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Abstract

This study aimed to: 1. examine differences in tourists’ hotel selection decisions along the
Andaman coast based on demographic characteristics; 2. investigate differences in decision-making
based on tourism behavior; and 3. analyze the influence of service innovation on tourists’ hotel
selection decisions. The sample consisted of 837 tourists who had previously used hotel services in
Phuket, Phang Nga, and Krabi provinces. Data collected from a structured questionnaire covering
four dimensions. Statistical analyses included descriptive statistics, independent t-tests, one-way
ANOVA, and multiple regression analysis.

The findings indicated that: 1. tourists’ hotel selection decisions differed significantly by sender,
age, marital status, occupation, and nationality (p < .05); 2. decision-making also varied significantly
according to tourism behavior, particularly travel purpose and travel companions (p < .05); and
3. service innovation—specifically technological, process, and experiential innovations—had a
statistically significant effect on hotel selection decisions. These findings suggest that hotel operators
can leverage service innovation to better address nuanced customer needs and develop personalized
experiences, thereby enhancing long-term customer satisfaction and competitiveness in the Andaman

tourism market.

Keywords: Decision — Making, Service Innovation, Tourists, Andaman Coast Hotels
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1. nquinviesigdniiendndrsivnis/minanusgiamiag dnsdndulalduinmslsusuluiuiiaduniu
WINNIINFUUNVBUNEINT 01 TNGIAAIUAI/AI1909RNT wae 2. ngulinviesietnilondnntnaiu

a o IS Y Aa Y a 4’{/ o) (% C% ! ! £ | d' a IS a ! g
Usgnenvu Imsdedulaldusnistswsuluiunilduaduunnniinguinveaneiniiedng siadusy/

WUBINANS

M3 6 LAAINANTITIUSEUBUNAN1TAZRUANLANGSANARETI8AYaInTsinaulalguTN1sTIa sy

Tunuilsduaduuestinvioans) Suunmudes@ 1nes LSD

glsd  awiEnn Wy lawedls wewsnn Bu 9

Heyvna ALRAEY

4.92 4.89 4.80 4.73 4.88 4.50
glsy 4.92 - 027 124 194% 036 421%
LT 4.89 - - .097 167* .009 394*
LoLe 4.80 - - - 070 .088 297*
Towuide 4.73 - - - - -157 227
LONWINN 4.88 - - - - - .385*%
Juq 4.50 - - . . . .




46 | Uit 17 atiudl 1 uns1Ay - weneu 2569

INANTN 6 WU NuEnvsaiieInidadedruyanasudyuanuandsiuiinisdndulald

Uimslsausuluiuiilsdundu vesinieuieaiuansiu egradldudfgymiseaiifinsedu .05 231w 6 ¢
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oun 1. ngutinvieanenddaywifglsy Inmsdndulalduinislswsulunuiidsuniulesniinguinvioaiien
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idyvaloweis wazdu o 2. nquinviesiiednidyyfewsn dnsdedulaldusnislsusalununils
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Suafutiesnin nqutinvisuiieIniidynaledeils uagdu q 3. nquinveaiieniidyufedie dns
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3
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paulaldusnmsTsusluiuitlsduaifutesninnduinieadlendfidymddu 1 uas 4. nguiinvieadien
fifdRuenin fimsdmaulaliusnislsausluiuiidesumsulioonin ﬂfjuﬁﬂviauﬁmﬁﬁé’zgsmaﬁu 9
2. uamsfinmATuLansAnasvesmsinauladentduinmslsusumungfnssuvesinveaiien
Usnguadsil
wgRnssuesinvieadien wuin dndneiiimslduimeunnin 1 edwied AniduSeray 434 Jey
Genlsusuiinseglnduvdsioutiuaraniuiiviondion Andusosay 553 wgnandnlunisdonlduinig
Tsausu wudn enuvasade wagmsuimsiiundssivle Anduesas 599 dnlvgfiingusvasdlumadiin
dievinsiou Amiduderas 37.9 vaiimldaefiinvieaiirimeladulvgeelutag 2,001 - 6,000 vmseRss
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47.8 uazgenansiantsasudnlngriunduneiidauasdednuesulay Anludevas 48.7

A15719 7 man1snaaauaAnukUsUsIunsanaulalgusnistsawsuluiuiiedunnsiuesinnaaiien
waneei Iuunauiadengiinssuvetinviesiie Tne3snseuwdsmisfen (One - Way

