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Abstract

This research aimed to study the factors influencing tourists’ decision-making in choosing boat
tour charter services in Phuket Province: a case study of Prasert Seri Fishing Tour Company. This study
employed a qualitative research methodology. The key informants consisted of five tourists who had
previously used boat charter services, selected through purposive sampling. The research instrument was
a semi-structured interview form, and the data were analyzed using content analysis.

The findings revealed that the major factors influencing tourists’ decisions to use boat charter
services included privacy and flexibility in travelling, boat safety standards, reliability of service
providers, reviews from previous customers, and the quality of staff services. Most participants viewed
boat charter services as capable of fulfilling their needs for relaxation, convenience, and spending quality
time with family or friends. In addition, boat charter services were perceived as providing unique and
memorable travel experiences compared to general tour programs. Furthermore, the study found that
travel experiences and staff services significantly affected customer satisfaction and perceived value. Most
participants emphasized the importance of staff friendliness, attentiveness, professionalism, and
appropriate customer care, as these factors helped create feelings of comfort, trust, and positive
impressions during the trip. Some participants also reflected that the value of the service was measured
not solely by price but also by emotional experiences, relaxation, and the overall atmosphere throughout
the journey. The results indicate that service quality, safety, reliability, and customer experience are
important factors influencing future repeat usage and customer recommendations. The findings of this
study can serve as guidelines for improving service quality and effectively enhancing the competitiveness
of boat tour charter businesses. Theoretically, this study contributes to a better understanding of the roles
of service quality, customer trust, and customer experience in influencing decision-making processes in
service tourism businesses. From a managerial perspective, the findings can serve as practical guidelines
for developing service strategies and improving boat tour charter services in order to enhance
competitiveness and better respond to tourists’ needs.

Keywords: Decision-making, Boat tour charter services, Service quality, Customer experience,
Customer trust
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