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The study establishes a proposed model of port of call management for cruise 

tourism, Phuket, Thailand under four objectives; 1) to analyze the current situation of 

the cruise tourism in Phuket, Thailand, 2) to evaluate the importance levels toward 

factors affecting port of call management, 3) to measure the efficiency levels of port 

of call management in Phuket, Thailand and 4) to propose a model of port of call 

management tailored for the cruise tourism in Phuket, Thailand.  

Due to a rapid growth of cruise tourism in Asia, cruise lines have deployed 

more cruise ships in Asia. Thus, the comprehensive, exotic and new ports are in great 

demands to deliver great experience as a part of cruising. 

A literature review identified the current cruise tourism situation and port of 

call management in particular. Four factors relevant to port of call management were 

extracted to examine the importance levels of port of call management and to measure 

the efficiency levels of Phuket’s port of call management simultaneously.  

The study employed mixed research methodologies. The questionnaire was 

used to gather the importance levels of port of call management and the efficiency 

levels of Phuket’s port of call management from 562 cruise passengers of all four ship 

sizes during their visit at Phuket port during November to December 2013. 

Meanwhile, the semi-structured interviews were formulated to gather data from all 

stakeholders relevant to Phuket’s port of call management which were 25 land-based 

stakeholders, 14 cruise staff and 7 cruise passengers. Descriptive and inferential 

statistics (T-test, one-way ANOVA, regression, correlation, and Chi Square) were 
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applied to analyze the quantitative data while the content analysis was employed to 

extract the findings from semi-structured interviews.  

The cruise tourism in Phuket has grown significantly, indicated by a higher 

number of cruise ships and cruise passengers especially Asian cruisers. The target 

market has shifted from ageing to the multi-generational mix. The size of the cruise 

ship visiting Phuket port tends to be bigger whereas the port capacity does not fit it.   

Refer to the importance levels of port of call management, safety & security 

onshore, health & sanitation, cleanliness, immigration formality & custom regulation 

and political stability were the top five highest important ranks respectively whereas 

collaboration of stakeholders, social acceptance, port characteristic, national cruise 

policy and tourism amenity were the top five lowest important ranks in ascending 

order.  

Meanwhile, immigration formality & custom regulation, service provider, 

tourism attraction, value for money and climate & sea conditions were the highest 

efficient variables of Phuket’s port of call management respectively. The five lowest 

efficient variables were port infrastructure, port facility, political stability, national 

cruise policy and collaboration of stakeholders in ascending order. Both results are 

consistent with the findings from interviews. In addition, a comparison between 

importance and efficiency levels using IPA revealed that the widest gap was port 

infrastructure, following with port facility, political stability respectively; while, 

immigration formality & custom regulation, climate & sea conditions and tourism 

activity showed the narrowest gaps in ascending order.   

Ultimately, a model of Phuket’s port of call management was proposed under 

the four missions which are 1) tourism products & service enhancement, 2) safety 

performance priority, 3) port development, and 4) cruise tourism promotion.  
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CHAPTER 1 

 

INTRODUCTION 

 

1.1  Introduction 

 

This chapter demonstrates the holistic view of the cruise tourism situation and 

looks at trends that affect Phuket’s port of call management. The significance, 

rationale and scope of the study will be outlined as well. The significant growth of 

global cruise tourism has contributed economic benefits to all ports that service cruise 

ships. Therefore, several ports have initially been developed due to their attractiveness 

and ability to compete.   

Many studies have examined the tourism industry in various perspectives 

during the past few decades, due to its rapid growth. While great in number, the 

research relevant to cruise tourism are incomparable, fragmented (Toh et al., 2005) 

and not well inter-related. In addition, cruise tourism studies that examine both the 

demand and supply sides are rare. Most importantly, most research related to ports 

always focus on homeports, neglecting ports of call in particular. In fact, the 

characteristics of both port types are different; therefore, the results of the previous 

studies regarding homeport management may not be universally applied to ports of 

call.  

This research specifies the study of port of call management from two separate 

points of view: demand and supply. Specifically, the area of this study is Phuket port, 

which is Thailand’s most visited port. This chapter will display the holistic 

perspective of the study and explain the rationale, explore the significance, and 

identify problems. Once problems are identified, this chapter will go on to explore 

research questions, objectives, outputs, outcomes and scope of study in reference to 

figure 1.1, highlighting the structure of this chapter. 
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Figure 1.1  Structure of Chapter One 

 

1.2  Global Cruise Tourism  

 

Cruising is a unique mode of transport which combines transportation and 

destination (UNWTO, 2012; Kizielewicz, 2012). It involves multi-functional and 

multidisciplinary components (i.e., entertainment onboard, leisure facility, infrastructure 

and onshore activity). Many studies (Gibson, 2006; Dowling, 2006; European 

Commission, 2009; Ogawa et al., 2009; Willis, 2012; Kizielewicz, 2012; UNWTO, 

2012) have defined cruise tourism as a travel segment that provides pleasure and 

safety as priorities as well as onboard facilities and onshore activities. It carries 

passengers from home port (starting point) to visit any scheduled ports of call.  

Cruise tourism has developed and stepped into the commercial track almost 

two centuries ago (Basiron, 1997) but it was modernized in 1960 (Liu, 2006; Szarycz, 

2008). By 1990, it was widely known as an emerging product, targeting American and 

European passengers soon after that (Liu, 2006; Failte Ireland National Tourism 

Development Authority, 2012). Cruise tourism is claimed to be one of the most 

significant growing tourism businesses (Wu, 2005; UNWTO, 2011). In 1980, 1.5 

million cruise passengers were recorded (Liu, 2006),which skyrocketed to 20 million 

in 2012 (Hoogkamer, 2013). UNWTO (2012) predicts that its number will increase 

further to 25 million passengers in 2015. The reasons supporting the worldwide 

growth are its premium service and popularity (Bhattacharyay et al., 2009). Luxury, 

1.7 Operational Definitions 

1.8 Research Questions 

1.9 Research Objectives 

1.10 Research Outputs 

1.11 Research Outcomes 

1.6 Problem 

Identification 

1.2 Global Cruise Tourism 

1.3 Cruise Tourism Growth 

1.4 Cruise Regions 

1.5 Port and Phuket as a Port 

of Call 

1.1 Introduction 

1.12 Scope of Study 



3 

 

exclusivity, value, convenience, comfort, safety, variety and experience are other 

factors that influence passengers to choose to take a cruise, (Gibson, 2006). 

Noticeably, this is a fruitful future that will benefit not only the cruise lines but also 

all stakeholders relevant to cruise tourism as well as the ports.  

 

1.3  Cruise Tourism Growth  

 

Cruise tourism is clearly growing, as evidenced by a dramatic rise in ship size, 

number of ship, number of passenger, port development, and return on investment of 

the cruise lines (UNWTO, 2011; Wu, 2005; Hull & Losekoot, 2012). Many new 

competitors are entering the market, and beginning operations, hoping take part in this 

growing industry (Dowling, 2006). Even though the cruise market has been dominated 

by North America (Liu, 2006; GP Wild (International) Limited and BREA, 2010), the 

other cruise regions have been widely expanded. The dimension of growth is not only 

geographic (i.e., cruise region, cruise potential from emerging region) but also the 

socio-demographic (i.e., new age group, family, income levels) (Greenwood & 

Barron, 2005).    
 

 

 

Figure 1.2  International Demands for Cruise 1999-2009 

Source:  Adapted from GP Wild (International) Limited and BREA, 2010. 
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North America 5.86 9.14 9.96 10.38 10.45 10.29 10.4 

Europe* 1.88 2.8 3.15 3.44 4.05 4.46 5 

Rest of the world** 0.85 1.13 1.21 1.29 1.37 1.45 2.1 

Grand Total 8.59 13.07   14.32 15.11 15.87 16.20 17.50 

% North America 68.2 69.9 69.6 68.7 65.8   63.5 59.4 
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Note:  *Including Russia and Eastern European countries outside the EU-27 

**The rest of the world figure is an estimate but it has been increased for 2009 

to take account of the recent dynamic growth in South America, China and 

Australia. 

 

Figure 1.2 shows the significance of cruise tourism growth in all regions of the 

world, in terms of percentage and number. North America (including Caribbean) is 

the most visited region in number; however, its growth rate has stagnated while 

Europe and the rest of the world, including Asia and ASEAN, have been continuously 

growing in number and percentage. Despite the estimation that the cruise market 

holds only about 2% of the global tourism market, the cruise industry has a great 

potential for growth (Port-Net, 2007). 

Currently, 292 ships are operating with a total capacity of 453,211 passengers 

(Cruise Market Watch, 2014). The ship capacity has increased from 500-800 

passengers in 1970 to 2600-3800 passengers in early 2000 (Honey & Krantz, 2007). 

Therefore, the bigger ships create new challenges on an operational level (Veronneau 

& Roy, 2008). To attract large amounts of passengers, cruise lines have needed to 

reduce the cost of cruise packages. In order to do this, each ship must gain economies 

of scale by offering more services, onboard facilities as well as onshore activities 

(Wood, 2002; Liu, 2006) to target the broaden target group and use the bigger ships 

for operations. 

In response to the growth of cruise tourism, various proactive strategies have 

been implemented by the involved sectors, especially the cruise lines and ports. Major 

players (e.g., Carnival, Royal Caribbean Cruise Line or RCCL, Star Cruises) have 

continuously ordered the bigger cruise ships (CLIA, 2013) which exceed 100,000 

gross registered tonnage (GRT) to achieve the sustained profits (Wood, 2002). They 

have shifted the target consumer from aging passengers to middle aged passengers. 

Also, prospective consumers often include families, as this multi-generational target is 

broader than the current target. Consequently, the price of the cruise package is more 

affordable for families and middle aged passengers.  Inevitably, ports have to offer 

tourism products and services at least to reach customer expectations. As the cruise 

lines have a higher negotiation power for mergers or acquisitions (Gibson, 2006), 
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ports will be asked to offer more competitive rates under the stronger competition in 

the region.   

Meanwhile, the small cruise lines (e.g., Silversea, Seabourn, and Windstar) 

retain the same strategies, using small premium cruise ship to target the ageing 

passengers. This particularly discerning target group expects high value, a great 

experience from cruising, sophisticated product, hospitable service, exotic ports of 

call, and interesting cruise itineraries to be offered (Liu, 2006; Port-Net, 2007; 

Schwartzman, 2009; CLIA, 2014). 

 

1.4  Cruise Region 

 

The cruise region is the destination where the cruise lines design the itinerary 

and bring the cruise passenger to visit. It is varied (Gibson, 2006; PATA, 2011). 

Caribbean is ranked the world busiest region (ASEAN, 2002; Gibson, 2006; Lekakou 

et al., 2009; PATA, 2011; CLIA, 2014; Baker, 2013) due to its proximity to the main 

target market and attractiveness of the ports in the region. Mediterranean is the second 

most popular region. Both regions share almost 90 % of total regions (GP Wild 

(International) Limited and BREA, 2010; PATA, 2011). The percentage of all other 

regions, including Asia, is presently at 12%, but it is continuously growing. 

 

 

 

Figure 1.3  International Demands for Cruise by Region in 2009 

Source:  Adapted from GP Wild (International) Limited and BREA, 2010. 

North America 

59% 

Europe* 

29% 

Rest of the 

world** 

12% 

International Demand for Cruise by Region in 2009 
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Note:  *Including Russia and Eastern European Countries outside the EU-27 

**The rest of the world figure is an estimate but it has been increased for 2009 

to take account of the recent dynamic growth in South America, China and 

Australia. 

 

Although, Asia’s share of the market was only 2.4% in 2010 (PATA, 2011), it 

is claimed to be the fastest growing region (Singh, 2000; PATA, 2011). UNWTO 

(2012: 28) claimed that Asia and the Pacific had a combined growth rate of 90% 

during 2001-2004. It brought its total number of cruise passengers to nearly 800,000. 

Fast economic growth in Asia (Yuji Ogawa et al, 2009), especially in India and China 

(European Commission, 2009; WTO, 2011; UNWTO, 2011; ITB Berlin, 2013), 

exotic ports, tourism products, a vast geographical area and reversed seasonal patterns 

are the main reasons why Asia attracts many cruise lines. As a result, major cruise 

have increasingly deployed their fleets to Asia (ASEAN, 2002; PATA, 2011; 

UNWTO, 2011, 2012).  

Asia has served cruise tourism for almost three decades; for the small and 

midsize cruise ships in particular. The obstacles of cruise tourism development at that 

period were the port infrastructure to accommodate the larger cruise ships, and the 

fact that cruise tourism was not widely recognized in Asia. Currently, due to an entry 

of new cruise lines, strong competition among ports and the continuous growth rate of 

cruise tourism in the region (Singh, 2000), many countries in Asia have extended the 

capability of their ports to seek the opportunity for accommodating larger cruise 

ships. As a result, various cruise lines have deployed more mega cruise ships into this 

region and have selected attractive ports into the cruise itineraries. Asia has 

experienced a brief decline in cruise tourism in 2000 (Liu, 2006), but the region is still 

claimed to be one of the most promising tourism destinations and boasts predicted 

annual growth rates of 5% until 2020, to reach some 820,000 passengers by the end of 

the current decade (PATA, 2011). Currently, with a good connectivity between ports, 

China and Japan have offered several ports of call and Hong Kong plays a role as a 

homeport in Eastern Asia while Indonesia, Vietnam, Malaysia and Thailand are the 

best known ports of all in South East Asia (ASEAN) and use Singapore as a 

turnaround port (PATA, 2011).  
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ASEAN is a cruise region with various exotic ports and diverse tourist 

products (Bhattacharyay, 2009). Thus, it has become an emerging area with the world 

fastest growth (Singh, 1999), at 12% in 2011 (UNWTO, 2011). More major cruise 

lines have deployed the ships to cruise in this region, especially during November to 

April. Small and midsize cruise ships (e.g., Seabourn Cruise, Crystal Cruises, 

Silversea Cruises, Prestige Cruise Holding, Hapag-Lloyd Cruises, Peter Deilmann 

Cruises, Regent Seven Seas Cruises, Saga Cruises) have increased but in smaller 

percentages comparing to the large and mega cruise ships (e.g., Carnival Cruise Lines, 

Royal Caribbean Cruises Ltd, Star Cruises) (SEA Tours, 2014a). CLIA (2014) predicts 

that there will be more mega cruise ships calling in this region, particularly during the 

summer season when the weather and sea conditions are favorable. This will cause 

busy traffic at reputable ports. Ports should forecast this growth and plan an 

appropriate response, at the risk of losing many lucrative opportunities.  

In conclusion, most ports in this region have driven themselves for 

competitiveness and attractiveness by developing both tangible (e.g., the port 

infrastructure, facility, tourism product) and intangible products (e.g., safety & 

security, service quality, operational procedure) to stand out for cruise tourism.  

 

1.5  Port and Phuket as a Port of Call 

 

In cruise tourism, ports are crucial elements that attract the passengers. Thus, 

ports require a fully functional management to deliver great experiences. Ports are 

normally defined as a location where cruise ships can dock (McCalla, 1997). The role 

of a port is a gateway for cruise ships to access the land destination or transport chain 

facilitator (The World Bank, 2007). The best fit ports should be located at appropriate 

areas where the water is deep enough for ships to dock and where no wind or waves 

will  affect them (Cruise Gateway North Sea, 2012). In addition, The World Bank 

(2007) and Magala and Sammons (2008) dictate that a good model of port management 

should focus on intangible perspectives, regarding full integration of competent 

service staff, competitive port management, and high service quality.  

The scope of this study examines both tangible and intangible factors that are 

involved in port of call management. Ports for cruise tourism are mainly categorized 

into three different types (Lekakou et al., 2009a; Demetriou, 2011). 
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1) Homeport or turnaround port is the starting point and/or ending 

point of the cruise; 

2) Port of call is selected by the cruise company to visit during the 

cruise; 

3) Hybrid port is a combination of home port and port of call. 

The degree of qualification for home ports and ports of call is different. As 

homeports are concerned with procedures of passenger exchange, they have stricter 

criteria than ports of call (Demetriou, 2011).  

Previously, ports only focused on safety and port attractiveness as the small 

cruise ships required the basic port as a gateway to tourist destinations. However, 

requirements have changed drastically in more recent times, the current criteria of 

port selection are more complex. This is due to high competition among ports 

(ASEAN, 2002; ECLAC, 2005; Busby & O’Neill, 2013), higher number of big cruise 

ships visiting ports (UNWTO, 2011; CLIA, 2013) and the growing number of cruise 

visits in all regions (PATA, 2011),.   

As a result, many ports in Asia (e.g., Singapore, Vietnam, Hong Kong, Japan, 

China, and Indonesia) have been developed to accommodate the mega cruise ships 

and to deal with a higher number cruise ships docking at the same time. In sad 

contrast, Phuket hasn’t been earnestly developed to handle these particular issues.  

Phuket is Thailand’s most popular tourist destination. It is located in southern 

Thailand, in the Andaman Sea, which is part of the Indian Ocean. With its rapid 

tourism development and reputation, Phuket attracts diverse tourist types including 

the cruise tourism. Cruise tourism had been introduced in Phuket three decades ago 

(SEA Tours, 2014b), starting with some small cruise ships. A few years later, Star 

Cruises had deployed two ships calling to Phuket weekly as a regular call. One of 

these two ships was a large cruise ship carrying 2,000 passengers to Phuket weekly. 

This was a good sign for cruise tourism in Phuket. After that, more cruise lines have 

added Phuket into their cruise itineraries. Phuket became Thailand’s most visited port 

of call for cruise tourism because of its unique characteristic of port, value for money 

and tourism products. Table 1.1 shows a number of cruise passengers and cruise ships 

visiting Phuket port for the past 8 years. It can be concluded from these two indicators 

that the growth of cruise tourism is successful when compared to other ports nearby. 
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However, there is no measurement examining the satisfaction of the port of call 

management in Phuket.  

 

Table 1.1  Number of Cruise Passengers and Cruise Ships in Phuket 

  

Year No of Cruise Ship No of Passenger 

2006 84 110,140 

2007 84 115,151 

2008 92 103,486 

2009 86 127,622 

2010 107 135,826 

2011 132 177,100 

2012 135 190,841 

2013 (January-October) 114 168,155 

 

Source:  Phuket Immigration Office, 2013. 

 

1.6   Problem Identification 

 

This study emphasizes the perspective of port of call management in 

particular. Most relevant studies rarely view port management holistically. More 

specifically, most studies of ports focus on specific issues (e.g., safety, capability, 

marketing, policy, product, port selection) that show only a single facet. Most port 

management studies give very general results which are difficult to apply because 

each port acts differently. Consequently, this study utilizes the holistic view of port of 

call management, which other studies rarely do, to examine multiple perspectives. 

Phuket is chosen as an area of study because no study about cruise tourism in Phuket 

has been carried out before. The results from this study will be used to propose an 

appropriate model of port of call management. Hence, the study incorporates all 

elements related to port of call management not only the port area. Port of call 

management is a related concept to destination management; however, the port of call 

management is uniquely characterized.    

Cruise tourism has grown significantly worldwide (Hull & Losekoot, 2012; 

Pavlic, 2013; CLIA, 2013; CLIA, 2014). The reason behind the growth is that the 
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cruise tourism is an emerging travel experience that offers convenience, comfort, and 

value. Meanwhile, cruise tourism grows in parallel with international tourist arrivals. 

Cruise tourism has an opportunity to attract international tourists as they arrive. The 

growth of the cruise tourism generates a wave effect to various sectors of the industry, 

and cruise lines seek exotic ports that can satisfy their passengers.   

In response to all of this growth, new regions and ports are in great demand 

(Port-Net, 2007; PATA, 2011; Busby & O’Neill, 2013). To become more competitive 

and attractive, various ports have developed themselves (ASEAN, 2002) to cover port 

extension (Gibson, 2006), port infrastructure and facility (ASEAN, 2002; ECLAC, 

2005), safety and security (Trelawny, 2005; WTO, 2010; Tarlow et al., 2012; Baker, 

2013), tourism products (ASEAN, 2002; Busby & O’Neill, 2013; CLIA, 2013), and 

service improvement (Port-Net, 2007; CLIA, 2014). ASEAN is another exotic region 

where more ships are increasingly deployed. More ports around ASEAN have the 

potential to become ports of call and even home ports while Phuket has taken no 

action to improve itself even as a port of call.  

The paradigm of the cruise market has shifted from aging passengers to a 

multi-generational mix, including families, middle class, and middle age passengers. 

This new customer demographic is wider than the previous one (ASEAN, 2002; 

Greenwood & Barron, 2005; Liu, 2006; Port-Net, 2007). Cruise lines have deployed a 

huge number of large sized and mega cruise ships into the water (Wood, 2002; Wu, 

2005; European Commission, 2009; UNWTO, 2011; CLIA, 2013). To attract the new 

target market, a strategy of offering lower prices has been implemented (Port-Net, 

2007; European Commission, 2009). As a result, it is a must for ports to move 

forward to accommodate the large and mega cruise ships that tend to call more often 

in the ASEAN region. The tourism components should be shaped to fit the 

expectation of the new target group which is far more diverse. In addition, port 

management should realize that value for money at ports is a main consideration for 

cruise passengers. It is a real challenge for ports to examine the expectation of cruise 

passengers.  

Phuket is the most visited port in Thailand. The reasons are its reputation 

(Apinya Titanont & Naphawan Jane Chantradoan; 2004), diverse tourism products, 

and geographic proximity to other ports in ASEAN. However, some perspectives are 
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defective. Port of Phuket was built for cargo not for cruises. Thus, it is not appropriate 

for the large and mega cruise ships, especially during the summer season. Meanwhile, 

the temporary jetties that were built at Patong Beach and Kalim Beach are very 

limited and are operational only during the summer season. Port infrastructure and 

facilities are limited for cruise operations, and are especially inadequate for large and 

mega cruise ships (Port of Phuket, 2014). In addition, the integration among relevant 

parties is insufficient. Most importantly, no cruise tourism policy has been planned. 

