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Abstract

This study aims to examine the role of Electronic Word of Mouth (eWOM) and social experience in
relation to customer satisfaction and revisit intention among customers of drinking establishments in
Phuket Province. It also seeks to understand customers’ perceptions and experiences regarding the
store atmosphere, service, and interactions within the venue.This research adopts a qualitative
approach, employing semi-structured interviews with 10 informants. Participants were selected
through purposive sampling from individuals with prior experience at the establishments and
exposure to online reviews. Data were analyzed using content analysis based on the approach of
Braun and Clarke (2006), involving coding and thematic analysis. The findings reveal that eWOM
plays a significant role in the pre-consumption stage by serving as a source of information that raises
awareness and helps customers evaluate alternatives through online reviews and visual representations
of the venue. However, during the actual service experience, social experience within the
establishment emerges as the primary factor influencing customer satisfaction and intention to revisit.
Customers perceive drinking establishments as spaces for shared experiences and social relaxation
rather than merely for product consumption. Key elements contributing to this experience include
atmosphere, activities, and service interaction between staff and customers. These factors help foster
emotional bonding, trust, and word-of-mouth communication. Furthermore, the study finds that direct
service experience has a stronger impact on building customer confidence than eWOM alone,
highlighting the importance of emotional value in line with the concepts of customer experience and
experiential marketing. The results suggest that business operators should strategically focus on
designing social experiences within their establishments while utilizing eWOM as a communication
tool to build awareness prior to service usage. Emphasis should be placed on presenting authentic
customer experiences to enhance credibility and ensure consistency between the online image and the
actual experience.
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