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RELATIONSHIP BETWEEN CUSTOMER'S EXPERIENCE MANAGEMENT
STRATEGY AND WORD OF MOUTH IN HOME STAY TOURISM
IN AYUTTHAYA, THAILAND

Suwitchaya Chalermdan!®, Adisak Chandprapalcrrl, Puris Sornsaruht!

1Graduated School Of Commerce, Burapha University, Chon Buri 20131, Thailand.

ABSTRACT

This study aims to examine relation between customer's experience management
strategy and word of mouth in home stay tourism in Ayutthaya province, A questionnaire
was used to survey 350 home stay tourists. The data was analyzed by descriptive statistics,
t-tests, one-way ANOVA, LSD, and multiple regression.

The results show that most respondents are female, aged between 21-30 years, hold
a bachelor's degree, are employees of private companies, and earn between 10,001-20,000 baht/
month. Overall, the respondents indicate high level of satisfaction with home stays in
Ayutthaya and will refer the places to others. However, tourists with different demographics
such as gender, age, marital status, education, career, and earnings show different levels of
value perception of experience management by home stay owners,

It is found that experience management has significant effect on tourists' spending
and their perception of service excellence, entertainment, esthetic attractions, internal
motivation, challenges, pleasures, self determination, and satisfaction. In addition, their
words of mouth have varied following changes in value perception of experience
management by home stay owners, esthetic attractions, service excellence, entertainment,

internal motivation, and self-determination.

Keywords: Customer's experience, strategy, word of mouth
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