As aforementioned, various blind spots of Phuket’s port of call are critically 

overlooked. No studies of the efficiency of Phuket’s port of call management have 

been examined before. In consequence, the research “Model of Port of Call 

Management for Cruise tourism, Phuket, Thailand” should be studied to examine 

needs and perception from both the demand and supply side. The results will guide 

how to improve Phuket’s port of call management to achieve cooperativeness, 

competitiveness and attractiveness in the cruise tourism industry. The model of 

Phuket’s port of call will be suggested according to the results of the study and used 

as a blueprint in implementing the strategy to drive cruise tourism in Phuket. The 

objectives of this research are as follows.  

 

1.7  Operational Definition  

 

1.7.1  Port of Call  

Port of call or the destination port is just an intermediate stop where cruise 

passengers normally spend less than ten hours. It is selected by the cruise lines to visit 

during the cruise as a destination gateway. This study, port of call covers not only the 

port area but also the whole island with all involved elements serving the cruise 

tourism. 

1.7.2  Cruise Tourism  

A cruise ship is a combination of accommodation and transportation and 

provides pleasure and safety as its top priorities. It carries passengers from home port 

(starting point) to visit any scheduled ports of call. Onboard facilities and onshore 

activities are personalized to offer unique experiences for passengers by using 

hospitality and service providers as links between cruise products and passengers. The 
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duration of a cruise is no longer than 12 months. Its core products are accommodation, 

entertainment, activity, and connectivity to the ports which offer tourism attractions 

and activities. 

1.7.3  Efficiency of Port of Call Management 

Port efficiency refers to speed and reliability of its service and tourism 

products, extended to both cruise liners and cruise passengers. The efficiency is 

measured by operational efficiency measures (performance) and customer-oriented 

measures (service quality) in parallel. 

1.7.4 Port 

Port is a location along the coastline where a cruise ship can dock. The role of 

a port is to provide cruise ships access to a land destination. 

1.7.5 GRT  

Gross registered tonnage (GRT) is one of the cruise ship measurements. GRT 

is calculated by dividing the volume in cubic feet of a cruise ship’s closed-in spaces 

by 100. A cruise ship ton is 100ft3. Tonnage is frequently used by port authorities 

when calculating charges when a ship requires a pilot and for harbor fees.  

 

1.8   Research Questions  

 

1.8.1 The current situation of cruise tourism in Phuket, Thailand 

1.8.1.1 Research question 1: What is the cruise situation in Phuket? 

1.8.1.2 Research question 2: What is SWOT analysis of Phuket’s port 

of call? 

1.8.2 The evaluation of the importance level toward factors affecting port of 

call management 

1.8.2.1 Research question 3: What are the importance levels toward 

factors affecting port of call management? 

1.8.2.2 Research question 4: What are significant variables on cruise 

passenger socio-demographic profiles that show different results of importance levels 

toward factors affecting port of call management?  

1.8.2.3 Research question 5: What are significant variables on cruise 

passenger travelling patterns that show different results of importance levels toward 

factors affecting port of call management?  
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1.8.3 The measurement of the efficiency level toward Phuket’s port of call 

management 

1.8.3.1 Research question 6: What are the efficiency levels of Phuket’s 

port of call management?  

1.8.3.2 Research question 7: Which are significant variables on cruise 

passenger socio-demographic profiles that show different results of efficiency levels 

of Phuket’s port of call management?  

1.8.3.3 Research question 8: Which significant variables on cruise 

passenger travelling patterns that show different results of efficiency levels of 

Phuket’s port of call management?  

1.8.3.4 Research question 9: What are the factors affecting port of call 

management showing significant gaps between efficiency levels of Phuket’s port of 

call management and importance levels toward factors affecting port of call 

management? 

1.8.3.5 Research question 10: What is the level of overall efficiency of 

Phuket’s port of call management? 

1.8.3.6 Research question 11: What is the possibility to revisit Phuket 

if Phuket is a port of call in the cruise itinerary?  

1.8.4 How should Phuket’s port of call management adjust itself for the 

cruise industry?    

1.8.4.1 Research question 12: How should Phuket’s port of call 

management be for cruise tourism?  

 

1.9  Research Objectives 

 

1.9.1 To analyze the current situation of the cruise tourism in Phuket, 

Thailand 

1.9.2 To evaluate the importance levels toward the factors affecting port of 

call management  

1.9.3 To measure the efficiency levels of port of call management in Phuket, 

Thailand 

1.9.4 To propose a model of port of call management tailored for the cruise 

tourism in Phuket, Thailand 
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1.10 Research Outputs 

 

1.10.1 The current situation of the cruise tourism in Phuket, Thailand  

1.10.2 Importance of port of call management for the cruise industry  

1.10.3 Efficiency levels of port of call management for the cruise tourism in 

Phuket, Thailand  

1.10.4 An appropriate model of Phuket’s port of call management 

 

1.11 Research Outcomes 

 

1.11.1 All stakeholders involved with Phuket’s port of call management 

understand how to manage and drive cruise tourism in Phuket effectively. 

1.11.2 Public sectors are able to formulate and implement plans to develop 

Phuket’s port of call management in collaboration with others sectors. 

1.11.3 The port of call management model can be applied to other ports in 

Thailand. 

1.11.4 The research results are used to drive all involved stakeholders to 

implement port of call management for the cruise industry. 

1.11.5 Empirical data can lay the groundwork for further research.  

 

1.12  Scope of the Study 

 

1.12.1  Scope of Content 

This study focuses on Phuket’s port of call management in particular. 

Literature reviews and in-depth interviews were used to frame the quantitative 

evaluation of the port’s importance and efficiency level from cruise passengers. 

Meanwhile, qualitative methods were used in parallel, by gathering results from 

interviews with cruise passengers, cruise staff and land based stakeholders. The 

results were then employed to instruct a fit model of Phuket’s port of call 

management.    
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1.12.2  Scope of Area 

The area of study is Phuket province as a port of call. The scope of the study is 

not limited only to the port specifically, but covers secondary components related to 

port of call and how they all relate to cruise tourism.  

1.12.3  Scope of Demography 

The populations of this study are divided into three groups which are; 1) cruise 

passengers who cruise and experience Phuket’s port of call, 2) cruise staff who are 

involved with the port of call operations and 3) the land based stakeholders who are 

involved directly with the port of call operations.   

1.12.4  Scope of Time 

The study was conducted from January, 2013 till June, 2014. The process of 

study includes literature review, research design, data collection, data analysis, and 

output report.  



 

CHAPTER 2 

 

LITERATURE REVIEW 

 

2.1 Introduction 

 

This chapter examines the literature, concepts and theories that aim at 

establishing and articulating a model of Phuket’s port of call management for the 

cruise industry. It is structured into five sections. The first section is an introduction of 

the chapter and explains the overall point of view of the chapter.  The second section 

is a literature review, mainly focusing on an overview of the cruise tourism. The third 

section is a broader literature review looking at ports for cruise tourism and the factors 

affecting port of call management. The fourth section focuses on Phuket as a port of 

call in particular. The fifth and final section concludes the chapter. Research related to 

cruise tourism and port of call management are articulated in each section.   

 

Table 2.1  Structure of Chapter 2 

 

Sections Topic Related theories and concepts 

2.1 Introduction   

2.2 Cruise tourism 2.2.1 Cruise tourism defined   

 2.2.2 Cruise history and development  

 2.2.3 Global cruise situation and current trends  

 2.2.4 Major players in cruise tourism   

 2.2.5 Cruise destinations and geography   

 2.2.6 Cruise passengers  

 2.2.7 Cruise market, cruise passenger behavior and 

motivation  

1) Consumer behavior theory 

2) Motivation theory 

 2.2.8 Cruise segmentation and categories  

 2.2.9 Research relevant to cruise tourism  

2.3 Port for cruise 

tourism  

2.3.1 Port category   

2.3.2 Factors affecting port of call management 1) Harmonization of Customer 

Expectation & Customer 

Satisfaction & Service 

Quality  

2) Management theory 

3) Destination management 

4) IPA analysis  

5) SWOT analysis  

 2.3.3 Research relevant to ports for cruise tourism  

2.4 Phuket province:  

A port of call for 

cruise tourism 

2.4.1 The tourism situation in Phuket  

2.4.2 Phuket’s ports of call  

2.4.3 Tourism components in Phuket  

2.5 Conclusion   
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Meanwhile, theories and concepts relevant to cruise tourism and port of call 

management are discussed in each section.  

 

2.2 Cruise Tourism 

 

2.2.1  Cruise Tourism Defined 

Cruising is a unique mode of transport that plays a role as a combination of 

transportation and destination (UNWTO, 2012; Kizielewicz, 2012). It is an alternative 

to travel business known as maritime tourism or marine tourism.  Kizielewicz (2012); 

Rodrigue and Notteboom (2012) define maritime tourism as related to cruise tourism 

and involves multi-functional and multidisciplinary components (i.e., onboard 

entertainment, leisure facilities, infrastructure, and onshore activities). Over the past 

200 years, the industry itself has developed in accordance to various factors (e.g., 

cruise passengers’ expectations, cruise liners’ strategies, target groups, and cruise 

trends). Therefore, cruise tourism has been defined differently, as shown in table 2.2.  

 

Table 2.2  Cruise Tourism Definition 

 

Author Year Definition 

Gibson 2006 A cruise ship is a passenger ship used for pleasure voyages, where the voyage itself and 

ship’s amenities are part of experience. It cruises in the river or the sea with a visit to any 

port of call, using the local tour operators as shore excursion agents to operate the shore 

excursion. A stop at each port can be one day or more but passengers stay onboard the 

vessel.  

Dowling 2006 A trip by sea in the liner for pleasure. It is a mobile resort that plays a role as a mode of 

transportation taking passengers from place to place and a floating hotel.   

Liu 2006 A floating resort, offering passengers a variety of choices for entertainment, dining, 

accommodations and itineraries. 

European 

Commission 

2009 It is a sea voyage of staying onboard the cruise ship at least 60 hours and it carries only 

passengers to visit at least 2 ports excluding the embarkation port.  

Tan 2009 A cruise line sells and operates the ships, transporting passengers to scheduled ports of 

call and offering pleasure as its primary purpose. An inherent part of the experience is the 

variety of hospitality services offered onboard as well as activities on shore 

WTO 2010 A combination of two basic activities: a floating accommodation and transport with 

leisure facility onboard. The tourists travel on a cruise ship to spend at least one night 

aboard the cruise ship. When calling at ports, cruise passengers must be considered 

visitors even if the cruise ship remains at port for more than one day since the cruise 

passengers sleep on the cruise ship, not at the destination.  

Ogawa et al 2011 A cruise is when the ship itself is the main destination, or boarding the ship is the main 

purpose of tourism. The main purposes of the tour are staying on board, doing leisure 

activities on board, and enjoying a relaxing lifestyle. Generally, a cruise includes 

accommodation on board a ship. 

Willis 2012 A cruise is a package that includes an itinerary and elements of inclusive service and 

facilities such as a meal, entertainment, activities and accommodation.  
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Table 2.2  (Continued) 

 

Author Year Definition 

Kizielewicz 2012 Stay at sea or ocean for the purposes of tourism or business, using maritime means of 

transport for a period no longer than 12 months. And in turn, maritime excursion is a 

tourist activity using the means of water transport for the purposes of tourism or business 

that lasts no longer than 24 hours (Kizielewicz, 2012:110) 

UNWTO  2012 It is a combination of transport and accommodation that provides a wide range of 

activities. A variety of facilities and amenities is provided at a resort destination with 

enjoyment and comfort for traveler.  

AAPA 2014 A cruise ship or cruise liner is a passenger ship used for pleasure voyages, where the 

voyage itself and the ship’s amenities are a part of the experience, as well as the different 

destinations along the way. Transportation is not the prime purpose, as cruise ships 

operate mostly on routes that return passengers to their originating port, so the ports of 

call are usually in a specified region of a continent.  

 

The various definitions given above show the development of the cruise 

tourism over the past decade. Previously, cruise tourism hadn’t been widely defined.  

Cruise tourism has been defined in several studies after cruise tourism had fully 

entered the commercial track. In addition, the definitions started from broader aspects 

and later focused on activities and experiences. As the definitions vary, the researcher 

sets forth a definition for cruise tourism that is appropriate for this study: 

 

A cruise ship is a combination of accommodation and transportation 

that provides pleasure and safety as top priorities. It carries passengers 

from home port (starting point) to visit any scheduled ports of call. 

Onboard facilities and onshore activities are personalized to offer 

unique experiences to passengers. Hospitality and service providers act 

as linkages between cruise products and passengers. The duration of 

the cruise is no longer than 12 months. Its core products are 

accommodation, entertainment, activities, and connectivity to the ports 

which provide tourism attractions, activities, safety, infrastructure, and 

facilities. 

 

Cruise tourism covers not only maritime cruises but also river and coastal 

cruises which share the combination of transport and accommodation (Gibson, 2006).  

Diverse facilities onboard make the cruise ship into a marine resort or a floating hotel 

(Liu, 2006). Currently, the concept of building a cruise ship is the same as building a 
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hotel.  It has a stateroom, large atrium, swimming pool, beauty salon, theater, library, 

playground, and shopping areas (Gibson, 2006). The administration and management 

of a cruise ship are not much different from that of a hotel. Most importantly, 

relations between cruise lines and destinations or ports are vital.  The market has not 

only grown but it has also been divided into specific segments based on different 

criteria (Liu, 2006; Gibson, 2006; Paris, 2006; UNWTO, 2010; Ogawa et al., 2011; 

Kizielewicz, 2012). Meanwhile, the cruise lines have to offer cruise packages 

according to market segmentation and specialization (Dowling, 2006) to deliver the 

greatest experience to the passengers.  The itinerary is an essential part, reflecting all 

of the destinations visited throughout the trip.  

Figure 2.1 illustrates the interdependence between cruise ships, destinations or 

ports and the products of cruise tourism (WTO, 2010).  It underlines a coordination of 

various actors (Magala & Sammons, 2008) from three different economic sectors. It 

shows an essential tool for National Tourism Organizations (NTOs) to analyze this 

complex sector and act effectively.   

 

 

 
 

 

Figure 2.1  The Product from Destinations’ Perspective 

Source:  Adapted from WTO, 2010. 
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The key to success is for all concerned sectors, including port authority, 

tourism, and commercial ventures, to coordinate their activities. Additionally, the 

integrated collaboration between ships and shore operations is crucial for a successful 

cruise visit.  As a cruise is a multi-destination product, the selection of a region must 

be well considered (WTO, 2010). Once the region is selected, the cruise itinerary is 

carefully designed.  Homeport and ports of call are carefully added into the cruise 

itinerary, using the various criteria described later in this chapter.  

 

2.2.2  History and Development of the Cruise Industry 

Cruising stepped onto the commercial track in 1844 when P & O firstly 

organized a package cruising in Europe and Asia ports (Basiron, 1997) but it was 

modernized in 1960 (Liu, 2006; Szarycz, 2008) and was widely known as an 

emerging product in 1990, as it targeted elite American passengers (Liu, 2006; Failte 

Ireland National Tourism Development Authority, 2012).  Soon after that, it had 

become popular among Americans and Europeans as an alternative to travelling.  Wu 

(2005) and UNWTO (2011) claimed that cruise tourism has continuously grown as 

one of the most significant segments of travel.  The number of passengers had 

increased from 1.5 million in 1980 to 3.5 million in 1989, to 10 million in 2000 with a 

10% average growth rate.  There were 10.6 million passengers in 2004 (Liu, 2006), 12 

million in 2006 (Honey & Krantz, 2007), 12.7 million in 2007 (CLIA, 2008) 17.3 

million in 2009 (PATA, 2011), 19.1 million in 2011 (Rodrigue & Notteboom, 2012), 

and 20 million in 2012 (Hoogkamer, 2013).  UNWTO (2012) predicted that the 

number of cruise passengers worldwide will increase to 25 million by 2015. The 

reasons for this worldwide growth are its premium service and popularity (Bhaath et 

al., 2009), luxury, exclusivity, value (Mary, 2010), convenience, comfort, safety, 

variety and experience (Gibson, 2006; Tan, 2009). Table 2.3 shows a summary of 

how cruise tourism has developed over the past 200 years (Wu, 2005; Gibson, 2006; 

Liu, 2006; Honey & Krantz, 2007; CLIA, 2008; Rodrigue & Notteboom, 2012; 

Willis, 2012; UNWTO, 2011; UNWTO, 2012; Hoogkamer, 2013; Pavlic, 2013). 
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Table 2.3  History and Development of Cruise Tourism 

 

Year History 

1800 Cruises were concerned primarily with cargo not passengers. 

1801 The introduction of tugboat “Charlotte Dundas” was recorded as the first steam-driven ship. 

1818 “Savannah” with 424 GRT was introduced by Black Ball Line, carrying only 8 passengers for 4 

weeks as the first transatlantic cruise, from New York to Liverpool. 

1830 British and North American Royal Mail Steam Packet, which was later known as Cunard Line, 

held the monopoly in the market.  

1837 P&O Cruises was founded under the name of Peninsular Steam Navigation Company but later 

changed to the Peninsular and Oriental, Steam and Navigation Company.  

1840 The first transatlantic steamship named “Britannia” was established by Sam Cunard. The cruise 

started from Liverpool for a 14-day transatlantic cruise, carrying cows onboard for fresh milk.  

1843 “Great Britain”, the first iron-hulled propeller-driven ship of 3,270 GRT under Isambard Kingdom 

Brunel, was launched to serve passengers.  

1844 “SS Iberia” was introduced by P&O, cruising from London to other ports such as Vigo, Malta, 

Istanbul and Lisbon. 

Cruising had now stepped onto the commercial track.  

1850-1860 A period of cruise product development, focusing on quality of cruises (e.g., electric lights added, 

deck space extended, entertainment added). Passengers were the primary purpose instead of cargo 

and mail.  

1858 P & O vessel named “Ceylon” was introduced. 

1967 Mark Twain, a popular author, featured a P&O voyage from London to the Black Sea in his novel 

The Innocent Aboard. 

1880 Ships going to the U.S.A. were used by immigrants in the steerage class, where passengers 

arranged food and bedding on their own. 

1881 “Ceylon” was refitted as a passenger ship.  

1890 “Prinzessin Victoria Louise” with 4,409 GRT was built as the first ship for cruising exclusively 

and operated for six years from 1900-1906.  She was finally grounded at Jamaica.  

The concept of the superliner was developed by a German who was the pioneer in cruise 

development at that time. 

1910 “Olympic”, a 46,329 GRT ship under White Star, was introduced with more luxurious facilities 

such as swimming pool and tennis court.  In particular, the ship had more public space and was 

better designed for comfort. 

1912 The popular “Titanic” was built under the White Star Line.  She collided with an iceberg during 

her maiden voyage which financially devastated the White Star Line. 

1920 Certain old liners were used in the war as a troop carrier.  

The European region was a destination for American passengers. Ships targeted American elites to 

cruise to Europe with luxurious settings.  

Advertisements were used as a channel to communicate with the target group, using food and 

onboard activities as a core product.   

1920-1940  It was a golden age for transatlantic cruises, cruising between the U.S.A. and England. 

1922 “Laconia”, a 20,000 GRT cruise ship with a 2,000 passenger capacity, under Cunard brand, sailed 

on a world cruise with three room categories.  

1929 “Viceroy of India” was introduced into the market by P&O.  This sophisticated ship featured the 

first use of turbo electric power and an onboard swimming pool. 

1934 A luxury cruise ship named “Queen Mary” was introduced with a capacity of 2,000 cruise 

passengers and 1,174 crew members. 

An oil fired ship, with a top speed of 25 knots, named “SS America” was built under the brand of 

United Stated Line.  

1938 A huge ship with 83,000 GRT, “SS Normandie,” was introduced for a 21-day cruise from New 

York to Rio de Janeiro at USD 395-8,600 per person.  

1939 During the second World War, “Queen Mary” and “Queen Elizabeth” were used as troop carriers.  

1941-1960 A downturn in the industry. Passenger cruise ships were sold. Some lines were bankrupted.   

European lines used their ships as refugee carriers to the U.S.A and Canada.  

1958 Airlines became involved as an alternative mode of travel. 

1960 Commercial jet aircraft were introduced.  

Modernization age of cruise businesses started. 

Cruising was developed and offered as a package tour. 

The Caribbean was a new destination. 
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Table 2.3  (Continued) 

 

Year History 

 Cruise lines repositioned the image as a fun ship, using onboard activities as an attraction.  

The image of cruising shifted from transportation to the destinations.  

There was a popular TV series The Love Boat, solidifying the image of cruises. 

1966 The cruise industry recovered.  

Norwegian Cruise Line was founded.  

1968 Royal Caribbean International was founded.  

1970 The first dedicated cruise ship was introduced with the capacity up to 1,000 passengers. 

1% of the total tourists took a cruise for holiday between Caribbean and North America. The core 

concept was leisure.  

There was a horizontal integration between cruises and airlines later known as “fly-cruise”.   

1972 Carnival Cruise Line was founded.  

1980 There were 1.5 million annual cruise passengers. The core concept changed to tourist activities.   

1986 “Windstar”, a computerized cruise ship, was introduced with modern facilities.  

1990 Economies of scale led to bigger sized cruise ships that could accommodate 2,000 passengers. 

Due to globalization, consolidation led to mergers and acquisitions by major cruise liners such as 

Carnival, RCCL. 

Ship capacity with 1,000-2,000 berths had dramatically increased by approximately 120%. 

1999 Eagle Type ships such as “Voyager of the Seas”, “Grand Princess” were introduced into the 

market, generating economy of scale, creating a concept of the ship as the destination.  

2000 Market growth in North America increased 8% annually from 1990-2000.  

“Explorer of the Seas”, 137,308 GRT ship of RCCL, was launched into the market.  

Larger ships with over 2,000 berth categories had expanded. 

There were 10 million cruise passengers that year.  

