

Globally, the senior population has been recognized as a
significant social transition impacting all business operations. This
phenomenon may be caused by the baby boomer generation,
who has tumed to become a senior generation. According to
World Population Dashboard (2019), the ageing population is
projected to grow from 9% to 16% of the world's total population
in the year 2050. In this regard, the senior population will become
an important target market in all business sectors undoubtfully,
especially hospitality and tourism businesses.

With the comprehensive investigation of previous literature, it
revealed that the definition of senior has varied from each
perception. According to Wang (2018), the senior population was
defined as a group of people whose age turned 65 years old and
above. Meanwhile, the ageing population in the USA refers to
people who turn 55 years old or more (WTO, 2001). For this study,
the group of people with the chronological age of 55 years old
and above was defined as “senior”.

Many studies have shown the advantages of senior tourists,
such as time flexibility, high purchasing power, etc. Jang & Wu,
2006; Borges et al., 2016; Zielinska-Szczepkowska, 2021). However,
there are some points the business operators should not ignore if

they will target this market segment since the senior preferences
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differ from youngsters. They also require specific well-designed

products and services which suit their distinctive needs and wants.

Senior Tourists’ Behaviour

It can be said that senior tourism is one of the most interesting
areas due to its growth potential. Therefore, understanding their
behaviour is very crucial since this market segment has more
experience, time flexibility, and independence. Without a clear
understanding of their behaviours, the service providers might
encounter some challenges in satisfying their specific needs or
fulfilling their expectations (Poon, 1994). Cleaver et al. (1999)
mentioned that senior travellers had dissimilar preferences from
younger travellers. Gitelson and Crompton (1983), Alén et al.
(2014), and Liew et al. (2021) stressed that senior tourists would
travel longer periods and at greater distances because of their
availability from work. Furthermore, the comprehensive review of
the existing pieces of the literature reveals that the most common
purposes of their travelling were resting and relaxation, social
interaction, physical exercises, learning, and excitement (Prayag,
2012). In addition, the study by Sniadek (2006) stated that seniors
generally seek new experiences and personal growth while

youngsters seek pleasure and escape from their stress.
Based on many works of literature reviewed, it was
consistently shown that senior tourists had a high demand for

quality products and services (Ahmad, 2002; Del Chiappa et al,,
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2013; Zielinska-Szczepkowska, 2021). It is in line with the prior
study done by Pederson (1994), who showed that most senior
travellers were more concerned with comfort and convenience in
psychological and physical aspects than younger travellers.
Moreover, Huang and Tsai (2003) stated that senior travellers
travelled more often, and their length of stay was longer than
youngsters. In addition, Horneman et al. (2002) found that senior
tourists were more active and focused on health and fitness.
Meanwhile, Jang and Wu (2006) provided insightful information
which showed that senior travellers travelled with the purpose of
knowledge-seeking, and safety and cleanliness were the most

critical points that they paid more attention to.

Tourist’s Expectations and Satisfaction

The level of tourist satisfaction can be used to indicate the
performance and management of the destination perceived by
travellers, especially on the destination attributes. Basically, the
tourists' satisfaction is shaped by comparing their expectations
with  the destination's performance. Therefore, tourists’
expectations can be defined as the term of the needs and desires
of a tourist from the destination (Millan & Esteban, 2003). The
research done by Aliman (2014) showed that there was a positive
correlation between tourist’s expectation and their satisfaction.
Hence, assessing the tourist' expectations is crucial to maximizing

their satisfaction (Stevens, 1992; Pizam et al., 1978). If the service
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providers can understand the tourist's expectations, creating and
delivering the destination products which suit their expectation
can affect their satisfaction. Therefore, satisfaction can be
specified as an outcome received from what travellers expect
from destination products that at least equalled or exceeded
their expectations (Pizam et al., 1978).

In the context of this study, a comparison between the
senior tourists' expectations and satisfaction in Andaman provinces
based on the destination attributes was investigated. It was
conducted by assessing their perception of the destination
performance on the vital destination attributes: beach
accommodation and facilities, logistics and safety, foods and
hygiene, attractions and activities, and price and value for money.
Therefore, hypothesizes of this study were proposed as the

following statements:

H1: There is a significant difference between the expectation and
satisfaction of senior tourists visiting Andaman concerning beaches,

accommodations, and facilities.