Analysis of Variance: ANOVA)

fauusiirnen unasnuuUsUsIUL SS df MS F-Ratio F-Sig.
suaudlunsliuinng FENINGY 0.152 2 0076 0369  0.692
nelungy 172321 834  0.207
U 172473 836
sunisidenaniuilng JENINGY 0.883 30294 1429 0233
lumsldusnisves aelungu 171.590 833 0.206
tinviailen 5 172.473 836
avsNatunslduinig JENINGY 0.779 5 0156 0754  0.583
vastinvieaiien Aelungy 171.694 831  0.207
U 172473 836
auinguszasalunisly EEARUNITH] 1.771 3 0590 2880  0.035*
Uinsvesinvieadion Aelungy 170.702 833  0.205

37U 172473 836
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A1519 7 Nan1sna@auAIAukUsUusunsenaulalgusnstsawsulunuiiladuaniuveainvieuien

wanEaiy Iuuneutadenginssuveinrietiied lneisn1siuwUsnianen (One - Way

Analysis of Variance: ANOVA) (#19)

FauUsiidnen HVaIAURUTUTIUY SS df MS  F-Ratio F-Sig.
sualdinefiienels JENINNGY 0.118 3 0039 0191  0.903
Tumsldusnisves nelungy 172355 833  0.207
nvieadien ety 172473 836
AugItIalunslduing FENINGY 0.786 30262 1271 0283
vostinvioiiien elungy 171.687 833  0.206

U 172473 836
AUETIFUN LY JENINNGY 3.555 2 1777 8775  0.000
UINsLaisuvesinyies nelungy 168.919 834  0.203
e eety 172473 836
FrutemauInIg FEMINNGY 0.992 3 0331 1607  0.186
Tsausuvestinvesiiien nelungy 171.481 833  0.206

U 172473 836
AUYDINNTTIINLTIUTY JENINNGY 0.123 2 0062 0299 0.742
yostinvieailen nelungy 172350 834 0.207

U 172473 836

1NA5N 7 WU audnguszasalunsldusnisvestinviesiier Augsasaunanlduinig
159u5uvIUNYIaRNg) Nkanaanuilnanan1sanaulaldusnisisawsulununilsdunsiuyessdnviaane?
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v v o w aaa
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M1314 8 UaRIHANMILUTEUIBUNaNISAaUALLANANALRReT18gv N TandulalduInislsausy

Tununisdumiuvesinviaaien uunauinguszasalunisldusmsvesinviaaien 1ngds LSD

. . o Nneiau e viouiilen U
iy"lj’m ALRAY
4.77 4.87 4.80 4.33
NNNDY a.77 -.094* -.025 440
711974 4.87 - - .070 534*
Yoafien 4.80 - - - 464
Juq 4.33 - . . ;
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Tununiladunduvetinviosiier Tuunaugsauaunanlduinislssusuvestiniosie?
1ng75 LSD

v - o NNHNaU ey Widviaadien
G Aade
4.78 4.75 4.91
ATOUASY/ YR 4.78 - -.034 -.130%
Wiou 4.75 - ; _164*
Wivioadien 4.91 . - _

*Weydfgyyeana .05
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Usgaumsal Usinguansil

M1379 10 AdekavdudssuunnsgIvvesladeuinnssunisusnig

Uadpudnnssunisusnig X S.D. LAY
winnssuaumalulad 4.66 316 WINan
WINNITUAIUNTLUIUNIS 4.53 328 WNign

WINNTIUA U INADY 4.64 285 UINTER
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A15719 10 Anadesavdulosuunnsguvesladeuinnssunisuinig (ve)

Uadpudnnssunisusnig x S.D. 36U
winnssuiulszaun1sel 4.57 318 WINTIEA
59U 4.60  .217 WINdgn
31N91574 10 Wy Yadesuuinnssunisuinisvedlsausuluiiunilsdunndu lnesiugney

wuvaeuauauAaiuegluszaunInign (X = 4.60, S.D. = 0.217) WaRiarsundusieaiu wuid

winnssuaumalulad lasuAnadegangn (X = 4.66) 50983110 UIANTIUAUEWINGRY (X = 4.64)

winnTsuAuUsEaUNIal (X = 4.57) Wag BINNITUAIUNTEUIUNT (X = 4.53) audinu Fanatuaglu

SERUINNNAANIEY

A13519 11 Auanneeidenvanvesdadouinnssuuinisisusudmananisindulalduinislsasy

S PVIY) o I =
Tuiufissunduresinvioaudien

Uadpuinngsu Unstandardized  Standardized Collinearity

U%m'ﬂi\‘ﬂuﬂuﬁuﬁ Coefficients Coefficients Statistics )
Hleduaniiu Std. ‘ >
o . 4 B Beta Tolerance  VIF