2002 There were 10.3 million cruise passengers. 

International tourist arrivals increased to 700 million.  

2003 “Queen Mary 2”, a 150,000 GRT ship under Cunard brand, was launched into the market.  

Carnival Corporation was the world’s largest cruise operator after merging with P&O Princess 

Cruises while RCCL was ranked the world’s second largest after merging with Celebrity Cruise.  

2009-2010 “Oasis of the Seas” and “Allure of the Seas”, the world’s biggest cruise ship, were launched into 

the market and promoted the ship as a destination.  They cruised in the Caribbean region. 

The Caribbean remained the world busiest region for the cruise industry.  

2012 There were 20 million cruise passengers this year, worldwide. 

 

 

From over two centuries of development, this study divides the history of 

cruise tourism into five ages. An overall picture of the development of cruise tourism 

is shown in table 2.4.   

 

Table 2.4  Summary of Cruise Tourism Development 

 

Age Cruise History and Development  

Early Age 

(1800-1850) 

 Ships were multi-purpose. Mainly served cargo and mail.  Cruise passengers were 

only a secondary priority.  

 Steam-driven ships were introduced.  

 Cunard and P&O were established and became legends within the cruise industry. 

Introduction Age 

(1851-1938) 

 Cruises were developed as products. Cruise facilities and activities were added.  

 Cruises became popular for American elites.  

 Marketing promoted cruise tourism via advertisement.   

 The first transatlantic cruise was introduced. 

Dark Age 

(1939-1960) 

 During to the second World War, certain cruise ships were used as troop carriers.  

 Cruise passengers decreased significantly due to the World War. Certain lines were 

bankrupted.  
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Table 2.4  (Continued) 

 

Age Cruise History and Development  

  Jet airplanes were introduced as a substitute mode of transportation. 

 Caribbean was introduced as a new destination. 

Renaissance Age 

(1961-1990) 

 The cruise industry recovered. 

 More players entered the market. 

 Larger ships were increasingly built and launched into the market. 

 Computerized systems were used for navigation. 

Golden Age  

(1991-present) 

 Due to strong competition, mergers and acquisitions were implemented as strategies 

by big players (Carnival, RCCL).  

 Sizes of cruise ship were bigger than ever due to economy of scale. Meanwhile, the 

small, premium cruise ships retained the same strategy of using service and product 

differentiation as strengths.   

 Itineraries with new destinations were designed. 

 Certain cruise lines deployed ships to Asia.  

 The target group was shifted away from aging tourists to the younger generation. 

 Diverse products and activities were designed to suit the new target group. 

 Port infrastructure and facilities were developed by main ports of call. 

 Safety, security, and health were set as priority concerns. 

 

2.2.3  Global Cruise Situation and Current Trends 

During the past 30 years, the cruise industry had targeted high end North 

Americans (Liu, 2006; GP Wild (International) Limited and BREA, 2010; Pavlić; 

2013), as the fastest growing sector of the leisure travel industry. It was proved by the 

dramatic rise of ship sizes, number of ships, number of passengers, port development, 

and profit (Wu, 2005; UNWTO, 2011; Hull & Losekoot, 2012). Over a decade, the 

number of cruise passengers had increased steeply. Even though the cruise industry 

has been dominated by the North America (Liu, 2006; GP Wild (International) 

Limited and BREA, 2010), the average growth rates in other regions had increased 

faster than North America, as shown in table 2.5. The reason was not only geographic 

but also socio-demographic (i.e., new age groups, families, population segments with 

lower and higher income) (Greenwood & Barron, 2005: 2).  
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Table 2.5  International Demands for Cruise 1999-2009 

 

Region/Year 1999 2004 2005 2006 2007 2008 2009 

Million passengers 

North America 5.86 9.14 9.96 10.38 10.45 10.29 10.40 

Europe* 1.88 2.80 3.15 3.44 4.05 4.46 5.00 

Sub-total 7.74 11.94 13.11 13.82 14.50 14.75 15.40 

Rest of the world** 0.85 1.13 1.21 1.29 1.37 1.45 2.10 

Total 8.59 13.07 14.32 15.11 15.87 16.20 17.50 

% North America 68.2 69.9 69.6 68.7 65.8 63.5 59.4 

Remark  *Including Russia and Eastern European countries outside the EU-27 

**The rest of the world figure is an estimate but it has been increased for 2009 to 

take account of the recent dynamic growth in South America, China and Australia.  

 

Source:  Adapted from GP Wild (International) Limited and BREA, 2010. 

 

It is significant that cruise lines currently implement various strategies (e.g., 

increasing ship sizes, changing the target groups, reducing the cruise packages, and 

creating shorter cruise itineraries). The new targets of cruise operators are families 

and middle-aged passengers that are commonly reflected as a multi-generational mix.  

Major players (e.g., Carnival, Royal Caribbean Cruise Line, Costa, Princess, and P & 

O) ordered more mega sized cruise ships which exceed 100,000 in gross registered 

tonnages (GRT) to achieve economies of scale (Wood, 2002). Consequently, the price 

of cruise packages can then be lowered and made more affordable. Meanwhile, the 

small cruise lines (e.g., Silversea, Seabourn, and Windstar) retain their traditional 

strategies using small, premium cruise ships to target ageing passengers.  This 

discerning target group expects high value (Gibson, 2006), a sophisticated product, a 

great experience from cruising (Dowling, 2006), hospitable service (Tongzon & 

Heng, 2005), exotic ports of call (Wentworth, 2010), and an interesting cruise 

itinerary to be offered (Liu, 2006; Schwartzman, 2009). In general, the prospective 

customers’ motivations for cruising are value, convenience, variety, choice, comfort, 

adventure, sharing an experience, becoming an expert, and togetherness (Gibson, 

2006).   

There are various ship sizes and they cruise in all of the regions, but large and 

mega sized ships are launched in a significantly higher number.  Despite this growth, 

it is estimated that the market share for cruises are approximately 2% of the global 

tourism market.  The cruise industry clearly has great potential for growth (Port-Net, 
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2007).  Presently, cruise lines focus on port characteristics, port conditions, cruise 

itinerary design, diverse onboard activities, port selection criteria, effective port 

management, and diverse onshore activities. All of these considerations are made to 

meet the expectations of the target market segment, in a highly competitive 

environment.  

Many studies confirm cruise tourism as one of the fastest growing tourism 

business segments; all involved partnerships involved with cruises, including ports of 

call, have continuously developed in accordance to the rapid changes. The appropriate 

strategies have always been revised in order to maintain business growth. Table 2.6 

summarizes the trends and development of cruise tourism that affect ports of call in 

particular: 

The trends of cruise tourism from various studies shown in Table 2.6, are 

described and concluded as follows:   
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Table 2.6  Summary of Trends, and Development of Cruise Tourism that Affect Ports of Call 

 

Authors Trend Effects  Response  

 Wu, 2005 

 Ontario Ministry of Tourism, 

2006 

 Port-Net, 2007 

 European Commission, 2009 

 Regmi, 2009 

 UNWTO, 2011 

 Hull & Losekoot, 2012 

 Pavlic, 2013 

 CLIA, 2013 

 Increased number of cruise 

passengers worldwide  

 

 Number of larger cruise ships at port  

 Packages designed for mass 

excursions 

 Port infrastructure development, service enhancement, 

new approach toward passenger management  

 Rich and diverse facilities onboard 

 Port-Net, 2007 

 CLIA, 2014 

 Niche remained popular 

 Luxury resurgence 

 Luxury and ultra luxury cruises 

become popular for niche market.   

 Create all-inclusive packages 

 Premium services and products onboard and ashore  

 High ratio of crew/passenger 

 ASEAN, 2002 

 Wood, 2002 

 Wu, 2005 

 ECLAC, 2005 

 TEC inc, 2007 

 Port-Net, 2007 

 European Commission, 2009 

 UNWTO, 2011 

 Hull & Losekoot, 2012 

 CLIA, 2013 

 Increased ship capacity 

 Bigger ship sizes  

 Discounted fare 

 Lower margins for operations 

 Intensified competition among ports 

 Larger cruise ships 

 Lower margins on port fees 

 Pressure to lower costs 

 Congestion at major ports 

 

 Port information, technical characteristics, passenger 

handling  

services (quick immigration procedures and baggage 

handling (if necessary), security, distance between the 

berth and downtown and other tourist destinations, 

professional tour operator services, local hospitability 

and facilities (e.g. telephones etc.), comfortable local 

facilities 

 Passenger transport and parking facilities, high standards 

for hotels (at home/ turnaround ports), airport 

 Economies of scale 

 Port infrastructure and facility development to extend 

capacity  

 ASEAN, 2002 

 European Commission, 2009 

 Ministry of Tourism, 

Government of India, 2005 

 Hull & Losekoot, 2012 

 Pavlic, 2013 

 Shorter cruises  Lower revenue per passenger per 

cruise 

 More turnaround activity 

 Time optimization 

 2-5 days cruise has grown 7.5 times 

during 1980-2003 

 Less time spent in ports 

 More turnaround potential 

 Well located ports improve turnaround facilities 
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Table 2.6  (Continued) 

 

   

Authors Trend Effects  Response  

 Brida, et al., 2012  Shorter time at ports  Less spending at ports  Market segmentation 
 Good combination of tourist attractions and activities in 

a tour 

 ASEAN, 2002  
 Greenwood & Barron, 2005 
 Liu, 2006 
 Port-Net, 2007 
 European Commission, 2009 
 WTO, 2010 

 Falling average age 
 Global demographics change 

 Child friendliness is more important 
 Age profile of a typical cruise 

passenger has fallen 
 Price is sensitive 

 Child friendly destinations and facilities 
 More activities for all ages, especially children 
 Rate of cruise package is lower 
  

 Busby & O’Neill, 2013 
 CLIA, 2013 

 Diverse cruise itineraries, 
range of various products 

 Competitive advantages 
 Strong competition among ports 

 Revisit to ports 
 Offer diverse products 

 Ministry of Tourism, 
Government of India, 2005 

 Wentworth, 2010 
 Hull & Losekoot, 2012 
 CLIA, 2013 
 Busby & O’Neill, 2013 

 New ports  Competitive advantages 
 Motivation changes 
 More exotic ports required 

 Ports develop  
 New ports emerge 
 Use promotion for new cruisers and cruise destinations 

to get repeat passengers 

 Wood, 2002 
 ASEAN, 2002 
 Ministry of Tourism, 

Government of India, 2005 
 Port-Net, 2007 
 PATA, 2011 
 Busby & O’Neill, 2013 

 New destinations/regions  More cruise ships in emerging 
regions 

 Ship reposition, itinerary changing 
for broad market of passengers 

 Extend port capacity   
 Diverse products and services to fit the broad 

demographic profiles  

 ASEAN, 2002 
 ECLAC, 2005 
 Busby & O’Neill, 2013 

 Ports develop  Higher competition among ports 
 More berths built  

 Port infrastructure and facilities improve 
 Extended capacity  

 ASEAN, 2002 
 Port-Net, 2007 

 Asia is an emerging region  Inter and intra Asia trips 
 Asia and Middle East become more 

popular 

 Understand customer needs and expectations 
 Ports of call and cruise lines focus on diverse products 
 Proximity between ports is concerned 
 Adjust to the new emerging passenger behavior  

 Ontario Ministry of Tourism, 
2006 

 European Commission, 2009 

 More experienced passengers  Ship facilities are more important 
 Geographic spread of tourism (Avoid 

overcrowded hotspots) 
 A higher staff to passenger ratio 
 Seek new itineraries 

 Unexplored regions are more attractive 
 Find new exotic ports for experienced passengers 
 Product and service differentiation strategy   
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Table 2.6  (Continued) 

 

   

Authors Trend Effects  Response  

 Busby & O’Neill, 2013  Repeat passengers  Stay mainly onboard instead of 

visiting ports of call 

 Expect better shore excursions 

 Create cruise itineraries to new destinations and new 

ports of call 

 Loyalty to cruise brands 

 Improve onboard facilities and products  

 Customer relation management to retain loyalty 

 Tarlow, et al., 2012 

 

 Expanding cruise season  Opportunity for tourist to cruise 

during low season 

 More cruise activities during low season 

 Safety is an important issue  

 CLIA, 2014  Emergence of exploration 

tourists 

 Smaller ships 

 Personal touristic experiences are 

now more important  

 Geographic spread of tourism 

 Unexplored (quality) regions are more attractive 

 More self-exploring tourists 

 Port-Net, 2007 

 European Commission, 2009 

 Emergence of budget cruise 

tourists 

 Less luxury ships 

 Discounted fares 

 Less crew per passenger 

 Lower margin for operations 

 More tours booked onshore 

 More self-exploring tourists 

 More budget tourists on each cruise 

 ASEAN, 2002 

 Port-Net, 2007 

 CLIA, 2014 

 

 Emerging markets (China 

and India) 

 Multi-generational mix 

 More mass market oriented tourists 

 Cross-cultural conflicts 

 Growth of exotic regions (Asia) 

 Crowding 

 Language issues 

 More organized tours 

 Understand how to manage these particular markets 

 Diverse products both onboard and onshore 

 ASEAN, 2002 

 Trelawny, 2005 

 UNEF, 2008 

 European Commission, 2009 

 WTO, 2010 

 Tarlow, et al., 2012  

 Baker, 2013 

 Stricter ISPS code 

 Safety and security as a 

priority 

 Sanitation and hygiene are 

vital 

 Climate change 

 

 Stronger security measures 

 Safety is the first priority 

 More study on safety and security’s 

perception in view of passenger and 

emergency plans and management 

 Risk management 

 Strongly prevent disease outbreak  

 Significant investments are required to comply with the 

code 

 Good practice on safety  

 Ship refurbishment and conversion according to SOLAS 

2010 

 More safety for night sailing  

 Risk and emergency management plan  

 Safety of Life at Sea (SOLAS) by IMO is the most 

important international treaty concerning ship safety 

 Sanitation program applied both onboard and onshore 

 ASEAN, 2002 

 Tourism Western Australia. 

2012. 

 Attractive cruise products 

 

 Product differentiation   

 Product diversification 

 Use quality of products to attract prospective customers 

 More choices  

 Increase diversity of cruise passengers 

 CLIA, 2014  Improve technology and 

connection at sea 

 Technology development  

 

 More technology and innovation onboard  

 Connections purchased onboard  
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Table 2.6  (Continued) 

 

   

Authors Trend Effects  Response  

 Ministry of Tourism, 

Government of India, 2005 

 CLIA, 2014 

 More all-inclusive packages  One stop service 

 Free sky aviation policy impacts 

positively the cruise tourism 

 Combined packages between air/sea/land 

 Competency of travel agents 

 WTO, 2010  Strong negotiation of the 

major players 

 Three largest groups (Carnival, 

RCCL, and Star Cruises) have strong 

negotiating power vis-à-vis third 

parties.  

 Third parties reduce price to keep their accounts 

 Cost control  

 Wood, 2002 

 Royal Caribbean Cruises Ltd 

(2012) 

 The ship is the destination   More mega cruise ships   Activities and onboard design of mega ship attract cruise 

passengers (i.e., Allure of the Seas and Oasis of the Seas)  

 Less passengers go onshore 

 Less tour sales at shore  

 Ontario Ministry of Tourism, 

2006 

 More ships operating at more 

ports in the U.S.A. 

 Departure points are more accessible 

by car 

 Affordable cruises and help to increase demand 

 

2
9
 



30 

 

1) Increasing Ship Capacity, Larger Ship Size  

Instead of focusing the up market passengers which is narrow, more 

cruise lines have shifted to target families and middle class passengers, to increase 

revenue (WTO, 2010; Royal Caribbean Cruises Ltd, 2012; Carnival Corporation and 

PLC, 2012). To implement this strategy, most major cruise lines had built larger cruise 

ships to increase their capacity (Bayley, 2009; WTO, 2010) as shown in table 2.7.  

 

Table 2.7  Largest Cruise Ship by Capacity in Operation 

 

Vessel Name Cruise Line Year Passenger Capacity 

Oasis of the Seas RCCL 2009 5400 

Allure of the Seas RCCL 2010 5400 

Freedom of the Seas RCCL 2006 4370 

Liberty of the Seas RCCL 2007 4370 

Independence of the Seas RCCL 2008 4370 

Norwegian Epic  Norwegian Cruise Line 2010 4200 

MSC Fantasia MSC Cruises 2008 3900 

MSC Splendida MSC Cruises 2009 3900 

Costa Concordia Costa Cruises 2006 3700 

Costa Serena Costa Cruises 2007 3700 

Costa Pacifica  Costa Cruises 2009 3700 

Carnival Dream Carnival Cruise Lines 2009 3652 

Caribbean Princess Princess Cruises 2004 3622 

Navigator of the Seas RCCL 2002 3114 

Mariner of the Seas RCCL 2003 3114 

Explorer of the Seas RCCL 2000 3114 

Voyager of the Seas RCCL 1999 3138 

Adventure of the Seas RCCL 2001 3114 

Emerald Princess Princess Cruises 2007 3114 

Azura P&O Cruises 2010 3092 

Ventura P&O Cruises 2008 3092 

Ruby Princess Princess Cruises 2008 3080 

Crow Princess Princess Cruises 2006 3080 

Queen Mary 2 Cunard Line 2003 3056 

Carnival Splendor Carnival Cruise Line 2008 3006 

 

Source:  PATA, 2011. 
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However, the European Commission (2009) argued that increased 

capacity might cause certain large cruise ships to fail to fill up their capacity and thus 

affect the profit margin of the cruise operators. Thus, negotiation on lower prices was 

applied. Undoubtedly, income per passenger tends to be lower due to strong pressure 

to offer lower rates. In addition, Port-Net (2007) analyzed that the cruise fleet will 

continuously decline from 2015 till 2020. In fact, Royal Caribbean Cruises Ltd (2012) 

presented their overall performance during the period from 2010 to 2012 which 

showed that total revenues had continuously increased from USD 6,752,504 in 2010 

to USD 7,537,263 in 2011 to USD 7,688,024 in 2012. In addition, Kenting Hong 

Kong Limited (2011) showed that their total revenue in 2011 was USD 515.5 million 

which was a 28.9% increase from USD 399.8 million in 2010. The overall financial 

performance of two companies resulted from great success in terms of total revenue. 

In contrast, Carnival Corporation and PLC (2012) reported total 

revenue of USD 14,947 million in 2008, USD 13,460 million in 2009, USD 14,469 

million in 2010, USD 15,793 million in 2011, and USD 15,382 million in 2012. This 

shows a fluctuation of total revenue during the past 5 years. On the other hand, total 

costs have continuously increased as a percentage of total revenue; for instance, 

Carnival Corporation and PLC had a net income of USD 2,324 million in 2008, USD 

1,790 million in 2009, USD 1,978 million in 2010, USD 1,912 million in 2011, and 

USD 1,298 million in 2012. A higher percentage of total cost to total revenue was 

caused by ordering new ships, higher operating costs, and rising fuel rates. To sum up, 

the cruise operators are beginning to implement more effective cost control to 

increase their profit margin. This cost cutting has a direct affect on ports of call.    

As previously stated, the significant growth of the industry is 

illustrated by more cruise ships and more new entrants (Dowling, 2006). Currently, 

292 ships are operated with a total passenger capacity of 453,211 (Cruise Market 

Watch, 2014). Ships have increased their capacity from 500-800 passengers in 1970 

to 2,600-3,800 passengers in the early 2000 (Honey & Krantz, 2007). Figure 2.2 

shows the proportion of the cruise ship categorized by size.  It displays a significant 

trend of ship sizes becoming larger.  More than a half of the fleets around the world 

are comprised of ships with a GRT of 80,000 or higher (ISL, 2011). The trend for 

growing sizes is supported by ongoing orders for large cruise ships to be built (Liu, 
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2006; TEC inc, 2007). The average size of a cruise fleet is 54,047 gross tons with 

1,388 berths (ISL, 2010). The growing size of ships is connected to the target group 

being shifted from high-end customers to middle class ones. Therefore, the bigger 

ships create new challenges on an operational level (Veronneau & Roy, 2008) to 

attract mass markets by offering more services and facilities onboard to gain 

economies of scale and reduce costs of a cruise package (Wood, 2002; Liu, 2006; 

TEC inc, 2007). This bright signal underlines that the cruise industry is growing 

enormously and is committed to a great future in all regions (GP Wild (International) 

Limited and BREA, 2010). The size of cruise ships is the main factor affecting the 

carrying capacity of ports. For this reason, certain countries have gained a competitive 

advantage by developing their ports to accommodate these greater numbers of 

passengers.  

 

 
 

Figure 2.2  Global Cruise Fleet Activity by Gross Register Tonnage (GRT) in 2011 

Source:  ISL, 2011. 

 

2) Demand for New and Exotic Ports of Call  

Having two berths over 350 meters is a requirement if a port has the 

intention of remaining competitive by 2014. Ports that are unable to meet future 
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market requirements have to improve facilities and infrastructure (Port-Net, 2007; 

Regmi, 2009). In addition, the new and exotic ports of call should offer unique 

experiences for cruise passengers (ASEAN, 2002; Wentworth, 2010; CLIA, 2013; 

Busby & O’Neill, 2013) 

3) Declining Average Age of Passengers 

Even though aging passengers continue to cruise, the average age has 

decreased to 40 years (Liu, 2006).  It has shifted from elderly or wealthy groups to the 

young and middle-income customers (ASEAN, 2002; WTO, 2010). This enormous 

shift exhibits a mixture of the generations including children, middle agers and 

seniors (European Commission, 2009). Port-Net (2007) affirms a higher demand for 

child oriented activities and attractions onboard and onshore. This is reflected by over 

1 million children below 18 years of age, who have cruised with their families each 

year. Cruise lines, therefore, operate family orientated cruises as fun, satisfying, safe, 

convenient, and stress-free holidays. For instance, Disney Cruise created innovative 

children oriented activities onboard the cruise ship. In the future, the explosion of 

family cruising is considered to destroy the stereotype of cruises as a vacation choice 

for older travelers (Port-Net, 2007). 

