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Abstract

This independent research has an aim to study the level of Thai customers’ satisfaction in
visiting Chiang Mai Night Safari and to present alternative service style in Predator Prowl Zone at
Chiang Mai Night Safari with Quality Function Deployment (QFD) technique. The research was
done by collecting questionnaires distributed to Thai tourists — a sample group of 393 people — at
Chiang Mai Night Safari. Levels of satisfaction and demand among the sampling were separated
into 1 — 5 score. After questionnaires collecting, all data was analyzed by using Statistical
Package for Social Science program to calculate the statistic, percentage, mean and standard
deviation. From the studying, it was found that the tourists had high satisfaction in all factors in
Predator Prowl Zone’s service at Chiang Mai Night Safari with mean of between 3.50 — 4.49 and
had the highest requirement in improving various services, for example, a tram tour (mainly the
service of a lecturer), a general officers’ service, an atmosphere or an environment during a tram
tour, a visitors’ safety during a tram tour and an admission fee.

After that the data was analyzed according to the process of Quality Function
Deployment (QFD) technique, the researcher used the analyzed data to create House of Quality.
The researcher applied the House of Quality containing 15 items of tourists’ demand (WHATS) to

define Technical Response (HOWSs) with QFD team. There were 23 items in Technical Response



as to satisfy the customer needs. Then, the researcher specified an importance of customer needs
in each factor. After that, the QFD teams looked for the relationship between Customer Needs
and Technical Response. Next, the researcher ranked the various techniques in priority order and
defined method in improving the customer service of Chiang Mai Night Safari in Predator Prowl
Zone.

As a result, there are top ten suggestions for the customer service improvement namely:
(1) drive slower, (2) identify each particular stopping point, (3) change seats into the more
comfortable ones, (4) charge the same current fee with better service, (5) adding cushion to the
old seats, (6) put the light on the animals, (7) spend more time at each stopping point, (8) longer
flash the light on the animals, (9) decrease admission fee and (10) lecturer should has additional
information. Therefore, the suggestion listed above should be considered in order to improve the

customer service.