VBIUNNBDIUNEY Error
Constant 1.135 171 6.650 .000*
WINNTTUATY .283 .029 307 931 1.074  9.827 .000*
walulad (X,)
WINNTTUAIY 147 027 166 .943 1.061  5.449 .000*
ATLUIUNT (X,)
WINNTTUAIY .009 .028 .009 .980 1.020 320 .749
Aawandou (Xy)
WINNTTUATY .309 .029 337 .944 1.059 10.760 .000*

Usvaunisal (X,)

R = 0.65, Adjusted-R? = 0.42, SEE = 0.22, F = 152.236, Sig. = .000

*Lanstpd1AgNszau .05

1AAN519 11 WU FanUsdasEAuLInnssuusnig lawn audseaunisal (X)), anumalulad

(Xy), LAEAUNITZUIUNT (X,) AnatdsuanageldedAgn1sads (p < 0.001) siensdnduladonlduinig

Lsausuluiunilsdundu lnguinnssunudsraun1salddnsnauiniian (Beta = 0.337) 789891178

frumaluladl (Beta = 0.307) waznszUIUNTT (Beta = 0.166) drusudaandon () lidiy

(p > 0.05)

o w

dAgneana
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Aruduiussuveslinaogd R = 0.65 uagAranuannsnluniseuievedlung (Adjusted
R2) Wiy 0.42 vaneenadn faudsiis 4 Fruanansasiufuesuisnuuusunuvesnmadadulalduinig
Tsausalé¥evas 42 Fediedneglussiuuunandereuinagslunuidemsdanuemans

AN F = 152.236 wae Sig. = 0.000 wanvin Bunalaesudenuwingaunseda Gduddaiisesu

05) waglliidgmiSesianlafillessa (VIF < 1.1 ynsuds)
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a [ [ I3 o % [ a o S = a o 1 'y} 1
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dsnasansarauladenlsssuvasinvisanenling
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WWIAA Customer Experience Journey Framework tun1simseingAnssunazauitanalavesgnen
Tuiazt19veIMIUFUNUSAUUTNMIVITOLUITUA AIANBUMIUINN 58I NMILINN udmaenslgusnms
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Tumsnduladentduinisunniiu (Lemon & Verhoef, 2016) Badanndasiunuideves Ugums ezl (2561)
HaMFIFEnUIn winnssunsusmsinansenuidauindensaeauladminlsusuyfalunipng Susenideanie

vesUszmAlve agrslitdfamsananseau 0.05

dalauaug

Patauauuglunisiinanisidelulduszlev

1. sanuuvuinistineulandnaudmang mvliaseideyaladediuyanavesgnen 1y e
919 LaraTN letnneenuuuUINMslewIzngy Wy {uderalimnudidyiuanuvasnds Tuvaed
nauisvihanulianuddgiumaluladuasanuslunsdain

2. Windnonmenumaluladuazuinslisense maszuul¥uda (Contactless Check - In/Out)
Mobile Concierge Wazuin1s OTA ‘17{L%@MGi@ﬁUi%UUﬂ’]EﬂuIiﬁLLiﬁ,J"\]zstil’JHﬂﬂizﬁuﬂizﬂUﬂﬁiﬁ‘U@\‘iQﬂﬁ’l
Tugandvialaegaiussansnimn wieniulszandldguwuunmsuiuudausmsviseUssaumsalfldaulagly

s

5 (Al - Based Personalization Model) Win A1z uaanAasUsuwaausnig

<« vy oy

wialulagUgyey1usshiv
Tnssmumnudesnsneyana 1Wu nsuugihviosin Aanssu videlusludulanzngy

3. TsausuAnsdaasy msadsUssaunisalifiaaufudiuyaaa (Personalized Experience)
THurgndn ilesnseduanuiimelasazairsruandilunsdnin msliudnsiagieuninudenis
RYNTYARE LU MIdennduriosinaiunmeey nsdafanssuiiaenndesiuauaulavesgnd wie
MseenuUUHARSTIUIMTaNENg] 877 ATEURT A3n videriniAuAAeN

Foruanuzdmiunisinideluafedely

1. ¥e19nguiegaanizne msAnvianiznguinveniisdrfifidninagslunsivine wy
naundifleamienguinvdunnden uazisuifisunatunguiinvieaiisnmly ievnuuwvmaiaunuinig
BRI

2. Tduumaideuuunan (Mixed Methods) Rauna UM sAATIERBasinaiun1sdunwaligedn
(In - depth Interview) tislsidladifanuddn uazussgdlalunindonisausuesnedndeannd iy

3. Anwiutanssulua 9 et uedesands wianssulanalulad wWu Al Chatbot, Virtual
Influencer, ¥30n1544 ARAVR Tun1slustamlsausunuunannosu TikTok 38 Instagrarn dadunualiiulm

lunsdeansiunguiinvieaedulvg
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