4) Shorter Cruise 

As a result of the declining average age, the new target group has 

shifted to younger, middle class customers, and their families (ASEAN, 2002). 

Therefore, the duration of the cruise package has shortened to attract these targets 

according to their limited time availability (European Commission, 2009) and limited 

budget (WTO, 2010). With this result, the cruise duration decreased to approximately 

2 to 5 days, on average (Ministry of Tourism, Government of India, 2005).   

5) More Experienced Passengers vs. Emerging Market of New 

Passengers   

Cruise tourism has slowly transformed itself from an elite pleasure to 

one of mass-consumption (Tarlow, et al., 2012). With this regard, cruise tourism 

shifted the demand to budget passengers whose main concerns were value and gaining 

benefit (WTO, 2010). Meanwhile, the high end market continues to grow but in a 

smaller percentage compared to the mass market. Exploitation of regional benefits 

should be required as cruise passengers look for sophisticated products and services to 
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explore. In addition, there are many repeat passengers who prefer creative experiences 

they haven’t had before. This is a great challenge, and all involved sectors should 

focus in creating a unique experience (European Commission, 2009). Exploitation of 

mass tourism also leads to a high number of tourists and revenue; however, 

overcapacity at iconic destinations occurs due to rapid growth of certain markets (e.g. 

China and India) (ASEAN, 2002).  

6) New Technologies/Connections  

Under globalization, those desiring to remain competitive must share 

information and communicate quickly and effectively; within cruise tourism, 

technology has been evolving in terms of tools which increase income from onboard 

sales and provide a superb experience for cruise passengers. Technological 

advancement in operational processes offers safety, comfort and convenience while 

cruising (WTO, 2010). Nowadays, Internet connections are required onboard for 

passengers’ convenience. 

7) Expanding Cruise Season 

More cruise activities and promotions are created to stimulate 

prospective passengers to cruise outside of the usual season (European Commission, 

2009).  However, cruise ships have to set safety as a priority as ship operations may 

confront uncertain weather and sea condition during the cruise.  

8) Safety and Security as a First Priority and Stricter ISPS Code 

Cruise tourism has experienced risks and vulnerability from various 

incidents (Trelawny, 2005); therefore, most cruise lines have currently set the safety 

and security of their passengers and crew as their highest priority (Gibson, 2006; 

European Commission, 2009). The International Maritime Organization (IMO) is 

accountable for safety and security, focusing on life at sea and environmental 

protection. It was founded in 1959 and acts as the United Nations’ regulatory body 

(Trelawny, 2005). Threats against the security of sea transport (e.g., cruise ship 

wrecks, terrorist attacks in the U.S.A.) have caused vulnerability toward cruise 

tourism. The development of a new SOLAR chapter XI-2 on special measures to 

improve maritime security and the International Ship and Port Facility Security Code 

(ISPS Code) has been implemented to ensure safety and security are at the highest 

possible level. Its purpose is to provide a standardized and consistent framework for 

monitoring risk and crisis evaluation during a cruise (Trelawny, 2005: 4). To prevent 
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risk, the safety and security policies of this particular framework are strictly practiced 

(e.g., having enough life rafts, regular practice drills for crew) (Baker, 2013). The 

cruise lines have to work closely with coast guards and local port authorities, monitor 

activity at port areas, and implement new, state-of-art, security measures (Liu, 2006). 

 

2.2.4  Major Players in Cruise Tourism 

Basiron (1997) claims that cruise tourism was introduced onto the commercial 

track in 1844 by P & O which originally organized a cruise package cruising in 

European and Asian ports, but it was modernized in 1960 (Liu, 2006; Szarycz, 2008) 

and widely known as an emerging product in 1990 targeting elite American 

passengers (Liu, 2006; Failte Ireland National Tourism Development Authority, 

2012). Soon after that, it had become popular among Americans and Europeans as an 

alternative form of travelling. At the same time, there were several companies who 

jumped into this business due to its rapid growth. However, the market has been an 

oligopoly, dominated by three major players (WTO, 2010; Vaggelas & Lagoudis 

(2010) controlling almost 80% of total capacity (Wood, 2002; Liu, 2006; Gibson, 

2006; Lekakou, 2010) as Figure 2.3 demonstrates.  

 

 
Figure 2.3  Market Share of the Major Players (Berths Percent Share) 

Source:  ISL, 2011. 
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The domination of the market was caused by acquisitions and mergers that 

changed the dynamic of the cruise lines to be stronger as shown in Figure 2.8 

(Lekakou et al., 2009, 2010; Carnival Corporation and PLC, 2012). Carnival bought 

Costa, Cunard, Seabourn and merged with P & O Princess. While P & O Princess 

bought AIDA before being merged with Carnival. These various mergers and 

acquisitions have led to Carnival becoming the world’s biggest cruise line. At the 

same time, RCCL implemented the same strategy in merging with Celebrity, 

becoming the world’s second biggest fleet. Moreover, NCL bought Orient Line and in 

turn was acquired by Star Cruises, which is ranked the world’s third biggest cruise 

line (WTO, 2010; Gibson, 2006; 2012).  

1) Carnival Corporation & plc 

Carnival is a global cruise company founded by Ted Arison in 1972. 

The company’s vision is to offer an exceptional cruise experience and high value in 

many geographical regions.  It became the world largest cruise line (Dowling, 2006; 

WTO, 2010). Carnival Corporation plc is the parent company, holding 12 brands with 

77 cruise ships and a total passenger capacity of 132,082. It penetrates various 

markets by branding each line to each segment.  Its best known brands are Carnival, 

Princess, AIDA, Costa, Seabourn, P&O, Holland America Line, and Cunard.  

Carnival and Princess target upper-middle class families and aging passengers.  AIDA 

and Costa competitively price their services to target middle class Europeans, mainly 

Italians and Germans respectively. Seabourn focuses on the high end market, offering 

exotic ports of call and luxury as leverage (Carnival Corporation and PLC, 2012). 

There are several brands under the Carnival banner which visit Phuket’s ports of call 

each year (e.g., Costa, Cunard, Princess, Seabourn and Holland America Line).  Some 

are global cruises, visiting Phuket once a year, while many set a cruise package series 

within Asia (SEA Tours, 2014; Phuket Port, 2014).  

2) Royal Caribbean Cruises Ltd (RCCL)  

RCCL was founded as a partnership in 1968. It is the second biggest 

fleet, offering cruises worldwide (Dowling, 2006: WTO, 2010), especially within the 

Caribbean region. Its six different brands operate 41 ships, cruising globally to 455 

destinations, on all seven continents. Its brand identity is the size of the cruise ships, 

which attracts a wide range of prospective customers, mainly middle class families. 
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“Oasis of the Seas” and her sister ship “Allure of the Seas” have become the world’s 

biggest cruise ships. These state-of-art ships offer an extensive array of activities, 

services and amenities onboard reinforces the brand. The mix of itineraries has been 

expanded to strengthen the ability to penetrate Asia. Larger cruise ships have been 

deployed for intra-Asia passengers. Currently, “Mariner of the Seas” carries over 

3,000 cruise passengers to Phuket almost every week, from November to March 

(Royal Caribbean Cruises Ltd (2012). 

3) Kenting Hong Kong Limited 

Kenting Hong Kong Limited is a parent company of Star Cruises and 

Norwegian Cruise Line (NCL). It is a leading global corporation in leisure, 

entertainment and hospitality in both land and sea based businesses. Star Cruises was 

incorporated in 1993 as a regional cruise line and became the leading cruise line in 

Asia Pacific region. To expand the international cruise destinations, Star Cruises 

merged with NCL and became the world’s third largest cruise operator (Greenwood & 

Barron, 2005; Gibson, 2006). There are 18 ships under both brands, visiting over 200 

destinations worldwide. Star Cruises targets mainly middle class people from Asia 

and Australia, cruising only within Asia. Cruise passengers embark from Singapore, 

to Port Klang, Phuket, Bangkok, Hong Kong, Taipei, Osaka/Kobe (Wood, 2002) and 

Krabi which is the newest port. NCL focuses more on families and middle class 

customers from the U.S.A. and Europe cruising in regions outside of Asia. Two of 

Star Cruises’ major ships, “SuperStar Virgo” and “SuperStar Libra,” have weekly 

calls at Phuket’s port (Genting Hong Kong Limited, 2011).   

Even as larger cruise ships are being built, mid-sized cruise ships 

continue to be ordered or refurbished according to luxury cruise concepts (Port-Net, 

2007). Currently, these small players (small and mid-sized cruise ships) compete in 

the global cruise market, sharing approximately 20%. Most of them employ different 

strategies to compete successfully. Silver Sea has implemented a strategy of product 

and service differentiation, offering premium products, sophisticated services, 

luxurious cruise decorations, and small scale cruise ships for aging Americans and 

Europeans (Port-Net, 2007). Disney Cruises has focused on families with children, 

using innovation and activities for kids. Within the aggressively competitive industry, 

some small cruise lines have sustained their business while a few companies have 
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ceased operations. The failed companies were either taken over by other cruise lines 

or simply went bankrupt.  

 

Table 2.8  Cruise Brand under the Major Players in Cruise Tourism 

  

Carnival Corporation Royal Caribbean 

International (RCCL) 

Kenting Hong Kong 

Limited 

Other cruise lines 

AIDA Cruises Azamara Club Cruises Norwegian Cruise Line  Crystal Cruises 

Carnival Cruise Line Celebrity Cruises Star Cruises  Disney Cruises 

Costa Cruises CDF Croisieresde France   Prestige Cruise Holding 

Cunard Line Pullmantur   ResidenSea 

Holland America Line Royal Caribbean International   Royal Olympia Cruises 

Ocean Village TUI Cruises   Saga Cruises 

P & O Cruises    Silverseas 

Princess Cruises    

Seabourn Cruise Line    

Swan Hellenic    

Windstar Cruises    

 

Source:  WTO, 2010; Genting Hong Kong Limited, 2011; Royal Caribbean Cruises    

                Ltd, 2012; Carnival Corporation and PLC, 2012; SEA Tours, 2014. 

 

2.2.5  Cruise Destination and Geography  

Cruise geography is defined as an area of cruise destination which can be 

classified into various regions. PATA (2011) segments cruise geography into 11 

regions while Gibson (2006) divides it into five regions (e.g., The Caribbean, Europe 

and the Mediterranean, North America, Oceania and the South Pacific, and other 

cruise destination). However, many studies (ASEAN, 2002; Gibson, 2006; Lekakou et 

al., 2009; PATA, 2011; CLIA, 2012; Baker, 2013) claim that the Caribbean is ranked 

as the world’s busiest region due to its excellent geographical location, and its 

proximity to the main target group while the Mediterranean is the second most 

popular cruise destination. These two regions share more than 50% of the total 

market. Europe, Bahamas, Alaska, Western Mexico, Transatlantic, South Pacific, 

Hawaii, Asia and the rest of the world are the minor regions increased annual trips, 

listed in respective order (PATA, 2011). CLIA (2010, 2012) identifies the Caribbean, 

American rivers, European rivers, Southeast Asia, South Pacific, Canada/New 

England, Australia/New Zealand, and South America as hot destination for 2013.  

Figure 2.4 shows the major cruise regions and their  percentage. As highlighted on the 

graph, Asia shared only 2.4% of the market in 2010. 
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Figure 2.4  Cruise Capacity by Destination, Worldwide   

Source:  PATA, 2011. 

 

Asia and the Pacific region have emerged as the fastest growing cruise regions 

in the world.  The ASEAN cruise situation has maintained growth from a small 

starting base (Singh, 2000; PATA, 2011). UNWTO (2012: 28) claims that Asia and 

the Pacific had a combined growth rate of 90% during 2001-2004, for nearly 800,000 

cruise passengers in total (ASEAN, 2002). Looking back to the introduction period of 

cruise tourism in this region, Asian has been a port for cruise lines for almost 30 

years. Most of the cruise ships during the earlier age were small and midsized cruise 

ships, carrying North Americans and Europeans to this region. At that time, there 

were obstacles for large cruise ships to call at Asian ports. For instance, there was a 

lack of infrastructure to accommodate the larger cruise ships, and cruise tourism as a 

whole was not widely recognized in Asia. In contrast, Asian ports exhibited various 

strengths for cruise tourism: most Asian ports had their own identities, offered diverse 

tourism products, had high value for money, were connected closely to each other, 

and had weather patterns that fit the requirements of cruise lines (ASEAN, 2002; 

PATA, 2011). In addition, the economic development of Asia is the greatest strength 
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of the region (Yuji Ogawa et al., 2009). Currently, due to the entry of new cruise 

lines, strong competition among ports, and the continuous growth rate of cruise 

tourism in the region (Singh, 2000), many Asian countries have extended the 

capability of their ports to accommodate larger cruise ships. From that result, various 

cruise lines have deployed more mega cruise ships in the Asian region (e.g., Princess, 

Costa, P&O, Cunard, RCCL, and HAL) and included several ports into their cruise 

itineraries. At present, China and Japan have many ports of call to offer and Hong 

Kong plays a role as a turnaround port in Eastern Asia. Indonesia, Vietnam, Malaysia, 

and Thailand are the best known ports of call in Southeast Asia, using Singapore as a 

turnaround port. The diverse routing and good connectivity between ports in Asia is a 

magnet that attracts cruise lines to deploy more ships to Asia (ASEAN, 2002; PATA, 

2011; UNWTO, 2011, 2012).      

Southeast Asia or ASEAN is one of the world’s most diverse regions 

(Bhattacharyay, 2009; CLIA, 2012). It is becoming an emerging cruise destination 

that has grown faster than any other in the world (Singh, 1999) with a 12% increase in 

2011 (UNWTO, 2011). A higher number of ships have been deployed into this region 

by leading cruise lines (e.g., Carnival Cruise Lines, Royal Caribbean Cruises Ltd, Star 

Cruises) and others smaller brands (e.g., Seabourn Cruise, Crystal Cruises, Silversea 

Cruises, Prestige Cruise Holding, Hapag-Lloyd Cruises, Peter Deilmann Cruises, 

Regent Seven Seas Cruises, Saga Cruises) (SEA Tours, 2014). ASEAN has seized the 

opportunity to develop cruise tourism within the region, to maximize the benefits for 

the region as well as its people (Wood, 2002).   

Cruise tourism in ASEAN was fundamentally transformed in 1980 without 

financial success. At first, there were only certain cruise lines, for instance, Song of 

Flower, Sun Viking, Royal Viking Sun and Sea Goddess, adding certain ports onto 

their cruise itineraries. Most cruise passengers were North Americans and Europeans. 

Soon after that, Singapore was the first to develop port infrastructure while Phuket 

was added as a port of call for those cruise lines. Star Cruises was a pioneer for short, 

freestyle cruises targeting families and young professionals. They emphasized 

informality and choice in 1993, using Singapore as a homeport which has since 

become a hub for cruise tourism in the Asia Pacific region (Wood, 2002). During the 

same period, Phuket has been a port of call for Star Cruises’ weekly call.  In 1999, 
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cruise ships from 20 non-regional cruise lines have cruised in ASEAN waters and 

have been divided into two groups. The first group offered short cruises, aimed at the 

regional Asian market and run by regional cruise lines.  The second group offered 

long cruises, aimed primarily at markets in Europe, the U.S.A., and Australia & New 

Zealand, run mainly by western-based companies (Ericson, 1995). Although the 

region has experienced a decline during certain years, for instance, in 2000 (Liu, 

2006), the Association of South East Asian Nations (ASEAN) focused on cruising as 

one of the most promising tourism products in the region and predicted annual growth 

rates of 5% until 2020 to reach some 820,000 passengers by the end of the current 

decade (PATA, 2011).   

According to the ASEAN Cruise Development (2002), Singapore has proved 

its sustainability as a year-round cruise hub in the early 1990’s (Wood, 2002) while 

Thailand and Vietnam have received more cruise ship calls in the late 1990’s.  

Singapore Cruise Center (SCC) was voted as “The Best Sea Port in Asia” by the 

Asian Freight and Supply Chain Award (AFSCA), and received many other rewards 

as the best operated port. It became one of the busiest ports and is the highest ranking 

port for transshipment. In addition, it is a regional hub in ASEAN (Chang, 2004). 

There were 7.8 million cruise and ferry passengers using its terminal (NEC, 2008).  

With a growing demand in the number of cruise ships, Singapore has implemented 

port operational procedures, using technology and innovation. Moreover, its 

government has invested a substantial amount of funds to build the huge cruise center 

named the Marina Bay Cruise Center Singapore (MBCCS) with a 28,000 square 

meter cruise terminal. This port has the capability to accommodate the next 

generation of cruise ships, with a size surpassing 220,000 GRT. This shows a 

proactive strategy in promoting cruise tourism with full integration across 

stakeholders.  

Even though cruise tourism has grown significantly in terms of cruise 

passengers, and cruise fleets, it is still far from the maturity stage (WTO, 2010). This 

is proved by the big gap between the number of arrivals and the number of global 

cruise tourists. Figure 2.5 illustrates the product life cycle of cruise tourism at which 

points are occupied by North America, Europe and Asia. Truly, North America and 

Europe are in the growth stage while Asia just lies at the introduction stage of the 

curve.  
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Figure 2.5  Life Cycle of Cruise Tourism 

Source:  Adapted from WTO, 2010, UNWTO, 2014. 

 

Currently, cruise tourism has expanded in most regions with consistent growth 

rates over the last two decades. Table 2.9 illustrates the changing market share of 

different regions around the world. However, the life cycle of cruise tourism relies on 

unpredictable economic aspects which affect demand (WTO, 2010).  

 

 Table 2.9  Global Itineraries and Deployments 

 

Region Year 2013 Year 2014 

Caribbean  34.4% 37.3% 

Mediterranean 21.7% 18.9% 

Europe 10.9% 11.1% 

Australia 5% 5.9% 

Alaska 4.8% 4.5% 

Asia 3.4% 4.4% 

South America 3.9% 3.3% 

Other markets 15.8% 14.5% 

 

Source:  CLIA, 2014. 

 

2.2.6 Cruise Passengers 

Cruising has been widely known as a mode of transport since 1990 (Lekakou 

et al, 2010), targeting mainly passengers from North America and Europe (Gibson, 

2006; Liu, 2006; GP Wild (International) Limited and BREA, 2010). More recently, 

most customers for cruises continue to come mostly from America and Europe, as can 

be seen on Figure 2.6. 



43 

 

 

 

Figure 2.6  International Demands for Cruise by Region in 2009 

Source:  Adapted from GP Wild (International) Limited and BREA, 2010. 

Note:  *Including Russia and Eastern European Countries outside the EU-27 

**The rest of the world figure is an estimate but it has been increased for   

2009 to take account of the recent dynamic growth in South America, China 

and Australia. 

 

In the early period, the major target market was aging customers (Gibson, 

2006). It has great potential (Port-Net, 2007), sharing approximately 2% of the global 

tourism market. CLIA (2013) asserts that the average annual growth rate of cruise 

passenger on CLIA member lines has been steadily increasing by 7.2% since 1980 

due to new ships, global destinations, global itineraries, and innovative ship facilities 

and activities.  Several studies (ASEAN, 2002; Greenwood & Barron, 2005; Dowling, 

2006; Liu, 2006; Port-Net, 2007; European Commission, 2009; WTO, 2010; Lekakou 

et al., 2010) mention that the tendency of the target group has been reversed and it has 

definitely shifted from aging customers to a multi-generational mix. In 1995, the 

average age of a passenger was 65 years but in 2000, the average age decreased to 55 

years. In 2006, the average age shifted to a still younger group of 45 years. In 2010, 

WTO claimed the average age to be 49 years and later as 46 years (Hull & Losekoot, 

2012).   
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Taken together, the statistics show that the age of customers has shifted to a 

younger group. WTO (2010) affirms that there are great demands from first time 

cruise passengers from all age segments. Even though the number of North 

Americans and Europeans has increased, the percentage of Asians has grown even 

more sharply (PATA, 2011). The average cruise duration is 6.6 days and spending per 

person is USD 1,880, while 25% of passengers travel with children (Hull & Losekoot, 

2012). The average annual income is above USD 104,000 and 83% are married. 57% 

are university graduates and full time workers. They tend to have shorter cruises 

(ASEAN, 2002; European Commission, 2009; Pavlic, 2013) at an average of 3-4 days 

due to time constrains and the price of packages (Port-Net, 2007; European 

Commission, 2009). CLIA (2014) is an international cruise line association that has 

continuously studied the demographic profile of cruise passengers.  

A summary of results shows that the average annual income varies from USD 

20,000-50,000, depending on age.  56% are full time worker and 23% are retired. This 

shows that a tendency of passengers in the younger generation. 49% are college 

graduates (CLIA, 2014). Table 2.10 and 2.11 show several studies, reflecting the 

demographic profiles and travelling patterns of cruise passengers. 
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Table 2.10  Demographic Profiles of Cruise Passengers from Several Studies  

 

Authors Gender Age Country/Region Religion Education Occupation Marital Status Income (year) 

Ministry of Tourism, 

Government of India, 

2005 

        

Liu, 2006    
(50 years average) 

    
(44% college 

graduate) 

  
(25% retired) 

  
(68% married) 

 
 (USD 63,000) 

Dowling, 2006   
(55 years average)  

     
(78% married) 

  
(USD 71,000) 

Ontario Ministry of 

Tourism, 2006 

  
(47 years average) 

   
65% college 

graduate) 

 
(58% full time 

worker) 

  
(High) 

Port-Net, 2007         

TEC inc, 2007         

WTO, 2010         

Brida et al., 2010   
(64.4% is 56 years 

and above and 

32.5% is 25-55 

years old) 

  
(56.6% is US) 

   
(56.57% college 

graduate) 

    
(34.9% no 

answer, 16.2% 

gains USD 

51,000-75,000) 

Hull & Losekoot, 2012    
(46 years average) 

      

CLIA, 2014   
(49% male) 

  
(50-74 years old) 

  
(US) 

   
(49% college 

graduate) 

 
56% full time 

worker and 23% 

retired) 

  
(67% married) 

  
(USD 20,000-

50,000 depend 

on age) 

Baker, 2013         

 

 

 

 

 

4
5
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Table 2.11  Travelling Patterns of Cruise Passengers from Several Studies 

 

Authors Cruise 

Time 

Companion Type of Cruise Reason for Cruising Tour Purchasing Channel Spending (per person) 

Wood, 2002    
(6% alone) 

     
(USD 125) 

Ministry of Tourism, 

Government of India, 

2005 

      

Liu, 2006    
(58% with spouse) 

    

Dowling, 2006   
(52% with spouse 

and 34% alone) 

    

TEC inc, 2007       

G.P. Wild and BREA, 

2009 

      
(80% purchase tour onboard) 

  
(Euro 50-70) 

WTO, 2010       

Brida et al., 2010       

Hull & Losekoot, 2012    
(25% with children) 

     
(USD 1,880) 

CLIA, 2014    
(77% with spouse) 

    

 

 

 

4
6
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There is lack of studies on the economic contribution of cruise tourism on 

ports (Brada et al, 2010) even though it is an important aspect of cruise tourism. 