H2: There is a significant difference between the expectation and
satisfaction of senior tourists visiting Andaman concerning logistics

and safety factors.
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H3: There is a significant difference between the expectation and
satisfaction of senior tourists visiting Andaman concerning food

and hygiene factors.

Hd: There is a significant difference between the expectations and
satisfaction of senior tourists visiting Andaman concerning attractions

and activities.

H5: There is a significant difference between the expectation and
satisfaction of senior tourists visiting Andaman concerning price

and value for money factors.

Methodology

The study on “an investigation of senior tourist's expectation and
satisfaction: a case study of Andaman provinces, Thailand",
approached quantitative research by using a questionnaire as a
research instrument to collect data. A questionnaire survey was
developed based on a comprehensive review of senior tourism in
three languages: Thai, English, and Chinese. Before conducting the
final survey, three senior researchers were asked to review the
questionnaire as a pre-test to ensure its reliability and validity.
Moreover, a pilot test was conducted with 30 travellers to ensure
the research instrument's reliability, validity and practicability. The
data used in this study was collected from senior tourists, both
Thai and international tourists who turned 55 years old and above

and who visited Andaman provinces (Phuket, Phang-Nga, and
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Krabi). In this study, Phuket, Phang-Nga, and Kabri were chosen
based on their popularity and are considered as the key
destinations among the Andaman provinces. Therefore, these
three provinces were treated as one population. Thus, the
convenience sampling method was employed for data collection.
Four hundred nine respondents completed the questionnaires.
The questionnaire consisted of scales measuring the tourists’
expectations and satisfaction with the Andaman tourism products.
A 5-point Likert scale was employed to assess their perception
and satisfaction level. Finally, the IBM SPSS program was

employed to analyze the data.

Results

1.1 Demographic characteristics

Tablel: Demographic characteristics of respondents

Frequency (N=409) Percent

Gender Male 180 a4
Female 229 56

Age 55-64 315 7
65 or above 94 23

Nationality Mainland Chinese 82 20
Australian 103 25.2

Russian 73 17.8

Thai 31 7.6
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Frequency (N=409) Percent

British 29 7.1

Other Asian 32 7.9

Other European 38 9.3

Others 21 5.1

Marital Status  Single 54 13.2
Married 320 78.2

Separated 14 3.4

Widowed 21 5.2

Education Level Up to 99 24.2

Secondary school

Diploma 91 222
Bachelor 130 31.8
Master 51 12.5
Doctoral 38 9.3
Occupation Business Owner 69 16.9
Government 40 9.8
Housewife 32 7.8
Managerial/ a4 10.8
Administrative
Professional/ 60 14.7
Technician
Retiree 145 35.4
Self-employed 19 4.6
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Frequency (N=409) Percent
Monthly income (USD)

Below1,000 74 18.1
1,000-1,999 53 13
2,000-2,999 39 9.5
3,000-3,999 64 15.6
4,000-4,999 38 9.3
5,000-5,999 23 5.6
6,000-6,999 27 6.6
7,000 or Higher 91 22.3

The demographic characteristics of the respondents who
were senior tourists visiting Andaman provinces in Thailand were
analyzed and presented in Table 1. The majority of the respondents
were females (56%) and males (44%), respectively. The respondents
who were in the chronological age between 55-64 years old were
T77%, and the respondents 65 years old and above were 23%. In
terms of nationality, the majority of the respondents were
Australian (25.2%), followed by Mainland Chinese (20%) and
Russian (17.8%), respectively. Moreover, the data showed that the
number of travellers with married status was 78.2 %, and those
with single status were 13.2%. Meanwhile, almost one-third of the

samples achieved a bachelor's degree (31.8%), followed by
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secondary school (24.2%), diploma (22.2%), and higher education,
both master's and doctoral (21.8%). Moreover, 35.4% of the
respondents were retirees, followed by business owners (16.9%)
and professionals/technicians (14.7%). Most respondents (22.3%)
had a monthly income starting from 7,000 USD and higher; on the
other hand, 18.1% had a monthly income lower than 1,000 USD.

