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The objectives of this study are 1) to study the behavior of Thai and foreign
tourists towards using e-commerce for Thai tourism, and 2) to study the use of e-
commerce by tourism entrepreneurs using both quantitative research and qualitative
research by collecting questionnaires from 910 tourists and 411 tour companies. The
research was collected qualitatively by interviewing 20 tourists, and tour companies.

Results of the research are as follows:

1. The study of the behavior of Thai and foreign tourists using e-commerce
for Thai tourism.

1.1) The behavior of the e-commerce usage of Thai tourists showed that
most had visited e-commerce websites of hotels/resorts/accommodations the most.
In the previous six months before the interview, they had visited e-commerce
websites 1 -2 times, and 44.12% of people had ordered products and services
through e-commerce websites. In the six months prior to the interview, customers
had mainly ordered goods and services from e-commerce tourism websites at an
average of Baht 1,000 — 5,000 each time, using bank accounts/ATM as the method of
payment. Thai tourists ordered products and services from e-commerce websites
relating to hotels/resorts/accommodations the most, while the reason some Thai
tourists did not order goods and services through e-commerce websites was because
they did not completely trust the security system.

1.2) The requirements for using e-commerce in the tourism industry for
Thai tourists showed that in the area of the e-commerce system, the most required
issue was the regular updating of news.

In the area of products and services, the most required issue was in
the variety of products and services.
In the area of ordering, the most required issue was for the

convenience and method of payment.



In the area of consumer convenience, the most required issue was in
the searching of information for products and services.

1.3) Thai tourists had the opinion that using e-commerce in the tourism
industry made communication for selling-buying products and services convenient
and quick.

1.4) The behavior of the e-commerce usage of foreign tourists showed
that most had mainly visited the e-commerce websites of resorts/accommmodations
the most. In the previous six months, they had visited e-commerce websites 1 - 2
times, and only 31.75% of people had ordered products and services through e-
commerce websites. The reason people bought products and services through the
e-commerce websites was for the cheaper prices. In the previous six months, they
had ordered products and services through e-commerce tourism websites 1 -2 times.
The value of products or services that were obtained through the e-commerce
websites averaged 50-100 US Dollars per time and the method of payment was by
credit card. Foreign tourists ordered products and services through hotels/resorts/
accommodations e-commerce websites the most. The main reason why foreign
tourists did not order products and services through e-commerce websites was that
they did not want the products/services.

1.5) The requirements for using e-commerce in the tourism industry for
foreign tourists showed that in the area of the e-commerce system, the most
required issue was the regular updating of news.

In the area of products and services, the most required issue was in
the informing of prices and clear details of the products.

In the area of ordering products, the most required issue was for
confidence in the safety of the payment system.

In the area of consumer convenience, the most required issue was in
the ability to compare prices and services of different shops.

1.6) Foreign tourists had the opinion that using e-commerce in the
tourism industry affected their confidence in the safety of the payment system.

2. The behavior of the e-commerce usage of tourism entrepreneurs showed
that most felt that doing e-commerce business was necessary. The target groups of
the tourism industry for which e-commerce was used as a tool were domestic and
international.  Tourism entrepreneurs doing e-commerce business amounted to
55.96%, most having less than 3 employees to maintain the e-commerce aspect of
the business. The type of domain name that was registered was .com. Most could

increase their income by approximately Baht 50,001-100,000 per month. The



average monthly expenses for the salary of the employees managing the e-
commerce was less than Baht 50,000/-, and the average monthly expenses for the
computer systems and networks for managing the e-commerce amounted to less
than Baht 30,000/-. The reason that the entrepreneurs’ agencies chose to do e-
commerce business was to expand their market channels (target groups) more, and
the reason that the entrepreneurs’ agencies did not use e-commerce business was
because they lacked staff that had knowledge in e-commerce.

2.1) Most entrepreneurs wanted to use e-commerce because it was
“a quick network system which covers all areas and it is safe.”

2.2) Most entrepreneurs had the opinion that the requirement to have a
successful e-commerce was the issue of having a “safety system in doing
transactions through e-commerce”, and most entrepreneurs had the opinion that the
biggest obstacle in doing e-commerce business was the issue of “English language
knowledge”.
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