Cruise tourism creates economic impact due to direct and indirect spending by cruise 

passengers, crew and cruise lines. The direct expenditures at ports can be divided into 

several different sectors.  

To estimate the economic impact of cruise tourism toward the destination, the 

expenditures of passengers, as well as crew and cruise ships, were calculated. To get a 

realistic evaluation of the economic impact from cruise ship visits, the research should 

be collected intensively (European Commission, 2009).  The data on economic impact 

can be used as a guideline for port development. The spending patterns vary, 

depending on various reasons: time spent at port, type of port, and inclusion of the 

cruise packages (TEC inc, 2007; European Commission, 2009; Brada et al., 2010). 

The spending pattern of cruise passengers is different from ordinary tourist as they 

have a limited amount of time at port (GP Wild and BREA, 2009). Decisions to spend 

are faster and more discerning. Munro & Grill (2006) argue that the average 

expenditures are determined by average income, personal tastes, available choices, 

and whether the tourists are arriving or departing from port. Most money is spent 

mainly on shopping and sights if the meal is already included in the package tour. 

Besides, spending at homeport is much higher than ports of call as passengers stay 

longer at homeport. The average expenditure is approximately Euro 50-70 per person 

(GP Wild and BREA, 2009). The percentage of passengers participating in an 

organized tour is assumed to be 65%. Moreover, it is assumed that around 80% will 

pay for the tour on the ship, while 20% pay for the tour onshore. This has 

consequences for expenditures, since tours that are pre-booked on a cruise ship tend to 

be more expensive (by around 50%).  

To sum up, cruise tourism generates a big economic contribution to ports and 

benefits all involved parties. Table 2.12 exhibits the expenditures of cruise passenger 

when visiting homeport and port of call.  
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Table 2.12  Expenditure of Cruise Passengers at Homeport and Port of Call 

 

Authors Cruise Passengers’ Expenditures  

(Homeport) 

Cruise Passengers’ Expenditures  

(Port of Call) 

TEC inc, 2007  1. Tours 

2. Retail 

3. Souvenirs 

4. Arts/Crafts 

5. Pharmaceutical 

6. Food and Beverage 

7. Groceries 

8. Taxis 

9. Other 

European 

Commission, 

2009 

1. Tour and entrance fees 

2. Food and beverages 

3. Shopping 

4. Transportation 

5. Port fees 

6. Other 

 

1. Tour and entrance fee 

2. Food and beverages 

3. Shopping 

4. Transportation& parking fees 

5. Hotels 

6. Port fees 

7. Other 

Brada et al.,  

2010 

 1. Tours 

2. Food and beverages 

3. Souvenirs 

4. Jewelry 

5. Cultural services 

6. Coffee 

7. Pharmaceutical 

8. Transportation  

9. Internet-phone calls 

 

2.2.7 Cruise Markets and Motivation to Cruise      

 At present, the cruise industry confronts some obstacles from external 

environments that affect cruise lines (e.g., global economic downturn, climate change, 

terrorism, rapid change of consumer behavior and outbreaks of disease).  On the other 

hand, fast economic growth in Asia (Yuji Ogawa et al, 2009), especially in India and 

China (European Commission, 2009; WTO, 2011; UNWTO, 2011), more local ports, 

vast geographical area, and reversed seasonal pattern all attract many cruise lines to 

deploy their fleets to Asia. Carnival and RCCL have made a particularly aggressive 

move toward Asia. Creating new itineraries to Asia is a new scenario to reduce the 

risk of cruise lines. As cruise tourism currently changes from niche and aging markets 

to mass markets and a multi-generational mix, the demography, behavior and 

motivation of passengers have changed. Cruise lines and ports have to respond by 

developing their products, marketing, and operational strategies to deliver appropriate 

cruise products to customers.     
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Cruise tourism has a unique characteristic that provides differentiation from 

other types of travelling. The ambience of cruising is different from land travelling. It 

offers an opportunity to visit multiple ports and destinations without packing luggage 

every day. Activities onboard such as dinning, entertainment or any other facilities are 

designed in accordance to the preference of the target group. The price for cruising 

has currently become more affordable (Liu, 2006: Gibson, 2006).  

Several studies (Tourism Queensland, 2006; Gibson, 2006; WTO, 2010; 

CLIA, 2014) show the shift of motivation for cruising, as shown on Table 2.13. High 

end passengers prioritize safety and quality of service as a top motivation, while mass 

markets or middle-aged customers are concerned with the price and destination as a 

priority. New experience, ports of call, premium onboard services, convenience, 

comfort, diversity of activities, value (Mary, 2010) and safety are the main 

motivations for cruising. Word of mouth, intentions and price are the most influential 

toward making a decision to cruise (CLIA, 2004).   

In this regard, the size of cruise ships has continuously changed to become 

larger, employing cost leadership and economies of scale as a strategy.  PATA (2011) 

reported factors that motivate tourists to cruise: several different ports of call, 

pampered service, delicious dinners, and luxury. In addition, 80% of the cruise 

passengers responded that cruising is a good way to survey a destination that they 

may visit in the future, while 63% confirmed that cruising is a highly valued 

experience. Cruise passengers in the luxury and premium cruise segment use online, 

travel agencies, direct sales, and tour operators to purchase cruise packages. The 

contemporary segment uses the same methods, but utilizes direct sales more often 

than travel agencies (CLIA, 2006).   
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Table 2.13  Motivation for Cruising 

 

Authors Motivation for Cruising  

Tourism Queensland, 2006 1. Convenience – One time unpack  

2. Soft adventure – your comfort travels with you 

3. Cost effectiveness – cruises are all inclusive 

4. Diverse range of itineraries and destinations 

5. Onboard facilities – entertainment, shopping, restaurants  

6. Service – being pampered by friendly staff 

7. Personal choice – you can do as much or as little as you wish 

Gibson, 2006 1. Safe 

2. Social 

3. Customer friendly 

4. Service oriented 

5. Relax 

6. Range of ship and land activities 

7. Port of call 

WTO, 2010 1. Destination 

2. Price 

3. Rest and relaxation 

4. Unique experience  

5. Coincide with available free time 

6. Comfort 

7. Specific destination and cruise 

8. Program for families with children 

CLIA, 2014 1. Price 

2. Destinations and itineraries offered 

3. Cruise board reputation  

4. Ease and comfort of travel 

5. Exciting new ships 

6. Convenient homeports 

7. Outstanding lifestyle amenities 

 

2.2.8  Cruise Segmentation and Categories 

Market segmentation is defined as intra-industry groups of consumers whose 

tastes and preferences with regard to an industry’s output are relatively homogeneous 

(Hunt & Arnett, 2004; 14). Several studies investigated cruise segmentation and 

categories. Table 2.14 shows various different criteria in segmenting cruise ships into 

categories which can guide the strategic implementation of cruise lines and ports. 

Size, number of passengers, cost, products & services, target groups, duration, and 

itinerary were used to position the cruise brands. Most of the new and large cruise 

ships are for the mass market while small cruise ships serve niche markets (ASEN, 

2002a). The cruise segmentation was used as a marketing strategy to achieve a 

competitive advantage and financial success, as it is one of the most widely practiced 

concepts. Firstly, the firms identify the segments of demand. Secondly, they target a 

specific segment.  Finally, they formulate a specific marketing mix for that target 

group (Hunt & Arnett, 2004).   
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Since there is a wide range of cruise passengers in terms of demographic 

profiles (TEC Inc, 2007), marketing segmentation is vital in relation to firm 

performance. Cruise lines have mainly used three strategies to deal with the vast 

variety of cruise passengers. Since the size of target groups have changed, the cruise 

market had adjusted by using three marketing strategies or a combination of these 

three strategies to deliver the best products and service to receive passengers’ 

satisfaction (Gibson, 1995);  

1) Focus on the product (Product Diversification) – This strategy is 

implemented mostly in the large and mega cruise ship where there are passengers 

with diverse demographic profiles. 

2) Focus on satisfying a need (Customer Behavioral Based) – This 

strategy fits when the cruise company firmly understands the passengers’ needs and 

provides certain products and services as expected by their targets. However, it is 

good for medium or small cruise ship. 

3) Focus on passenger identity (Customer Oriented) – A company can 

target specific groups of passengers and personalize the products according to the 

passengers’ needs and requirements.  

Size is significant to the port of call management, especially Phuket’s 

port of call, where the port itself is the obstacle. As such, this study has chosen sizes 

of cruise ships by GRT as the criterion for cruise ship segmentation.  .    



52 

 

Table 2.14  Cruise Ship Segmentation and Categories from Several Studies 

  

Author Criteria Segments, 

category, key 

characteristics 

Key characteristic 

feature 

Duration Cost / Profit Itinerary / 

Destination 

Product/Service Target 

ASEAN, 

2002 

Cruise brand 1. Contemporary Star Cruise, RCCL, 

Carnival, Costa etc 

     

  2. Budget Empress, Siam Cruise      

  3. Premium  Cunard, Crystal, 

Silversea 

     

  4. Special cruise Star Clipper      

Gibson, 

2006 

Feature, 

duration, cost, 

itinerary   

1. Contemporary   

 

New and large or mega 

size 

Shorter to 3-7 days USD 100-

500/day 

Caribbean and 

Mediterranean  

  

  2. Budget  Older and smaller size Varies USD 80-

125/day 

Caribbean and 

Mediterranean 

  

  3. Premium New and medium up to 

large size 

7-14 days USD 150-

300/day 

Caribbean, 

Mediterranean 

and Alaska 

  

  4. Luxury Small up to medium size 7 days upward USD 300-

2,000/day 

Worldwide    

  5. Niche Small 7 days upward USD 200-

900/day 

Worldwide   

Liu, 2006 Cost, size and 

target group 

1. Premium Medium size 7-14 days Expensive   More 

entertainment 

Experienced 

traveler, older 

  2. Budget Older and smaller size  Less expensive   Fewer frills and 

less entertainment 

 

  3. Luxury  Medium or smaller size 7 days up Really 

expensive 

 Food and service Worldwide 

  4. Niche Old to new and large to 

small 

   Focus on the target 

expectation 

 

Dowling, 

2006 

Size, number 

of passenger 

1. Mega 100,000-150,000 GRT 

2,400-4,000 pax 

     

  2. Large 50,000-100,000 GRT 

1,200-2,400 pax 

     

  3. Mid-size 25,000-50,000 GRT 

500-1,2000 pax 

     

 

5
2
 



53 

 

Table 2.14  (Continued) 

 

Author Criteria Segments, 

category, key 

characteristics 

Key characteristic 

feature 

Duration Cost / Profit Itinerary / 

Destination 

Product/Service Target 

  4. Small 5,000-25,000 GRT 

200-500 pax 

     

  5. Boutique 1,000-5,000 GRT 

Less than 200 pax 

     

Gibson, 

2006 

Size  1. Mega cruise  90,000-150,000 GRT Short cruise Lower rate  Diverse activities  Families and 

middle class  

  2. Large cruise  60,000-90,000 GRT Short cruise Lower rate  Diverse activities  Families and 

middle class 

  3. Midsize cruise 30,000-60,000 GRT Long itinerary  Expensive    Older, higher 

end  

  4. Small cruise 3,000-30,000 GRT World cruise  Really 

expensive  

   

Paris, 

2006 

Size and 

passenger 

1. Very big ship  4,000 pax above      

  2. Medium ship 2,000-4,000 pax      

  3. Small ship 1,000-2,000 pax      

  4. Very small ship Under 1,000 pax      

UNWTO, 

2010 

 

Size, product, 

service and 

cost 

1. Luxury Small size (10,000-

70,000 GRT) 

More exclusive 

High ratio of space / 

Passenger 

High % offering views of 

the sea 

More formal onboard 

Taste of luxury resort on 

land  

More than 10 days Expensive 

onshore 

excursion 

Focus on 

unusual port 

Luxury at 

destination &  

onboard facility 

Exclusive  

High ratio of space 

per passenger 

Well pampered 

service 

Couple and 

single 

No children 

  

  2. Premium Medium to large size 

(20,000-90,000 GRT) 

More than 7 days Shore 

excursion 

Rarely visited 

port 

Sophisticated 

service 

Over 40 years 

experienced 

traveler 

         

         

 

5
3
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Table 2.14  (Continued) 

 

Author Criteria Segments, 

category, key 

characteristics 

Key characteristic 

feature 

Duration Cost / Profit Itinerary / 

Destination 

Product/Service Target 

  3. Contemporary (60,000-140,000 GRT) 

New and large size (post-

Panamax construction) 

Las-Vegas style interior 

decoration 

3-7 days Economy of 

scale 

 Resort type facility  

Product and 

service are for 

everyone 

Multi-generation 

  4. Budget Small size (5,000-30,000 

GRT) 

3-7 days Low cost  Mediterranean Minimum onboard 

facilities 

Youth /lower 

income cruiser 

Ogawa,et 

al., 2011 

Service, cost 1. Mass or 

contemporary  

  USD 100-

350/night 

 Various options 

onboard for 

additional charge 

 

  2. Premium    USD 150-400/ 

night 

 More activities 

onboard included  

 

  3. Luxury  Less number of 

passenger 

 USD 400/night  Personalized and 

higher service 

quality  

 

Kizielewi

cz, 2012 

Size & 

number of 

passenger 

1. Individual 

cruise 

Smallest crafts with 1-9 

persons 

     

  2. Group cruise Small size for 10-500 

persons 

     

  3. Mass cruise Medium  ship for 501-

2,000 persons 

     

  4. Largest resort 

ship cruise 

Largest marine ship for 

2,001-4,000 persons 

     

 

5
4
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Market segmentation is widely accepted in marketing to determine the 

right target customer (Larsen, 2010). Arnett and Hunt (2004) suggest that market 

segmentation is a marketing strategy for competitive advantage as products are not 

universal (Larsen, 2010). To achieve segmentation, divisions of customers are 

identified and a specific segment should be targeted. Then, the marketing mixes are 

developed to suit the specific needs with a right understanding of the process of 

competition. However, the assessment of the available resources (e.g., human 

resource, finance, marketing, process) is vital in order to have an effective strategy.  

As aforementioned, products are not universal, and one product is not 

for all customers.  Consumers become more individualistic in their choices (Ahola, 

2011). The different demographics, attitudes, needs, location, and social affiliations of 

consumers are significant for product and service preferences. As a result, it is 

essential to establish the needs of the target customer in order to deliver the products 

and services appropriately (Larson, 2010). Traditionally, target identification 

primarily focused on demographic segmentation: age, gender, income, marital status, 

and education (Ahola, 2011). Currently, this is no longer practical.  Larson (2010) 

argues that geographic information (e.g., nation, region or city) is also used to target 

customers. In addition, psychographic segmentation (e.g., life styles and values) is 

also considered, as well as behavioral segmentation (e.g., attitude).  It is the job of 

marketing specialists to understand which variable of segmentation is the best fit for 

customer target identification (Larson, 2010).  After the target is identified, the firm 

should decide which target is appropriate for the product and ensure the size of the 

segment is large enough.  Once the segment is chosen, the proper marketing strategy 

should be designed.  Lastly, the firm has to decide where the product should be 

delivered and develop the product to suit the target segment’s needs and expectation 

(Larson, 2010).  

 

2.2.9 Research Relevant to Cruise Tourism  

The research relevant to the cruise tourism shown in Table 2.15 illustrate that 

at the beginning of the cruise tourism when it was completely in the business track, 

the studies of cruise tourism highlighted the perspectives concerning the economic 

issue and the trends of the cruise tourism. At the turn of the century when the industry 



56 

 

was more stable with more competitors in the market and the cruise industry was 

rapidly developed, the studies focused more on the cruise passengers’ satisfaction. 

However, the studies related economic views were strongly underlined. In addition, 

several studies emphasized more on social impacts from cruise tourism development. 

At the mid of the last decade when the paradigm of cruising was shifted from niche to 

mass, the studies were accentuated on cruise tourism products & market as well as the 

management. At the turn of this decade when more cruise lines deployed cruise ships 

to Asia, more studies was shifted from the demand side to supply side especially 

cruise regions and itineraries, cruise passenger behavior and port strategic plan. Asia 

in particular was remarked more interesting. However, the studies relevant to cruise 

tourism tended to be diverse due to its significant growth of the whole industry. At 

this decade, the cruise tourism market and the needs and demands of the cruise 

passengers as well as the port development are highly emphasized under the strong 

competition of cruise industry.  
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Table 2.15  Research Relevant to Cruise Tourism 

  

Author/Year Title Issue 

Hall & Braithwaite (1990) Caribbean Cruise Tourism: A Business of Transnational Partnerships Cooperation of cruise tourism in Caribbean region 

Baum (1993)  Cruise industry sails toward larger Market share Marketing perspective 

Perry Hobson (1993) Analysis of the US Cruise Line Industry US cruise situation analysis  

Miller (1995) Five Years in the Rise of the Modern Cruise Industry Trend of cruise tourism 

Peisley (1995) The Cruise Ship Industry to the 21st Century Situation of cruise industry in 21st century 

Basiron (1997) Marine Tourism Industry – Trends and Prospects Trend of marine tourism 

Dwyer & Forsyth (1998) Economic significance of cruise tourism Economic contribution  

Forsyth & Dwyer (1998) Economic Significance of Cruise Tourism Economical perspective of cruise tourism 

Teye & Leclerc (1998)  Product and Service Delivery Satisfaction Among North American Cruise 

Passengers 

Satisfaction from cruise product and service in the view of 

cruise passenger 

Cartwright & Baird (1999) The Development and Growth of the Cruise Industry Cruise trend and situation  

Dawson (1999) Cruise Ships Overview of cruise ships 

Lois et al (2001) Fundamental Considerations of Competition at Sea and the Application of Cost-

Benefit Analysis 

Economical view from cruise tourism  

ASEAN (2002) The Study for an Integrated Regional Cooperation Framework Plan on ASEAN 

Cruise Development Framework  

Framework plan for regional cruise development of ASEAN 

Atlantic Canada Cruise 

Association (2002)  

Economic Impact of Cruise Ship Industry in Atlantic Canada Economic impact of cruise development in Atlantic Canada 

Ikeda & Jaswar (2002) A Prediction Method of Travel Demand of Cruise Ship in Japan Study of cruise passenger behavior in Japan 

Johnson (2002) Environmentally Sustainable Cruise Tourism: A Reality Check Tourism sustainability  

Swain & Barth (2002) An Analysis of Cruise Ship Rating Guides Service quality of cruise ship 

Chase & McKee (2003) The Economic Impact of Cruise Tourism on Jamica Economic impact from cruise tourism development toward 

port 

Kester (2003)  Cruise Tourism. Tourism Market Trends: World overview and tourism topic Trend of cruise market  

Morrison et al (2003) Comparative Profiles of Travellers on Cruises and Land-Based Resort Vacations Study to examine the difference between cruise and land based 

vacationer  

Weatherby (2003)  Cruise Ship Blues: The Underside of the Cruise Industry  Social impact from cruise tourism development  

Bebersold (2004) Business Briefing Global Cruise: Maritime Administration Global cruise operations  

Carnival Corporation and 

PLC (2004) 

2004 Annual Report Return on investment of cruise line: Economic perspective 

CLIA (2004)  The Overview Spring 2004 Cruise tourism and trend 

Dwyer & Ngaire & Zelko 

(2004) 

Estimating the Economic Contribution of a Cruise Ship Visit Economical contribution of cruise tourism  
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Table 2.15  (Continued) 

 

Author/Year Title Issue 

Jaakson (2004) Beyond the Tourism Bubble? Cruiseship Passengers in Port Social impact toward cruise port from cruise tourism 

development  

Petrick & Sirakaya (2004) Segmenting Cruisers by Loyalty Cruise segmentation  

Thomas (2004) State Regulation of Cruise Ship Pollution: Alaska’s Commercial Passenger Vessel 

Compliance Program as a Model for Florida 

Environmental awareness from cruise tourism  

Wood (2004) Cruise ships: deterritorialized destinations. In Tourism and Transport: Issues and 

Agenda for the New Millennium 

Cruise ships in the new millennium  

WTTC (2004)  The Caribbean:  The Impact of Travel & Tourism on Jobs and the Economy Economic aspect: Labor force  

Duman & Mattila (2005) The Role of Affective Factors on Perceived Cruise Value Factors affecting perceived value of cruise tourism  

Greenwood & Barron (2005) Issues determining the development of cruise itineraries: A focus on the luxury 

market 

Cruise itinerary development for luxury market  

Marti (2005) Cruise Line Logo Recognition Cruise brand  

Toh & Rivers & Ling, (2005) Room Occupancies: Cruise Lines Out-Do the Hotels Room occupancy of the cruise industry  

Wie (2005) A Dynamic Game Model of Strategic Capacity Investment in the Cruise Line 

Industry 

Strategic cruise management  

Wu (2005) The World Cruise Industry: A Profile of the Global Labor Market Global labor market in the global cruise tourism 

Dev (2006) Carnival Cruise Lines: Charting a New Brand Course Study of Carnival cruise brand  

Dowling (2006)  Cruise Ship Tourism. Cruise tourism perspectives  

Gibson (2006) Cruise Operations Management Overview of cruise management  

Kwortnik & Lynn (2006) Seeking Ship-Shape Service Service of cruise tourism 

Kwortnik (2006) Carnival Cruise Lines: Burnishing the Brand Study of Carnival cruise brand 

Liu (2006) Customer Relationship Management in Asia/Pacific Cruise Industry CRM for cruise tourism in Asia Pacific 

Liu (2006) Customer Relationship Management in Asia/Pacific Cruise Industry Cruise customer relationship 

Paris (2006) The Cruise Industry Planning for Sustainable Growth Cruise planning for sustainability  

CLIA (2007)  Cruise Market Profile, April 2007 Cruise market profile 

Honey & Krantz (2007) Global Trends in Coastal Tourism Trend of the global cruise tourism 

Veronneau & Roy (2008) Global service supply chains: An empirical study of current practices and 

challenges of a cruise line corporation 

Cruise supply chain  

Bayley  (2009) Global Cruise Industry “Strategy for success in the Asian cruise Market Success factors of Asian cruise market 

Brida & Zapata Aguire 

(2009) 

The impacts of the cruise industry on tourism destination, in Castellani, V., Sala, S. 