1.2 Senior tourists' behaviour

Table2: Tourists' behaviour of respondents

Tourists' behaviour Frequency (N=409) Percent (%)

Nationality of respondents
Non-Thai 378 92.4
Thai 31 7.6

Is this your first visit to Thailand?
Yes 215 52.6
No 194 474

Is this your first visit to Andaman Province?
Yes 239 58.4
No 170 41.6

Length of stay

1-3 day(s) 84 22
4-6 days 89 21.8
7-9 days 87 21.3
10 days and above 149 34.4
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Tourists' behaviour Frequency (N=409) Percent (%)

Purpose of visit

Holiday/Leisure 354 86.55
Meeting/Seminar/Business 17 4.16
Visit friends/relatives 15 3.67
Health Treatment 6 1.47
Others 17 4.15

How did you travel to Andaman province?

By Plane 396 96.8
By Own car 4 1.0
By Bus 6 1.5
By Cruise/Ship 3 0.7

How did you arrange your trip?
FIT 144 35.2
Tour package 265 64.8

Table 2 shows that more than half of the international
respondents visited Thailand for the first time, which was 52.6%.
Apart from that, 58.4% of the total respondents were on their first
time visiting the Andaman provinces. More than one-third of the
respondents stayed in Andaman provinces for 10 days or longer
(34.4%), followed by 1-3 days (s) (22.5%), 4-6 days (21.8%), and 7-9
days (21.3%).

For the purpose of their visit, it was found that most of the

respondents (86.55%) visited Andaman provinces with the primary
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purpose of holiday or leisure, followed by attending a
meeting/seminar/business related (4.16%). The plane was the
main mode of transportation used by 96.8% of the respondents
to the destination, followed by a bus (1.5%) and a car (1.0%).
Moreover, a tour package was selected by 64.8% of the
respondents as a way they arranged their trip. At the same time,

35.2% visited the destination as free individual travellers (FIT).
1.3 Gap Analysis and Hypothesis Testing

The study employed the Gap analysis technique to identify
the differences in mean values between the expectation and
satisfaction levels of the senior tourists toward the destination
attributes. Therefore, Paired sample t-test was adopted to
determine whether there was any significant difference between
expectation and satisfaction. The following hypotheses H1, H2,

H3, H4, and H5 were tested.
The Gap in Beaches, Accommodation, and Facilities

H1: There is a significant difference between the expectation and
satisfaction of senior tourists visiting Andaman concerning

beaches, accommodations, and facilities.
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Table 3: Paired sample t-test and the gap in beach,

accommodation, and facilities

Attributes Mean SD Gap t-value P-value

H1a: Attractiveness of beaches
Expectation 4.07 0.79 0.14 2791  0.006*
Satisfaction 4.21 0.84

H1b: Availability of space on beaches
Expectation 4.03 0.86 0.14 2662  0.008*
Satisfaction a.17 0.84

Hlc: Facilities provided on beaches
Expectation 372 095 0.10 1.475  0.141
Satisfaction 382 090

H1d: Variety of accommodation
Expectation 401 088 0.21 4210  0.000*
Satisfaction 422 077

H1le: Quality of accommodation

Expectation 4.22 0.78 0.09 1.948 0.520
Satisfaction 4.31 0.77
Note: *p < .05

The result of the paired sample t-test shows that mean
values of satisfaction on the destination attributes are significantly
higher than expected in the attractiveness of beaches, availability
of space on beaches, and variety of accommodations. The result

also shows that there is no significant difference between the
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expectation and satisfaction of senior tourists visiting Andaman
concerning the attributes of facilities provided on beaches and
quality of accommodation. Therefore, Hla, Hlb, and Hld are

accepted.
The Gap in Logistics and Safety

H2: There is a significant difference between the expectation and
satisfaction of senior tourists visiting Andaman concerning logistic

and safety factors.

Table 4: Paired sample t-test and the Gap
in Logistic and Safety

Attributes Mean SD Gap t-value P-value

H2a: Network of local transport within Phuket
Expectation 390 091 -02 2883  0.004*
Satisfaction 3.70 0.98

H2b: Safety of traffic
Expectation 4.11 0.79 -0.44 7.109  0.000*
Satisfaction 3.67 0.97

H2c: Signposting to tourist attractions
Expectation 3.99 0.84 -0.24 4333  0.000*
Satisfaction 375 091

H2d: Overall safety and security while travelling
Expectation 4.37 073 -0.10 2594  0.100
Satisfaction 4.27 0.73
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Note: * p < .05

