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ABSTRACT

This research aims to study the service experience design model for tourist
of vehicle rental business in Chiang Mai and to plan the tourist experiences. The study
was focused on customer behaviors, tourist experiences and the analysis of service
quality of car rental business in Chiang Mai. Two types of data collection tools had
been used; 1) questionnaires: from 400 Thai tourists (Chiang Mai non-resident) who had
experienced the car rental services. Nonprobability sampling and accidental sampling
were used to collect data. 2) Interviews; from 6 entrepreneurs of legal car rental agents
in Chiang Mai. Nonprobability sampling and snowball sampling were used to collect

data.

According to the research, in terms of customer behaviors, it was found that
customers rented a car for private purposes. Most of small-sized cars had been chosen
such as Toyota Vios. Each customer used car rental services for 3-4 times and spent 1-
2 day(s) for each trip. The rental cost was 501-1,000 Baht/day for private cars and
2,000-2,500 Baht/day for private vans. The reason for choosing car rental services was
because of variety of brands and models. The result also showed that
websites/internet were the most influential channels for customers making a decision

on car rental services.

The finding of this research in relation to customer experiences of car rental
services in Chiang Mai demonstrated that the most memorable experiences were the

operation and evaluation and the fulfillment of memorable tourism experiences. It



followed by providing exact business location, the design of unique travel experiences
and the evaluation of customer experiences in each touch point respectively. Based
on the factor analysis, 5 new components were found : 1)service experience
enhancement; 2) outstanding experience design process; 3) service efficiency; 4) service

touch point design; 5 experience processing at every touch point.

Considering the service quality of car rental business in Chiang Mai, the study
suggested that customer service management was regarded as the most satisfied factor
in all minor dimensions such as customer retention which followed by customer
database technology and customer-relation program. Based on the factor analysis, 4
new components were found: 1) data management system; 2) online services; 3)
strategies for strengthening relationships with customers; 4) creating loyalty. The
experience management in car rental business in Chiang Mai was in an excellent level.
The most satisfied factor was the willingness of customer. It followed by the willingness
and prompt responses to customers, reliability and confidence of service persons, the
trustworthiness of services and physical evidences. Based on the factor analysis, 5 new
components were found: 1) reliability and consistency in service; 2) build confidence
by hand profession;; 3) understanding and paying attention to customer 4) service

concrete; 5) service readiness process to build trust with customers.

The result of the study emphasizing on the service experience design model
for tourist of vehicle rental business in Chiang Mai indicated that the car rental
entrepreneurs in Chiang Mai have placed the importance of collecting data of customer
behaviors in an attempt to understand the market needs of individual customers and
to plan the marketing strategies. For responses in order to offer the best services
beyond the expectation of customers. What’s more, the research signified that the
business collaboration was important to the car rental entrepreneurs in Chiang Mai to
help strengthen the business strategies in a long-term success. By doing this, it can
support changing needs of the customers which finally achieve and maintain a brand
loyalty. Effective strategies can also expend customer base. However, the

entrepreneurs are now encountering some barriers from both internal and external



factors such as economic problems which affect from the policies of government and
private sectors. Customers can feel the difficult time. Therefore, collaboration between
business alliances is the key factor to build tourist experiences towards car rental in

Chiang Mai in the most effective and supportive ways.

Keywords :  service design, experience, service quality
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