(ed.) Sustainable tourism as a factor of local development 

Impact toward the destination  

G.P. Wild and BREA (2009) Contribution of Cruise Tourism to the Economies of Europe Economic contribution of cruise tourism to Europe 
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Table 2.15  (Continued) 

 

Author/Year Title Issue 

Josiam et al (2009) Understand Ethnic Chinese Traveler on North America Cruise Tours: Motivations, 

Perceptions, and Satisfaction of Cruiser 

Cruise passenger behavior  

Ogawa et al (2009) Promotion of Cruise Tourism: Promoting the Tourism Industry in the Future Cruise tourism promotion 

Schwartzman (2009).  New Ship Preview The trend of the ship 

ASEAN (2010) Brunei Action Plan (ASEAN Strategic Transport Plan) 2011-2015 An action plan for ASEAN transport development  

BREA (2010) The Cruise Industry A Euro 34 Billion Partner in Europe’s Economic Growth Cruise tourism in economic view  

Florida Caribbean Cruise 

Association. (2010). 

Cruise Industry Overview Cruise industry overview  

ISL (2010) Marketing Review Analytical Focus Marketing analysis for cruise  

ISL (2010)  Comment – Passenger and Cruise Shipping.  Passenger and cruise  

Toth & David (2010)  The Connection Between Accessibility and Tourism Accessibility  

UNWTO (2010) Cruise Tourism – Current Situation and Trends Trend and situation of cruise tourism  

WTO (2010) Cruise Tourism – Current Situation and Trends Cruise situation and trend 

ISL (2011) Shipping Statistics and Market Review Cruise statistic and market review  

Ogawa (2011) Promotion of Cruise Tourism – Promoting the Tourism Industry in the Future Cruise tourism promotion  

Failte Ireland National 

Tourism Development 

Authority (2012) 

Cruise Tourism to Ireland Research Report 2010. Cruise tourism report at Ireland  

Mylonas (2012)  Cruise industry: A sector with potential revenues of €2bn. National Bank of Greece Cruise economic contribution  

Rodrigue & Notteboom 

(2012) 

The cruise industry: itineraries not destinations Cruise itinerary  

Royal Caribbean Cruises Ltd 

(2012) 

Annual Report. Report Return on investment of cruise line: Economic perspective 

Tourism Western Australia 

(2012) 

Western Australia Cruise Shipping Strategic Plan 2012-2020 Strategic plan of Western Australia Cruise Tourism  

UNWTO(2013)  Domestic Tourism in Asia and the Pacific Tourism situation in Asia Pacific 

CLIA (2014) CLIA 2014 State of the Cruise Industry Report Cruise tourism situation 

AAPA (2014) Cruise Ship Industry Statistics Cruise statistic 
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2.2.10  Relevant Theories  

2.2.10.1  Motivation Theory 

Motivation refers to the reason underlying behavior by willingness and 

volition (Guay et al., 2010: 712; Lai, 2011). In addition, Lai (2011) defines it as an 

attribute that moves people to do or not to do something. Intrinsic motivation is 

motivation that is inspired by personal enjoyment, interest or pleasure (Lai, 2011) 

while Deci et al (1999) propose that it activates and sustains activity through the 

instinctive satisfaction inherent in attentive action. Motivation involves a group of 

beliefs, perception, values, interests and actions that are related. Extrinsic motivation 

is a type of motivation in which a person performs an action because it leads to an 

outcome that is separate from or external to the person. In this regard, several 

approaches of motivation can highlight cognitive behavior and non-cognitive 

perspectives (Lai, 2011).  

Basically, all behaviors are needs and motivation, found in the basic 

physiological and socio-psychological needs and wants of all humans (Cassidy, 2005: 

1). Motivation theories that may be applied to tourism are the Needs Theory of 

Personality by Murray (1938), Hierarchical Theory of Needs (Maslow, 1943) and 

Concept of Optimal Level of Stimulation (Berlyne, 1960).  

Maslow developed a theory of human motivation which identified a 

hierarchy of needs (Maslow, 1943; 1954). It consists of physiological needs, safety 

need, love and belonging needs, esteem needs and self actualization needs (Maslow, 

1943). It has become one of the most well known theories on motivation. Human 

behavior is driven by physiological and socio-psychological needs (Murray, 1943). 

Cassidy (2005: 2) claimed that Maslow’s theory of motivation is a more structured 

hierarchical order to the needs of activation and satisfaction. Maslow believed that 

human needs on the lower levels must be met first. Once a lower need is fulfilled, a 

person will be motivated to fill the need at the next stage. Meanwhile, Murray (1943: 

123) describes that a need is a stimulus, a force pushing an individual in a certain 

direction or to behave in a certain way. Twelve physiological needs were defined as 

fundamental needs and 28 psychological needs were viewed as secondary needs, 

which concerns emotional satisfaction (Murray, 1943).  
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Cassidy (2005) describes that these two theories are employed in 

several tourism studies to examine the relationship between needs and activity choice, 

but it is complex. It was found that behavior is multi-dimensional as one activity 

might be motivated by a variety of needs at different times by the same person.  

Meanwhile, that same activity might have a different meaning to another person 

(Crandell, 1987).     

Motivation is a primary concern of tourists in travelling. Some are 

motivated to go on vacation while others seek a specific holiday to an exact 

destination at a particular time (Swarbrooke & Horner, 1999). Tourist motivation 

refers to anything that stimulates the tourist to travel or to plan for travel. Motivation 

is divided into two parts which are extrinsic and intrinsic motivation. Tourist 

motivation is associated with Maslow’s theory (Sarintip Kawanobe, 2011). According 

to the Maslow’s theory, the hierarchy of needs act as the stimulus for people to travel 

as it fulfills their self-esteem and self-actualization. Tourist’s decision-making relies 

on their motivation and tourists may seek information relevant to their needs (Peter & 

Olson, 1999).  

Some tourists wish to escape the routine life to seek a unique 

experience while travelling. Various basic elements motivating the tourist to travel to 

the destination are tourist attraction (e.g., natural attractions, events, cultural 

attractions, ethnic differences, and recreation), facility (e.g., accommodation, food & 

beverages, shopping, infrastructure, communication systems), transportation (e.g., 

accessibility to the main attraction, public transport systems), hospitality (e.g., service, 

service staff).  

The behavior of the tourist decision making relies on two motives 

which are emotional and rational motives (Sarintip Kawanobe, 2011) as the tourist 

has complex characteristics, various disciplines are involved (e.g., sociology, 

psychology) (Chon, 1989). As a result, feeling, instinct, drive, belief and knowledge 

are associated with the motivation to travel (Cassidy, 2005). 

A Leisure Motivation Scale has been developed by Beard & Ragheb 

(1983) to categorize motivation, according to Maslow’s theory. The first section is the 

intellectual component which tests what motivates people to join the activity. It 

mainly involves mental activity (e.g., learning, exploring, discovering, thought or 
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imagery). The second section is the social component which drives people to join the 

activities for social purposes.  The third section is the competence-mastery component 

which motivates people to participate the activity for challenge, mastery or 

competition. The last section is the avoidance component, in which people desire to 

get away from others, and prefer quiet and calm places. However, personality, 

lifestyle, past experience, perception and imagination are main motivation factors 

affecting tourist decision making and the tourist is motivated by more than one factor 

at a time (Swarbrooke & Horner, 1999). 

Tourist motivation for traveling is to choose the best destination to 

fulfill their desire to escape their routine lives and look for unique experiences (Iso-

Ahola & Park, 1996). To select a destination, various criteria (e.g., value for money, 

weather patterns, and facilities) are used to judge the destination for holiday 

(Swarbrooke & Horner, 2001; Goodwin & Francis, 2003). In addition, flexibility, 

comfort, convenience, sense of liberty, relaxation, and reprieve from stress are also 

main considerations for tourists today (Anable & Gatersleben, 2005).  

Cruise tourism employs various concepts and theories to motivate the 

prospective customers to cruise, especially when cruise tourism becomes more 

popular with diverse market groups and sizes. Market segmentation tends to show the 

best fit in setting the strategies to motivate the prospective passengers. Gibson (2006) 

and Tan (2009) claims that the main motivations of cruise passengers are safety, 

convenience, comfort, unique experiences, premium services onboard, diverse 

activities, value for money and particular ports of call.  In conclusion, there is no 

universal motivation theory that can be applied appropriately for cruise passengers, 

but they should be well examined.  

2.2.10.2  Consumer Behavior Theory 

The definition of consumer behavior is an attempt in understanding the 

consumer’s decision making process and what factors affect decision making along 

the process (Engel et al., 2001; Kotler & Keller, 2009; Martin & Woodside, 2012; 

Schiffman & Kanuk, 2009). The decision making process spans from pre-purchase, 

during purchase and post-purchase.    

A number of studies related to consumer behavior have examined the 

relationship between consumer behavior and the decision making process in order for 
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business sectors to get information for strategic marketing planning. However, 

consumer behavior can be identified into five different theoretical approaches: The 

Economic Man, Psychodynamic, Behaviorist, Cognitive, and Humanistic (Foxall, 

1990). The economic man approach highlights the decision making from a maximized 

value or utility with the minimized expenses. With this regard, the consumer would 

prioritize the options and choose the one with the highest benefit (Schiffman & 

Kanuk, 2009). The development of psychodynamic approach is influenced from 

Sigmund Freud (Stewart, 1994). Freud identified psyche into three components which 

are Id, Ego and Superego. This approach proposes different drives which were 

developed from Freud and concludes that behavior is influenced by biological drives 

rather than other stimuli.  In contrast, the behaviorist approach states that external 

factors influence consumer behavior.  The cognitive approach, developed from the 

behaviorist approach, states that a consumer finds information and uses it as a 

stimulus to control external factors (Galalae & Voicu, 2013).  It is the most accepted 

approach among scholars. Lastly, the humanistic approach suggests aspects to 

understand consumer behavior which the cognitive approach is unable. The core 

concept of this approach is to concentrate on the inwardness of individuals instead of 

the buying process (Steward, 1994).   

As there are various proposed approaches relevant to the consumer 

behavior, firms and business sectors have to find and choose the best approach in 

examining consumer behavior. Particularly, tourism is not a necessity for survival and 

is combined with products and services that make it quite unique. Urbany et al (1989) 

explain that providing information is really important toward the tourist’s decision 

making. The availability and accessibility of information are vital (Schiffman & 

Kanuk, 2009) for tourism businesses to attract tourists to buy products (Swarbrooke & 

Horner, 2007).    

The most widely known models of tourist decision making processes, 

developed from the combination of the aforementioned approaches, recognize the 

unique attributes of tourism products (Wahab et al, 1976). Stimuli, image, confidence, 

cost, and time are factors that influence tourist behavior (Schmoll, 1977). In addition, 

tourist profiles, travel awareness, destination resources, destination characteristics, 

and trip features are also factors affecting tourists’ decisions and behavior (Mathieson 
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& Wall, 1982). However, a five-stage decision making process of tourist behavior is 

widely applied by many scholars (Hawkins et al., 1995; Kotler & Keller, 2009; 

Manrai & Manrai, 2011) and can be roughly identified into pre-purchase behavior, 

purchase behavior and post-purchase behavior.      

 

2.3  Ports for Cruise Tourism 

 

Ports in cruise tourism are likely destinations that encapsulate an entire area as 

a destination (WTO, 2007). It is bounded by geography, location, physical and 

cultural characteristics (European Commission, 2003) where tourists visit certain 

attractions (Valldepérez, 2013). In cruise tourism, choice of ports is one of the most 

critical factors in generating competitiveness for cruise lines in adapting themselves to 

the demand of passengers (Tongzon & Heng, 2005). Under the currently strong 

competition, over 2,000 accessible ports are now available around the world (Busby 

& O’Neill, 2013). A port attracts different types of cruises, not only from the 

activities offered but also its characteristic. A ship might come alongside the port if 

the berth is deep or it may weigh anchor and get ashore by a small tender boat (West, 

2008; Busby & O’Neill, 2013).  

A port usually has a governing body referred to a port authority, port 

management or port administration. In many countries, a cruise port is operated by a 

private cruise berth operator. It is an emerging trend for port authorities to be operated 

by private business, which is a concessionaire. Increasingly, the government has 

transferred public tasks to private contractors (The World Bank, 2006). The public 

sector mainly acts as a planner, facilitator, developer and regulator in providing 

connectivity to the hinterland while the private sector acts as a service provider, 

operator or even developer (The World Bank, 2007).  

The responsibility of the port authority is to control the wharf and associated 

facilities. They must operate the berth and work closely with other sectors; for 

instance, immigration, customs, marine department, shipping agents and tour 

operators. Port authorities provide at least basic requirements to reach international 

standard of safety and security, as framed by International Maritime Organization 

(IMO) (Gibson, 2006). It ensures that all safety, convenience, comfort, environmental 
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and security aspects of calling cruise ships are addressed and it gets port fees for 

facility usage (Tourism Queensland, 2006), using the GRT as a measure for its fee 

(Gibson, 2006).  

Figure 2.7 shows the stakeholders that mainly work collaboratively with port 

authorities and cruise lines.  Each is explained in more detail as follows: 

1) A tour operator, ground handler or shore excursion agent is the 

tourism expert who creates the appropriate tours by bundling a range of products and 

sell well designed tours for cruise lines to cruise passengers. In addition, its task is to 

arrange any required services; embarkation and disembarkation arrangements, dealing 

with suppliers, hotel reservations, transport arrangement, catering arrangements, and 

guiding services. It is a problem solver as well as destination information consultant, 

to ensure cruise passengers get good experiences and value for money (Tourism 

Queensland, 2006).  

2) A shipping agent is a cruise line’s representative at port for all 

matters relating to the cruise visit. It reserves and secures berth and anchorages, 

organizes for customs to be onboard upon ship arrival at port and pays cruise 

passengers disbursements and reclaims them afterwards, along with a fee for service 

provided. Shipping agent also acts as a port information giver, providing fruitful 

market intelligence and advice on port conditions when planning a call (Tourism 

Queensland, 2006).    

3) A Federal or State Tourism Office acts to focus on national and 

international tourism contribution and promotes its port for cruise lines (Tourism 

Queensland, 2006). 

4) The community is the most important stakeholder in sustainable 

tourism management.  As a host of the destination, it will be directly impacted by 

cruise tourism development (Pavlic, 2013). As a result, communities should get 

involved in the development of cruise tourism.    

5) The job of Immigration is to check and control entry and exit of all 

passengers and crew at the port as well as to monitor and supervise the check post and 

outpost functions (The Kingdom of Bhutan, 2012). 

6) The Marine Department is the public sector that is responsible for 

water transport system development to ensure safety, convenience, rapidity and 
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efficiency along the marine environment. It also promotes the appropriate distribution 

of water transport and expansion of transport networks in order to increase the 

potential for trade and service competition which lead to better quality of life for the 

local people (Marine Department of Thailand, 2006).  

7) The Custom Department is responsible for statutory and regulatory 

provisions enforced or administered concerning the importation, exportation or transit 

of goods.  It regulates and facilitates the movement of goods across the borders and 

collects customs and other revenue as goods are brought into the destination, usually 

requiring classification (Thailand Custom Department, 2009; International Harbour 

Masters Association, 2014).  

8) The Quarantine Department is the sector that governs quarantine 

restriction for cruise passengers and cruise ships.  Diseases; for instance, Cholera, 

Plague, Yellow Fever, and SARS, are well monitored for prevention (International 

Harbour Masters Association, 2014).   

 

 

 

 

Figure 2.7  Dynamic Wheels of Tourism Stakeholders 

Source:  Buhalis, 2000. 
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2.3.1  Port Category  

Cruise lines concentrate on creating a cruise itinerary by selecting ports that 

can attract prospective passengers to purchase a cruise package. Therefore, the port 

and the cruise lines should work together effectively in order to offer a memorable 

visit at port or destination to meet and exceed the passengers’ expectations (Tongzon 

& Heng, 2005). In addition, fully integrating the functions of the port authority and 

the port operator is an important strategy to drive port sustainably (Tongzon & Heng, 

2005; Magala & Sammons, 2008). However, Magala and Sammons (2008) add that 

major players select a port based on the port’s efficiency, geographic location and 

quality (e.g., faster, better, more cost-effective). Reliability of stakeholder 

involvement is another factor to be considered. Pavlic (2013) argues that community 

acceptance should be primarily concerned. Characteristics and requirements of ports 

are varied due to their roles as per the port categories classified by several studies 

(Wood, 2002; Economic Commission for Latin America and the Caribbean (ECLAC), 

2005; Lekakou et al., 2009; European Commission, 2009; Wentworth, 2010; London, 

2010; Demetriou, 2011; Hawke, 2012; Busby & O’Neill, 2013; Pavlic, 2013). Three 

broad categories are 1) Homeport, 2) Port of call and 3) Hybrid port as shown in table 

2.16.  
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Table 2.16  Port Category, Definitions and Characteristics of Port for Cruise Tourism 

 

Author/Year Home Port (Turnaround) Port of Call Hybrid Port 

Davidoff and 

Davidoff, 1994 

 Tourist attraction is the main criteria   

McCalla, 1997 Port where cruise passengers embark or 

disembark at the beginning or the end of the 

cruise 

A part of the cruise itinerary  

Passengers are at port for only the duration of 

their port call 

Serve as both homeports and port of 

call 

ASEAN, 2002 Require state-of-art infrastructure and 

facilities extending comfort, convenience and 

safety for cruise ships and passengers 

Concerned with tourism attraction more than 

port infrastructure and facilities 

Safety and security are basic  

 

 

Wood, 2002 Economic gain is 10-14 times higher than 

port of call. 

  

ECLAC, 2005 Ports where passengers initially embark to 

proceed on a cruise  

A port visited by a cruise ship but where 

passengers do not begin or terminate their 

journey 

 

Gibson, 2006  Safety and security meet basic requirements   

TEC inc, 2007 Cruise ships take on the cruise passengers 

and supplies at homeport 

Acts as an intermediate in-transit call and no 

cruise passenger discharge or supplies 

 

European 

Commission, 2009 

Where a cruise begins or ends and where the 

passengers embark or disembark.  

Port where an itinerary starts or ends.  

Cruise destination on itinerary 

Where passengers and crew visit 

 

Lekakou, 2009 A starting and ending point of the cruise 

Economic gain is 5-6 times higher than a 

port of call. 

Port visited by a cruise ship during the cruise. A starting and ending point for some 

cruises  

Itineraries but also they act as 

intermediate points for other cruise 

itineraries 

London, 2010 Deploy all necessary personnel (eg., check-in 

staff, baggage handlers, customs and 

immigration officials, security staff, etc), 

facilities (eg., gangways, provisioning 

facilities, fuel, etc)  

  

Wentworth, 2010  Gateway to the destination  

 

6
8
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Table 2.16  (Continued) 

 

Author/Year Home Port (Turnaround) Port of Call Hybrid Port 

Demetriou, 2011 A  starting and ending port of the cruise Gateway to the destination 

 

A combination of two functions as a 

turnaround port and port of call 

Hawke, 2012 Infrastructure, facility, safety, security and 

immigration are important  

  

Brida et al., 2012  Tourism product is a basic requirement for port 

selection 

 

Busby and O’Neill, 

2013 

 A destination port 

Attraction as purpose of visit while port 

infrastructure and facility are the additional 

factors for selection 

Attractiveness, convenience, comfort 

and safety should be well functioned  

Pavlic, 2013 A starting and ending point of the cruise 

It can use the same or different port for 

starting and ending   

Intermediate stop during the cruise  

Usually spend less than 10 hours 

 

Rodrigue and 

Notteboom, 2013 

A starting and ending point of the cruise 

Port where there is a highest spending and 

contribute highest economic impact 

  

 

6
9
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2.3.1.1  Homeport 

A homeport, also known as a turn-around port, plays a vital role as a 

starting and ending point of the cruise ship (McCalla, 1997; Lekakou et al, 2009; 

Demetriou, 2011; Pavlic, 2013). The ship might use either the same port or a different 

port as the starting point and ending point, depending on routing, distance, and 

accessibility from main targets. A homeport involves a procedure of passenger 

exchange (embarkation and disembarkation) and connectivity from passenger’s 

starting point to the port as well as accommodation arrangement (McCalla, 1997). In 

selecting a homeport, cruise lines look for one that is modern, efficient, large, 

dedicated to all sizes of cruise ships, and pleasant (London, 2010). The fundamental 

criteria which a port should provide are port infrastructure, port facilities, safety and 

security plans, immigration formalities (Hawke, 2012), networks between ships and 

the port, and dynamic tourism stakeholders (Buhalis, 2000), and fuel (London, 2010). 