The result of the paired sample t-test shows that mean
values of satisfaction on the destination attributes are significantly
lower than expected in cases of the network of local transport
within Phuket, the safety of traffic, and signposting to tourist
attractions. The result also shows that there is no significant
difference between the expectation and satisfaction of senior
tourists visiting Andaman concerning the attributes of overall
safety and security while travelling. Therefore, H2a, H2b, and H2c

are accepted.
The Gap in Food and Hygiene

H3: There is a significant difference between the expectation and
satisfaction of senior tourists visiting Andaman concerning food

and hygiene factors.
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Table 5: Paired sample t-test and the Gap

in Food and Hygiene

Attributes Mean SD Gap t-value P-value

H3a: Variety of local food
Expectation 402 088 016 3.389 0.001*
Satisfaction 418 0.84

H3b: Taste of local food
Expectation 4.06 0.85 0.09 1.681 0.094
Satisfaction 415 086

H3c: Availability of fresh seafood

Expectation 3.95 098 0.17  3.208 0.001*
Satisfaction 412  0.88

H3d: Hygiene of food
Expectation 433 079 -0.40 7.361 0.000*
Satisfaction 393 087

H3e: Overall cleanliness of the destination

Expectation 4.28 0.79 -0.25 4958 0.000*
Satisfaction 4.03 0.84
Note: *p < .05

The result of the paired sample t-test shows that mean
values of satisfaction on the destination attributes are significantly
higher than expected in cases of a variety of local food and

availability of fresh seafood. Meanwhile, it is lower than expected
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in cases of food hygiene and overall cleanliness of the destination.
The result also shows that there is no significant difference between
the expectation and satisfaction of senior tourists visiting
Andaman regarding the taste of local food. Therefore, H3a, H3c,

H3d, and H3e are accepted.
The Gap in Attractions and Activities

Hd: There is a significant difference between the expectations
and satisfaction of senior tourists visiting Andaman concerning

attractions and activities.

Table 6: Paired sample t-test and the Gap in Attraction and

Activities

Attributes Mean SD Gap t-value P-value

Hda: Variety of tourist attractions
Expectation 3.81 0.98 0.24 4.582 0.000*
Satisfaction 4.05 0.84

Hdb: Temples and cultural attractions

Expectation 379 099 034 7.108  0.000*
Satisfaction 4.13 0.81

Hdc: Availability of touring services nearby tourist attractions
Expectation 392 083 002 0.391  0.696
Satisfaction 394 0.85
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Attributes Mean SD Gap t-value P-value

Hdd: Variety of leisure activities
Expectation 3.84 0.86 0.04 0.986 0.325
Satisfaction 3.88 0.85

Note: *p < .05

The result of the paired sample t-test shows that mean
values of satisfaction on the destination attributes are significantly
higher than expected in cases of a variety of tourist attractions,
and temples and cultural attractions. The result also shows that
there is no significant difference between the expectation and
satisfaction of senior tourists visiting Andaman concerning the
attributes availability of touring services nearby tourist attractions
and a variety of leisure activities. Therefore, Hda and H4b are

accepted.
The Gap in Price and Value for Money

H5: There is a significant difference between the expectation and
satisfaction of senior tourists visiting Andaman concerning price

and value for money factors.
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Table 7: Paired sample t-test and the Gap in Price and Value

for Money
Attributes Mean SD Gap t-value P-value
H5a: Prices of food and beverages
Expectation 4.00 0.79 -0.10  1.596 0.111
Satisfaction 390 098
H5b: Prices of local transport
Expectation 387 092 -025 3.662 0.000*
Satisfaction 3.62 0.98
H5c: Overall value for money of the trip
Expectation 427 073 -0.10 2201 0.28
Satisfaction a.17 0.79
Note: *p < .05

The result of the paired sample t-test shows that mean

values of satisfaction on the destination attributes are significantly

lower than expected in cases of prices of local transport. The

result also indicates that there is no significant difference between

the expectation and satisfaction of senior tourists visiting

Andaman concerning prices of food and beverages and the

overall value for money of the trip. Therefore, H5b is accepted.
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Discussion and Conclusion

Based on this study, the findings revealed that senior tourists
visit Andaman provinces in Thailand primarily for leisure. To
access the destination, planes were the primary mode of their
transportation. The length of their stay varies from each
individual, and it depends on the time permitted; this is in line
with the previous findings stressed by Bai et al. (1999) and
Zielinska-Szczepkowska (2021), who presented that the length of
a senior tourist’s trip can range from 1 to 3 nights, 4 to 7 nights or
even up to 10 nights. However, they would stay longer than
youngsters, as supported by Alén et al. (2014) and Liew et al.
(2021), who stated that senior tourists would travel longer periods
and at greater distances. They preferred to travel with a travel
company by purchasing a tour package, as the study done by
Batra (2009) mentioned that a tour package was an option
preferred by senior tourists. It was mainly for convenience and

security reasons (Patterson, 2007).