Another term for this category which is widely used is “Turnaround Port”. This is a 

port that a ship uses as a homeport for passengers. Cruise passengers who end their 

cruise can disembark at the port while passengers who start the cruise package can 

embark the ship at port. It is often combined with at least two modes of transport. As 

cruise ships exchange cruise passengers, they spend around 2 to 3 days more at a 

homeport than port of call. European Commission (2009) claims that a turnaround 

port serves mainly as an embarking port for cruise passengers. A tourist attraction is 

not a major consideration but accessibility to port and high level of facilities are of 

much more concern. It is a must to easily access different areas to embark the cruise 

ship.  

To play a role as a homeport, port infrastructure, facilities and 

connectivity with airlines are much more intensively involved than other port 

categories since there are passengers who need a combination of air-sea packages to 

fly to homeport for cruise embarkation or for disembarkation after the cruise ends to 

fly back home. A homeport generates eight times more revenue than other types of 

ports (Hawke, 2012). Wood (2002) affirms that the economic gain from being a home 

port is 10-14 times higher than port of call while Lekakou et al., (2009) argues that it 

is only about 5-6 times higher. In this regard, ports in the congested traffic regions 

such as the Caribbean, Northern Europe, the Mediterranean, or North America invest 
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heavily in port infrastructure and facilities to meet the requirements of cruise ships 

(Hawke, 2012).  

In conclusion, to become a cruise tourism hub, a port (including the 

destination) should have developed its capability in terms of tourist attractiveness, 

high degree of accessibility, and developed infrastructure and facilities.  

2.3.1.2  Ports of Call 

A port of call, or destination port, is just an intermediate stop where 

cruise passengers normally spend less than ten hours (McCalla, 1997; Pavlic, 2013 

cited from Dwyer and Forsyth 1998: 398). It is selected by cruise lines to visit during 

the cruise (Lekakou et al., 2009; Demetriou, 2011; Wentworth, 2010) as a gateway to 

the destination as shown in Figure 2.7. Port of call is divided into three categories 

according to the reason for the stop in that particular port. The first category of port of 

call is “destination cruise port” which is the world class and the port can be the main 

attraction of the itinerary and the passengers rarely are away from the destination. The 

second category is “gateway cruise port” which usually plays a role as technical stops 

in ports and no attractions, activities or amenities are offered for passengers but serves 

a major destination. Civitavecchia port is an example of this port of call category as 

the cruise passengers rarely spend time at port but go on the trip to Rome. The last 

port of call category is “balanced cruise port” which is a mix between the two 

aforementioned categories (Rodrique & Notteboom, 2013; Rehnberg & Andersson, 

2013).     

A port of call is required to provide safety & security (ASEAN, 2002; 

Gibson, 2006) and tourist attractions (Davidoff & Davidoff, 1994; Brida et al., 2012).  

Port infrastructure and facilities are additional criteria of port of call selection besides 

port attractiveness, especially for large and mega cruise ships (Busby & O’Neill, 

2013). In certain regions where port infrastructure and facilities are at minimal levels 

while tourist attractions are sophisticated, the cruise lines are able to anchor off.  The 

shipping agent arranges for a tender boat to ferry passengers and crew from ship to 

shore. Several trips are made, back and forth with safety as the highest concern.  In 

conclusion, whether a ship comes alongside or anchors off, it is called port of call 

(Busby & O’Neill, 2013).  
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The difference between a homeport and a port of call is that cruise 

ships take on the cruise passengers and supplies at homeport while a port of call acts 

as an intermediate in-transit call and no cruise passenger or supplies are discharged 

(TEC Inc, 2007). A port of call is the same concept as destination management; 

however, it has unique characteristics which require a specific model in managing it 

effectively. Therefore, a fit model should be created with a strategic approach to drive 

the port competitively. Figure 2.8 shows the relationship between a homeport and 

ports of call. As a port of call is the port visited during the cruise itinerary, it acts as a 

destination in between the starting point and the ending point which delivers great 

experiences for cruise passengers. Ports of call have been an important part of cruise 

tourism as it is one of the most important criteria of prospective passengers. Port of 

call and homeport play different roles in cruise tourism. Unfortunately, studies on port 

of call management haven’t been concentrated while studies for homeports can be 

found. In addition, each port is unique and there is no universal model that can be 

applied. As a result, a specific port of call in particular should be concerned.     

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.8  Port Roles and Pattern of Cruise Itinerary 

 

2.3.1.3  Hybrid Ports  

A Hybrid port is a combination of the two mentioned ports (McCalla, 

1997; Demetriou, 2011). It is a port that is a starting point or homeport where 

passengers embark the ship or an ending point where passengers disembark the ship 

after cruising (Lekakou et al., 2009). In addition, it also acts as a port of call.  ASEAN 
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(2002) states that the hybrid port can be categorized by function into a homeport and a 

port of call but the port requires similar facilities as a homeport (McCalla, 1997). A 

homeport requires state-of-art infrastructure and facilities extending comfort, 

convenience and safety for cruise ships and passengers while a port of call concerns 

itself more on tourist attractions than port infrastructure and facilities. To act as a 

hybrid port, the port should be more appealing to cruise passengers in terms of 

attractiveness, convenience, and comfort.  In addition, the port infrastructure, 

facilities, and safety should be well functioned (Busby & O’Neill, 2013). However, a 

destination with tourist attractions adds value as it might convince passengers to enjoy 

pre-cruise packages. Table 2.17 shows the port selection criteria from several studies 

that are used as a framework in reviewing the factors affecting port of call 

management.  

 

Table 2.17  Port Selection Criteria 

  

Authors Port selection criteria 

Tan, N/A 1. Clean, safe and secured port facility 

2. Ports that can handle today’s larger ships 

3. Operational capability to handle volume  

4. Reasonable cost structure 

5. Great shore excursions with reasonable prices 

6. Professional port services 

Association of Southeast Asian 

Nations, 2002 

1. Social acceptance 

2. Fleet attractiveness 

3. Cruise infrastructure 

4. On-shore tourism resources 

5. Routing and networking 

6. Climate and sea conditions 

7. Distance from large demand countries 

ASEAN, 2002 1. Dedicated berth 

2. Enough water / air depth in berth 

3. Passenger terminal 

4. Enough parking bays 

5. Aid night time navigation 

6. Security and safety 

7. Permanent customs office 

8. Permanent immigration office 

9. Airport and airline access 

10. Hotels 

11. Attraction sites and resources 

12. Land transport 

Davidoff & Davidoff, 1994 1. Variety of places to visit at destination 

Tonzon & Heng, 2005 1. Involvement of relevant stakeholders 

2. Service quality that exceeds the passenger expectations 

Dowling, 2006 1. Climate and weather pattern  

2. Cost 
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Table 2.17  (Continued) 

 

Authors Port selection criteria 

Ontario Ministry of Tourism, 

2006 

1. Appropriate for the ship’s schedule  

2. Unique and interesting things for passenger to enjoy 

3. Visit experience  

4. Safety and security at destination 

5. HR in handling the local transport, deliver shore excursions, passenger 

services and trained guides (Multi lingual)  

6. Convenient access for shopping 

7. Facilities at port (Toilet, public phones, email, parking, taxi and car rental) 

8. Activities for cruise crew 

9. Customs clearance 

10. Dockage and gangway 

11. Docking location close to town 

12. Sufficient water depth 

13. Arrival area for passenger 

14. Proximate or accessible to shopping and service  

Tourism Queensland, 2006 1. A unique experience 

2. Varied activities & good shopping 

3. Friendly people, a warm welcome & memorable farewell 

4. Organization, communication & co-operation  

5. Adequate facilities and transport options  

6. Perceived value for money 

Port-Net, 2007 1. Port information 

2. Technical characteristics 

3. Passenger handling services  

 Quick  immigration procedures  

 Baggage handling  

 Security 

 Distance between the berth to town  and tourist destinations 

  Professional tour operator’s services,  

 Local hospitality  

 Facilities (e.g. telephones) 

 Comfortable locale   

4. Passenger transport 

5. Parking facilities 

6. High standard accommodations 

7. Airport 

TEC inc, 2007 cited in B&A, 

2007 

1. Geographic location (proximity to destinations / sites / consumers) 

2. Marine Access 

3. Cruise facilities  

4. Reputation of port of call 

5. Home port operations potential 

6. Port of call operations potential  

7. Shore excursion activities 

8. Independent passenger options 

9. Tourist site / Venue locations  

10. Itinerary planning options 

11. General cruise line appeal 

Magala & Sammons, 2008 1. Fully integrated functions among the stakeholder  

2. Efficiency of port management 

3. Geographic location 

4. Quality of service  

5. Reliability of stakeholders 

European Commission, 2009 1. Tourist attractiveness of the destination or region 

2. Accessibility of the destination or region 

3. Level of port facilities 
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Table 2.17  (Continued) 

 

Authors Port selection criteria 

Lekakou, et al., 2009 1. Ports in intermodal transport chains 

2. Spatial analysis of ports 

 Natural port characteristics 

 Proximity to markets of cruise passengers 

 Attractiveness of neighboring areas  

 City amenities 

3. Port competitiveness 

 Port efficiency  

 Port service cost 

 Port infrastructure 

 Port services for passengers 

 Port services for cruise ships 

4. Port management 

5. Political conditions and regulatory framework  

Tan, 2009 1. High capacity at nearby airport 

2. Hotel and pier proximity to local airport 

3. Guest experience for airport meet and greet directional staff 

4. Pre and post hotel quality and availability  

5. Signage in English and local language 

6. Separate staging areas for car, taxis and buses 

7. Provisioning infrastructure 

8. Guest boarding separate from arriving provisions 

9. Outdoor canopies 

10. Luggage drop-off area adequately staffed with porters 

11. Accessible ports of call 

12. Interesting decoration  

13. Culture, history, adventure, shopping, relaxing, cuisine 

14. Tours tailored for local and international guests 

15. Create 2-3 major tours with additional minor tours 

16. Hire and train enthusiastic guides 

17. Quality shore-excursion buses 

18. Visitor information center near dock 

19. Dock proximity to city center 

20. Shuttle service to city center 

21. Visa requirements 

22. Competitive pricing 

23. Staging area for shore excursions 

24. Clean, safe and secure port facilities  

25. Port that can handle today’s larger ships 

26. Operational capabilities to handle volume 

27. Reasonable cost structure  

28. Great shore excursions at reasonable prices 

29. Professional port services 

30. Partnership with government and private industry  

London, 2010b 1. Quality of shore excursion 

2. Distance between ports 

3. Financial return to the cruise line 

London, 2010 1. Traffic conditions 

WTO, 2010 1. Destination 

2. Price 

3. Rest and relaxation 

4. Unique experiences  

5. Coincide with available free time 

6. Comfort 

7. Specific destinations and cruises 

8. Program for families with children 

Scarft, 2011 1. Port charges 

2. Accessibility to city center 
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Table 2.17  (Continued) 

 

Authors Port selection criteria 

  

PATA, 2011 1. Proximity to other ports of call 

2. Geographic location of the main target 

3. Immigration formality 

Rodrigue & Notteboom, 2012 1. Perennial  

2. Seasonal 

3. Repositioning 

Gibson, 2012 1. Interest of the port 

2. Differentiation 

3. Safety 

4. Friendliness and professional service  

5. Shore excursions 

6. Cruise terminal with state-of-art facilities  

7. Easy accessibility to destinations  

8. Diversity of attractions 

9. Port characteristics (berth, deep draft) 

10. Capacity for mega cruise ships 

11. Perfect weather year round / warm weather destinations  

12. International airport with proximity and facility for passenger embarkation 

Cruise Gateway North Sea, 

2012 

1. Infrastructure 

2. Service provider 

 Number of tour guides 

 Quality of tour guides 

 Number of shore agencies  

 Quality of shore agencies 

 Flexibility  

 Professionalism 

3. Tourism products 

 Diversification of attractions 

 Price of activities 

4. Port characteristics 

 Port quality 

 Proximity to main attraction 

 Security 

Brida, et al., 2012 1. Tourism attraction,  local culture and goods & services at destination 

UNWTO, 2013 1. Weather and seasonality are key factors of cruise line decision making. 

Pavlic, 2013 1. Community acceptance  

Busby & O’Neill, 2013 1. Location of the port and cruise distance relative to other ports on a 

particular itinerary (Connectivity between ports) 

2. Value and activities  

3. Safety and comfort 

4. Existence of head taxes 

5. Physical capabilities of port to accept cruise ships 

Tongzon & Heng, 2013 1. Efficiency level of port operations 

2. Port cargo handling charges 

3. Reliability  

4. Port selection preferences of shippers 

5. Depth of navigation channel 

6. Adaptability of changing market environment 

7. Landside accessibility 

8. Product differentiation 

Rodrigue & Notteboom, 2013 1. Capacity to accommodate the large cruise ship 

2. There is a cruise terminal  

3. Well connected between air & land transport if it is turnaround port  
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2.3.2 Factors Affecting Port of Call Management  

To study the efficiency of port of call management, port selection criteria are 

bundled into groups of factors as seen by cruise lines and cruise passengers. Cruise 

lines and their parameters which influence their decisions should be focused on. In 

addition, cruise lines and cruise passengers view the criteria of port selection 

differently. Small cruise ships might not need a shop at port while a large ship could 

consider it as essential. Cruise passengers with different demographic profiles might 

view the same port of call differently. Most studies relevant to cruise tourism have 

focused on quality, motivation, satisfaction and intention to repurchase a cruise. 

However, studies of port of call management, in particular, are rarely found. Table 

2.17 showed several port selection criteria from various points of view and 

summarized them into four factors as shown later in table 2.18. 

Port of call management can be evaluated in terms of efficiency and 

productivity (Pallis et al, 2011). Port efficiency refers to speed and reliability of its 

service (Tongzon, 2008) extended to both cruise liners and cruise passengers.  

Tongzon (2008) confirmed that port efficiency is the most vital factor for port 

selection. In measuring port efficiency, many studies have focused on both 

operational efficiency measures and customer-oriented measures in parallel (Tongzon, 

2008) as well as productivity (Pallis et al, 2011). To specify what is meant by 

efficiency of port of call management, Tourism Queensland (2006) defines it as a 

capability the destination has to offer to a visiting cruise ship and the destination’s 

resources to reach or exceed the expectation of the passengers. It should provide 

experience based on its characteristics, basic facilities and basic infrastructure. As a 

port of call, certain resources are not essential such as accommodation or an airport.  

 European Commission (2003) affirms that the quality of the destination is a 

vital issue. It is the full integration of interdependent components. For a port to offer 

quality, it is suggested to employ integrated quality management which focuses on 

satisfying tourists and local residents, quality of life of the host community, as well as 

the safeguarding the environment. As port of call is a tourist destination particularly 

for cruise passengers, the satisfaction level toward the destination is critical as it is 

confirmed that a port of call is a significant factor for cruising. Quality management is 

a cyclical process to measure and evaluate the success of performance as well as the 

impact of tourism destination in the overall picture (European Commission, 2003).  
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 The destination is a combination of attractions, infrastructure, facilities, 

business sectors, resources, local communities, activities, transportation, policies 

which amalgamate tourism products, and experiences. Meanwhile, sustainable 

tourism development at destination is a process in which various sectors are involved 

(The Secretariat of the Convention on Biological Diversity, World Tourism 

Organization and the United Nations Environment Programme, 2009). Tourism 

products, experiences, as well as processes, are elements of destination management 

resulting in the tourists’ satisfaction and sustainability of the destination. Figure 2.9 

shows the relationship between a port and a cruise line and how to manage the port 

sustainably in the long term (WTO, 2010).  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.9  Relationships between Port and Cruise Lines 

Source:  Adapted from WTO, 2010. 

 

Various studies regarded port selection criteria that affect port of call 

management; however, this study is categorized it into four factors: 1) Tourism 

products and services, 2) Safety performance, 3) Port conditions and 4) Political 

conditions, tourism policies and regulations. Each factor consists of several variables 

as summarized in table 2.18 
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Table 2.18  Summary of Factors Affecting Port of Call Management 

 

Factors Variables  Attributes  Criteria 

1. Tourism 

products and 

Service 

1.1 Tourism 

attraction  

 On shore tourism resources (ASEAN, 2002) 

 Attraction sites and resources (ASEAN, 2002; Lekakou et al., 2009; Cam, 

2011) 

 Variety of places to visit at destination (Davidoff & Davidoff, 1994) 

 Tour sites and venue locations (TEC inc, 2007) 

 Destinations (WTO, 2010) 

 Diversity of attractions (Gibson, 2012; Cruise Gateway North Sea, 2012) 

 Attractions (Cruise Gateway North Sea, 2012) 

 Product differentiation (Tongzon & Heng, 2013) 

 Historical and cultural heritage (Paris, 2006) 

 Diverse attractions for different target groups (Port-Net, 2007) 

 Appeal of the tourism attractions (Gibson, 2006)  

 Unique and interesting things for passengers to enjoy (Ontario Ministry of 

Tourism, 2006) 

 Diversity (Vengesayi, 2003) 

 Satisfaction (Vengesayi, 2003) 

 Level of attractiveness (Vengesayi, 2003; 

Valldepérez, 2013) 

 Quality (Iraqi, 2006) 

 Authenticity (Iraqi, 2006) 

 Personalization (Tan, 2009) 

 

 1.2 Tourism activity  Various activities and good shopping (Tourism Queensland, 2006) 

 Shore excursion activities (TEC inc, 2007) 

 Culture, history, adventure, shopping, relaxing, cuisine (Tan, 2009) 

 Unique experience (WTO, 2010) 

 Price of the activities (Cruise Gateway North Sea, 2012) 

 Local culture (Cruise Gateway North Sea, 2012) 

 Activities (Lekakou et al., 2009; Cam, 2011; Busby & O’Neill, 2013) 

 Diverse activities for different target groups (Port-Net, 2007) 

 More active and adventurous activities for the emerging targets (Ontario 

Ministry of Tourism, 2006)  

 Activities for crew (Ontario Ministry of Tourism, 2006) 

 Uniqueness and differentiation (Ontario 

Ministry of Tourism, 2006) 

 Interesting and attractive (Ontario Ministry of 

Tourism, 2006) 

 Diversity (Vengesayi, 2003) 

 High rank of activity (Vengesayi, 2003) 

 Attractive activities (Lekakou et al., 2009) 

 Quality (Iraqi, 2006) 

 Fit the target group (Ontario Ministry of 

Tourism, 2006) 

 Rare (Ontario Ministry of Tourism, 2006) 

 1.3 Tourism amenity  Transportation options  (Tourism Queensland, 2006) 

 Public telephones  (Tourism Queensland, 2006) 

 Passenger transport  (Tourism Queensland, 2006) 

 City amenities (Lekakou et al., 2009, 2010) 

 Tourist information points (Lekakou et al., 2009) 

 Markets, restaurants (Lekakou et al, 2009)  

 Island Amenities (Scraft, 2011; Cam, 2011) 

 Comfort/convenience (Gibson, 2006; Tan, 

2009) 

 Coverage (WTO, 2005) 

    

    

 

7
9
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Table 2.18  (Continued) 
 

Factors Variables  Attributes  Criteria 

 1.4 Service provider  Service quality that exceeds the passengers’ expectation (Tongzon & Heng, 
2005; Magala & Sammons, 2008) 

 Friendly people (Tourism Queensland, 2006) 
 A warm welcome and memorable farewell (Tourism Queensland, 2006) 
 Baggage handling  (Tourism Queensland, 2006) 
 Port service to passengers (Lekakou et al., 2009, 2010) 
 Hire and train enthusiastic guides (Tan, 2009) 
 Friendliness and professional service (Gibson, 2012) 
 Number of tour guides (Cruise Gateway North Sea, 2012) 
 Quality of tour guides (Cruise Gateway North Sea, 2012) 
 Service at destination (Cruise Gateway North Sea, 2012) 
 Experienced staff (Port-Net, 2007) 
 Handling local transport, deliver shore excursions, passenger services, 

trained guides (Multi lingual) (Ontario Ministry of Tourism, 2006)   
 Advanced knowledge of tour operators, tour guides and service providers 

(Ortigueira & Selemeneva, 2011) 

 Quality (Iraqi, 2006)  
 Flexibility (Cruise Gateway North Sea, 2012)    
 Personalization (Gibson, 2006; Tan, 2009) 
 Hospitality (Tourism Queensland, 2006) 
 Multi lingual skills (Ontario Ministry of 

Tourism, 2006) 
 Advanced knowledge (Ortigueira & 

Selemeneva, 2011) 
 

 1.5 Shore excursion 

management 

 Great shore excursions (Tan, 2009) 

 Professional tour operator’s service  (Tourism Queensland, 2006) 

 Independent passenger options (TEC inc, 2007) 

 Itinerary planning options (TEC inc, 2007) 

 Tour tailor-made for local and international guests (Tan, 2009) 

 Create 2-3 major tours with additional minor tours (Tan, 2009) 

 Quality excursion buses (Tan, 2009) 

 Staging area for shore excursion (Tan, 2009) 

 Quality of shore excursion (London, 2010b) 

 Program for families with children (WTO, 2010) 

 Shore excursions (Gibson, 2012) 

 Number of shore agencies (Cruise Gateway North Sea, 2012) 

 Quality of shore agencies (Cruise Gateway North Sea, 2012)  

 Shore excursion to fit cruise brand (Port-Net, 2007) 

 Staff of shore excursions (London, 2010)  

 Innovative tour programs (Port-Net, 2007) 

 Combination of nature and history tours (Port-Net, 2007) 

 Special interest tours (Port-Net, 2007) 

 

 Variety and more options (Cruise Gateway 

North Sea, 2012) 

 Availability of guides (Amount and language 

(Cruise Gateway North Sea, 2012) 

 Quality of shore excursions (Cruise Gateway 

North Sea, 2012) 

 Personalization (Gibson, 2006) 
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Table 2.18  (Continued) 

 