Moreover, the findings also revealed the senior tourists'
perception of the destination. In the context of the study, there
are five key destination attributes investigated to identify the
expectation and satisfaction perceived by the tourists on those
destinations’ attributes. With this regard, gap analysis and hypothesis

testing were approached.
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Attribute 1: beaches, accommodation, and facilities. The
findings showed that the senior tourists were satisfied with the
attributes since the mean values of the satisfaction were higher
than expected. The finding also found that there is no significant
difference (P=0.05) between the expectation and satisfaction of
senior tourists visiting Andaman concerning facilities provided on

beaches and the quality of accommodation.

Attribute 2: logistics and safety. The findings revealed that
the destination could not fulfil the tourists' expectations as the
negative gap statistically existed in all sub-attributes. It can be
indicated that senior tourists put high expectations on logistics
and safety, as Gnanapala (2015) stated that tourists would prefer
to visit secure destinations. However, hypothesis testing found no
statistically significant difference (P=0.05) in overall safety and

security while travelling.

Attribute 3: food and hygiene. The findings showed that the
tourists were fulfilled with their expectations in some dimensions,
such as a variety of local food and the availability of fresh
seafood. However, in terms of food hygiene and the overall
cleanliness of the destination, these were below their
expectation. Food and hygiene have become a primary concern
for senior tourists since they are often at a high risk of food safety

problems (Poolklai, 2015).
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Attribute 4: attractions and activities. The findings
presented that the senior tourists were satisfied with this attribute
as the positive gap presented. Moreover, it was partially
supported by the hypothesis testing, which found that there is no
significant difference (P=0.05) in two sub-attributes; the availability
of touring services nearby tourist attractions and a variety of
leisure activities. Attractions are a significant factor for tourists in
the destination selection process. The variety of attractions and
activities significantly influences tourists' perception, which

enhances their satisfaction levels.

Attributes 5: price and value for money. The findings
illustrated that the senior tourists felt that the price charged for
food and beverages, local transportation, and overall value for
money for the trip was unreasonable. It could be observed that
the mean value of satisfaction was lower than expected.
However, the hypothesis testing found that there might be no
significant difference (P>0.05) in the prices of food and beverages
and the overall value for money of the trip. Gnanapala (2015)
stated that most tourists were sensitive to price and paid more
attention to the pricing and the value for money. It is imperative
to take actions to regulate and control the price to ensure that

overcharge does not occur.

In conclusion, there are five key destination attributes

investigated. The findings found that the senior tourists had a
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positive perception towards the beach, accommodation, facilities,
variety and taste of local food, attractions, and activities. In
contradiction, the negative perception has occurred in the
following attributes; logistics and safety, food hygiene, overall

cleanliness of the destination, and price and value for money.

Regarding the results of this study, the implications are
found from both theoretical and practical standpoints. From the
theoretical standpoint, it provides insightful information for the
expectation and satisfaction of senior tourists' perception of the
destination products. It would enrich the current literature on this
topic to enhance the understanding of senior tourists
'expectations and influential factors contributing to their
satisfaction. In terms of practical or managerial standpoints, the
findings would benefit local authorities, marketers, and
policymakers to design strategies or find methods to fulfil senior
tourists' expectations and increase their satisfaction. In addition,
the result can play an essential role in retaining the tourists and
developing their loyalty to the destination. Moreover, the case of
Andaman Provinces would be applied to other beach destinations
with similar characteristics to the Andaman provinces in Thailand
to respond to the demand of senior tourists or any destinations

targeting senior travellers.

For future research, the cross-cultural examination can be

further investigated to assess a particular senior tourist group since
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different cultures may have different demands. In addition,
comparing senior tourists' travel behaviour, preference, and
attitude between pre-Covid-19 and post-Covid-19 pandemic may
derive some significant changes that the practitioners and relevant

parties must consider for product and destination development.
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