Factors Variables  Attributes  Criteria 

   Distinctive tour itineraries (Port-Net, 2007) 
 Unique and exclusive programs (Port-Net, 2007)  
 Flexibility for own itinerary designed by passenger (Port-Net, 2007)  
 Personalized tour programs (Port-Net, 2007)  
 Tours designed to satisfy passengers with different demographic profiles 

(Gibson, 2006)  
 Tour itineraries to fit ship timetable (Gibson, 2006) 
 Fulfill individual differences (Gibson, 2006)  

 

 1.6 Value for money  Reasonable prices (Tan, 2009) 
 Cost (Dowling, 2006) 
 Unique experiences (Tourism Queensland, 2006; Ontario Ministry of 

Tourism, 2006) 
 Perceived value for money  (Tourism Queensland, 2006) 
 Port service costs (Lekakou et al., 2009, 2010) 
 Price (WTO, 2010) 
 Value (Busby & O’Neill, 2013) 
 Costs of tour and staff (London, 2010) 

 Satisfaction levels (European Commission, 
2003) 

 Loyalty to brand (European Commission, 
2003) 

 Experience (Tourism Queensland, 2006) 
 Service Quality (Parasuraman et al, 1985; 

Iraqi, 2006) 
 Value perception toward price paid (Tourism 

Queensland, 2006) 

2. Safety 
performance  

2.1 Safety and 
security on shore  

 Security and safety (ASEAN, 2002; Ontario Ministry of Tourism, 2006; 
PATA, 2011) 

 Safe and secure port facility (Bayley, 2009; Tan, 2009) 
 Security (Tourism Queensland, 2006) 
 Safety (Gibson, 2012)  
 Security (Cruise Gateway North Sea, 2012) 
 Safety and comfort (Busby & O’Neill, 2013) 

 Safe and secure environment (Lekakou et al., 
2009)  

 2.2 Health and 
sanitation 

 Food and beverage hygiene (Gibson, 2006) 
 Health focus (WGL, 2002; Gibson, 2006; Dowling, 2006; Honey & Krantz, 

2007)  
 Quality of health service at the destination (European Commission, 2003) 

 Quality of health service (European 
Commission, 2003) 

 Food and beverage hygiene standards 
(Gibson, 2006) 

 2.3 Cleanliness  Clean port (Tan, 2009) 
 Destination cleanliness (Gibson, 2006)  

 

 2.4 Emergency plan  Reaction to hazards and risks (UNEF, 2008; London, 2010) 
 Best practice framework for risk prevention (Pizam et al., 2004)  
 Maritime awareness (Bateman, 2010) 
 Best practices for safety (Tarlow et al., 2012) 
 Availability of communication tools/system and emergency plan and 

response (ASEAN, 2013) 

 Trained staff (PIzam et al., 2004; Tarlow et 
al., 2012) 

 Best practice frame (PIzam et al., 2004; 
Tarlow et al., 2012)  

 Preparedness (Bateman, 2010) 
 Good tools and quick response for emergency 

plans (ASEAN, 2013) 
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Table 2.18  (Continued) 

 

Factors Variables  Attributes  Criteria 

3. Port 

conditions 

3.1 Connectivity   Routing and networking (ASEAN, 2002) 

 Proximity to destination  (TEC inc, 2007) 

 Marine access (TEC inc, 2007; Merk, 2010) 

 Port in intermodal transport chains (Lekakou et al., 2009, 2010) 

 Distance between ports (London, 2010b) 

 Proximity to other ports of call (PATA, 2011) 

 Connectivity between ports (Merk, 2010; Busby & O’Neill, 2013; Rodrigue 

& Notteboom, 2013) 

 Proximity to various ports (ASEAN, 2002; 

Cruise Gateway North Sea, 2012) 

 Distance between ports (Merk, 2010; London, 

2010b; PATA, 2011; Busby & O’Neill, 2013) 

 Nautical access (Merk, 2010) 

 3.2 Accessibility  Distance from large demand countries (ASEAN, 2002)  

 Proximity to market of cruise passengers (Lekakou et al., 2009, 2010; 

Rodrigue & Notteboom, 2013) 

 Land transport (ASEAN, 2002) 

 Distance between berth and downtown and other tourist destinations  

(Tourism Queensland, 2006; Ontario Ministry of Tourism, 2006)) 

 Accessibility of the destination or region (European Commission, 2009) 

 Accessible port of call (Tan, 2009; Scraft, 2011; Cam, 2011; PATA, 2011) 

 Dock proximity to city center (Tan, 2009; Scarft, 2011) 

 Shuttle service to city center (Tan, 2009) 

 Easy access to destinations (Gibson, 2012) 

 Proximity to main attractions (Cruise Gateway North Sea, 2012) 

 Land side accessibility (Tongzon & Heng, 2013) 

 Logistic interaction (Gibson, 2006)  

 Convenient access for shopping (Ontario Ministry of Tourism, 2006) 

 Adequate directional signage to the site (ASEAN, 2013) 

 Appropriate and sufficient access to the site (ASEAN, 2013) 

 Proximity of berth to main attraction 

(Tourism Queensland, 2006; Tan, 2009; 

Scarft, 2011; Cruise Gateway North Sea, 

2012; Gibson, 2012) 

 Easy access to main attraction (Gibson, 

2012:ASEAN, 2013) 

 Logistic interaction (Gibson, 2006; Rodrigue 

& Notteboom, 2013) 

 Convenience (Ontario Ministry of Tourism, 

2006) 

 Adequate directional signage (ASEAN, 2013) 

 3.3 Port facility  Adequate facilities (Tourism Queensland, 2006) 

 Parking facility  (Tourism Queensland, 2006) 

 Cruise facility (TEC inc, 2007) 

 Level of port facility (European Commission, 2009) 

 Arrival area for passengers (Ontario Ministry of Tourism, 2006) 

 Port facility (PATA, 2011) 

 Adequacy (Tourism Queensland, 2006) 
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Table 2.18  (Continued) 

 

Factors Variables  Attributes  Criteria 

 3.4 Port characteristic  Capability to handle large cruise ships (Tan, 2009; Bayley, 2009) 

 Capability to handle volume (Tan, 2009) 

 Capacity for mega cruise ships (Gibson, 2012) 

 Physical capacity of port to accept cruise ships (Busby & O’Neill, 2013) 

 Fleet attractiveness (ASEAN, 2002)  

 Enough water and air depth in berth (ASEAN, 2002; Ontario Ministry of 

Tourism, 2006)) 

 Deep navigation channel (Tongzon & Heng, 2013) 

 Enough parking bays (ASEAN, 2002) 

 Technical characteristics  (Tourism Queensland, 2006) 

 Geographic location (TEC inc, 2007; Magala & Sammons, 2008; PATA, 

2011) 

 Reputation of port of call (TEC inc, 2007) 

 Tourist attractiveness of the destination or region (European Commission, 

2009) 

 Natural port characteristics (Lekakou et al., 2009, 2010; Merk et al., 2011) 

 Attractiveness of neighboring areas (Lekakou et al., 2009, 2010) 

 Port competitiveness (Lekakou et al., 2009, 2010) 

 Interestingly decorated port (Tan, 2009) 

 Special destinations and cruises (WTO, 2010) 

 Geographic location of the main target (PATA, 2011) 

 Perennial (Rodrigue & Notteboom, 2012) 

 Interest of the port (Gibson, 2012) 

 Port characteristics (Berth, deep draft) (Gibson, 2012) 

 Port quality (Cruise Gateway North Sea, 2012) 

 Destination appeal (TEC inc, 2007) 

 Protection from weather conditions (Lekakou et al., 2009) 

 Traffic conditions (London, 2010) 

 Port depth to accommodate large sized cruise 

ships (Merk, 2010) 

 3.5 Climate and sea 

conditions 

 Climate and sea conditions (ASEAN, 2002) 

 Climate and weather patterns (Dowling, 2006) 

 Seasonal (Rodrigue & Notteboom, 2012) 

 Perfect weather year round / warm weather destination (Gibson, 2012) 

 Weather and seasonality (UNWTO, 2012) 

 Warm weather (Gibson, 2012) 

 Smooth sea (Dowling, 2006) 

 Suitable weather (UNWTO, 2012) 
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Table 2.18  (Continued) 

 

Factors Variables  Attributes  Criteria 

 3.6 Port management  Professional port services (Tan, 2009) 

 Aid to night navigation (ASEAN, 2002) 

 A warm welcome and memorable farewell (Tourism Queensland, 2006) 

 Port information  (Tourism Queensland, 2006) 

 Visitor information center near dock (Tan, 2009) 

 Port of call operations potential (TEC inc, 2007) 

 Efficiency of port of call management (Magala & Sammons, 2008) 

 Capability of setting up long-time business relations (Lekakou et al., 2009, 

2010) 

 Response to the peculiar needs of the cruise company  (Lekakou et al., 

2009, 2010) 

 Port efficiency (Lekakou et al., 2009, 2010) 

 Separate staging areas for cars, taxis and buses (Tan, 2009) 

 Coincide with available free time (WTO, 2010) 

 Comfort (WTO, 2010) 

 Port operations efficiency level (Tongzon & Heng, 2013) 

 Reliable berth system (Cruise Gateway North 

Sea, 2012)  

 Quick response (Lekakou et al., 2009) 

 3.7 Port 

infrastructure  

 Infrastructure (Cam, 2011; ASEAN, 2002; European Commission, 2009; 

Wentworth, 2010) 

 Passenger terminal (ASEAN, 2002; Lekakou et al., 2009; Rodrigue & 

Notteboom, 2013)  

 Dedicated berth (ASEAN, 2002) 

 Port infrastructure (Lekakou et al., 2009, 2010) 

 Provisioning infrastructure (Tan, 2009) 

 Cruise terminal with state-of-art facility (PATA, 2011; Gibson, 2012) 

 Infrastructure (Cruise Gateway North Sea, 2012) 

 Dockage and gangway (Ontario Ministry of Tourism, 2006) 

 Appropriate capacity (Lekakou et al., 2009; 

Rodrigue & Notteboom, 2013)  

 Adequacy (Tourism Queensland, 2006) 

 Advanced (Regmi, 2009)  

4. Political 

condition, 

tourism 

policy and 

regulatory 

4.1 Immigration 

formality  

 Permanent custom office at port (ASEAN, 2002) 

 Permanent immigration office at port (ASEAN, 2002) 

 Quick immigration procedure  (Tourism Queensland, 2006; Ontario 

Ministry of Tourism, 2006)) 

 Visa requirement (Tan, 2009) 

 Immigration formality (PATA, 2011) 

 Relaxing immigration procedure (Singh, 

2012) 

 Quick and easy procedure (Tourism 

Queensland, 2006) 

 4.2 Political stability  Political conditions and regulatory framework (Lekakou et al., 2009, 2010) 

 Political stability (Cruise Gateway North Sea, 2012) 

 Political instability lower number of tourist arrivals (WGL, 2002)  

 Peace, stability (Lekakou et al, 2009) 
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Table 2.18  (Continued) 

 

Factors Variables  Attributes  Criteria 

 4.3 National cruise 

policy 

 General cruise line appeal (TEC inc, 2007) 

 Competitive pricing (Tan, 2009) 

 Reasonable cost structure (Tan, 2009) 

 Financial return to cruise line (London, 2010b) 

 Port charges (Scarft, 2011) 

 Repositioning (Rodrigue & Notteboom, 2012) 

 Differentiation (Gibson, 2012)  

 Flexibility (Cruise Gateway North Sea, 2012) 

 Professionalism (Cruise Gateway North Sea, 2012) 

 Existence of head taxes (Busby & O’Neill, 2013) 

 Port selection preferences of shipper (Tongzon & Heng, 2013) 

 Adaptability to changing market environment (Tongzon & Heng, 2013) 

 Government calls for cooperation from all concerns to monitor and analyze 

cruise tourism (Simpson & Gossling & Scott, 2008) 

 Plan for financial contribution from cruise tourism (Barbados, 2001) 

 Promote cruise tourism (WTTC, 2004) 

 Cruise customer oriented strategy (Tongzon, 2008) 

 Incentives to cruise companies in order to start homeport operations 

(Lekakou et al., 2009) 

 National cruise policy (Lekakou et al., 2009) 

 Regulation and framework (WGL, 2002; Lekakou et al., 2009) 

 Competitiveness (Tan, 2009) 

 Long term plan  

 Contribution from cruise tourism  

 Quality of the destination (Lekakou et al., 

2009)  

 Destination development  

 Differentiation of the destination 

 Fast and effective decision making 

 Sustainability (Tongzon, 2008) 

 Proactive strategy (Lekakou et al., 2009)  

 Flexibility (Anable & Gatersleben, 2005; 

Cruise Gateway North Sea, 2012) 

 4.4 Collaboration of 

stakeholders 

 Involvement of relevant stakeholders (Tongzon & Heng, 2005) 

 Organization, communication and co-operation (Tourism Queensland, 

2006) 

 Fully integrated functions among the stakeholders (Magala & Sammons, 

2008) 

 Reliability (Tongzon & Heng, 2013) 

 Reliability of stakeholder (Magala & Sammons, 2008) 

 Partnership with government and private industry (Tan, 2009; Bayley, 

2009) 

 Vision of the whole by stakeholder 

 Role and accountability of each stakeholder  

 Reliability of each stakeholder  

 Diverse set of participation (Stange & Brown, 

2012) 

 4.5 Social acceptance  Social acceptance (ASEAN, 2002) 

 Community acceptance (Pavlic, 2013) 

 Local hospitality (Tourism Queensland, 2006) 

 Comfortable locals  (Tourism Queensland, 2006) 

 Quality of life of the locals (Pavlic, 2013) 

 Contribution of cruise tourism to community 

(ASEAN, 2002; Pavlic, 2013) 

 Impact toward community (Pavlic, 2013) 

 Reaction of the community (Pavlic, 2013) 
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2.3.2.1 Tourisms Products and Services  

Tourism products and services are fundamental elements appealing the 

tourist to visit a destination (Gibson, 2006). Tourism products are defined as natural, 

cultural (ASEAN, 2002), historical resources, adventure, cuisine, shopping (Tan, 

2009), tourist facilities, amenities, accommodations (Port-Net, 2007; Tan, 2009), 

restaurants (Eraqi, 2006) and activities (TEC Inc, 2007). While tourism service refers 

to hospitality, a warm welcome (Tourism Queensland, 2006), professionalism from 

the provider (Port-Net, 2007), flexibility (Cruise Gatewat North Sea, 2012), comfort 

(WTO, 2010), safety (ASEAN, 2002; Gibson, 2006), and quality (Malaga & 

Sammons, 2008). All of the combined resources and services highlight the dominant 

features of the destination (Iraqi, 2006).  

 Quality is one of the criteria to measure tourism products and services 

(Port-Net, 2007; Magala & Sammons, 2008; Tan, 2009; London, 2010b).  Quality in 

service business has two dimensions. The static dimension refers to the expectation of 

the customers that can be changed over time while the dynamic dimension occurs 

during the service process and offers an opportunity for customers to be satisfied by 

extra attempts from the service provider (Iraqi, 2006).  In addition, punctuality of the 

product and service delivery leads to customer satisfaction. The outcome of customer 

satisfaction is loyalty toward that particular product and service.  High quality is 

rewarded with repeated visits to the destination and higher revenues (Moore et al., 

1998).  

  Many studies of cruise tourism (ASEAN, 2002; Tongzon & Heng, 

2005; Tourism Queensland, 2006; Tan, 2009; WTO, 2010; Busby & O’Neill, 2013) 

affirm that a factor that attracts cruise passengers is tourism products and services at 

port. The characteristics of tourism products should be diverse (Davidoff & Davidoff, 

1994; Tourism Queensland, 2006; Port-Net, 2007; Gibson, 2012; Cruise Gateway 

North Sea, 2012; Tongzon & Heng, 2013), unique (Port-Net, 2007; WTO, 2010), 

good value for money (Tan, 2009; Cruise Gateway North Sea, 2012; Brida, et al., 

2012; Busby & O’Neill, 2013), attractive (Gibson, 2006), authentic (Iraqi, 2006), 

suitable to the target (Gibson, 2006; Port-Net, 2007), innovative (Port-Net, 2007), 

personalized (Port-Net, 2007; Tan, 2009), and differentiated (Tongzon & Heng, 2005; 

Gibson, 2012).  Elements of tourism service delivered to exceed cruise passengers’ 
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expectation are hospitality (Port-Net, 2007), professionalism of service providers 

(Tan, 2009), fully integrated functions (Magala & Sammons, 2008).  Delivering these 

elements result in satisfaction, valued experience, reliability (Magala & Sammons 

2008; Tongzon & Heng, 2013), reputation of the port (TEC inc, 2007), higher number 

of calls and cruise passengers and most importantly profit to the port itself (Brida, et 

al., 2012; Palvic, 2013). As aforementioned, Figure 2.10 shows the relations of 

stakeholders involved in itinerary planning when offering tourism products and 

services to cruise passengers during a visit to port. 

2.3.2.2 Tourism Attraction 

Tourism attraction is the fundamental element that attracts tourists to 

visit the destination (Lew, 1987: WTO, 2007) and to choose the destination over 

others (Vengesayi, 2003). The attractiveness of a destination reflects the expression 

and opinion of the tourist toward the destination using satisfaction as a tool of 

measurement.  The more a destination delivers satisfaction to tourists, the more 

attractive it is perceived (Vengesayi, 2003).  In essence, tourist attractions consist of 

all the elements of a “non-home” place that draws discretionary travelers away from 

their homes. They usually include landscapes to observe, activities to participate in, 

and experiences to remember (Lew, 1987: 554). 

Many studies categorize tourism attraction into various types under 

different criteria. Chhetri and Arrowsmith (2008) classifies the features as nature-

based, recreation-based, cultural and/or historic-based and infrastructure-based 

opportunities. Blasco et al (2010) divides the attractions into culture-based, active 

tourism, ski, nature-based, itineraries, leisure, wellness and infrastructure-based 

opportunities. Valldepérez (2013) categorizes them into nature-based attractions, 

culture-based attractions, active tourism attractions, leisure/entertainment attractions, 

spa & wellness attractions, and sun & beach attractions. Vengesayi (2003) categorizes 

attractions into five main groups: cultural, natural, events, recreation, and 

entertainment. The Ministry of Hotels and Tourism (2013) also divides them into five 

groups: cultural and creative tourism, nature based activities, adventure and 

experimental tourism, cruise tourism and yachting, and MICE tourism.  
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1. Regional tourism organization 

2. Port authority  

3. Shipping agent 

4. Chamber of commerce  

Regional Cruise Committee 

1. Tourism Authority of Thailand 

2. Sport and Tourism Department 

3. Local authority  

4. Custom Department 

5. Immigration Department 

6. Marine Department 

7. Quarantine  

Industry and Government Groups 

1. Provide destination information on what is new and 

what has been successful in the past 

2. Propose specific tour and activities programs  

3. Manage shore excursion logistics 

4. May handle passenger exchanges 

 Ground Handling/Tour Operator 
1. Commence planning 2-3 years before 

planned call 

2. Decision making keys: 

- Distance between destination 

- Attraction of destination 

- Access to destination 

- Infrastructure  

- Possible passenger feedback 

3. Set an itinerary 

4. Set a shore program and sell it to 

passengers either at booking or 

onboard 

5. Bring passengers to the destination.  

 Cruise Line 

1. Provide port and logistical information relating to 

berth/anchorage 

2. Make bookings for berth/anchorage and support 

services (ie., Customs, Quarantine) 

3. Provide logistical support during calls (ie., security, 

supplies, bunkers, etc.) 

 

Ship’s Agent 

1. Provide a “meet and greet”     2. Provide visitor information     3. Interact with passengers 

4. Provide destination experiences    5. Provide activities/experiences for FIT passengers 

Destination 

Figure 2.10 Itinerary Planning Relationship 

Source:  Adapted from Tourism Queensland, 2006. 
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WTO (2007) argues that apart from tangible aspects, tourist attractions 

can be defined by uniqueness, emotion, and experience. However, Goeldner et al. 

(2000) and Iliachenko (2005) apply the features, characteristics and activities of the 

attraction to simply categorize the type of tourist attraction.  

1) Nature based attraction: It is the most basic concept of a 

tourist destination focusing on islands, beaches, mountains, marine, waterfalls, jungles 

and others. Among international tourists, the largest share, aged at 25-34 years, 

account 22%, followed by 55-64 year olds at 19%, 45-54 year olds at 18% and 35-44 

year olds at 16% (Ministry of Tourism New Zealand, 2009).  From this study, it is 

found that nature based attractions attract mainly younger generations at the range of 

age from 25-64. It is consistent with cruise passengers that tend to be younger.  

2) Cultural based attraction: It is a value added product that 

attracts tourists by using societal norms, architecture, art, music, gastronomy, way of 

life, and local costumes.  

3) Historical based attraction: It is a destination heritage that 

shows its civilization and brand. Temples, museums, old buildings, and monuments 

attract tourist to visit the destination.  

4) Man-made attraction: It is mainly a recreational attraction 

built in order to fulfill the target market. Theme parks, amusement parks, zoos and 

shopping arcades are examples of this particular attraction.   

In the perspective of cruise tourism, there are several factors that attract 

the customers to cruise. Cruise ships and cruise itineraries are widely used as a 

primary tool to pique the interest of cruise passengers (TEC Inc, 2007). To create an 

itinerary effectively, tourist attractions at port should be diverse. Paris (2006) insists 

that mainly historical and cultural based attractions fulfill the cruise passengers’ 

expectation. Moreover, quality of tourist products as well as appealing destinations 

(TEC Inc, 2007) are considered to satisfy the needs and expectations of passengers 

(European Commission, 2003) while authentic tourist attractions give the port a 

competitive advantage (Valldepérez, 2013). Authenticity is culturally emphasized as 

making the product distinct from others in meeting the consumer’s expectation (Iraqi, 

2006).  
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ASEAN Cruise Development supported that most ASEAN countries are 

endowed with wonderful resources such as beaches, islands, marine life, world class 

resorts and rich cultures (PATA, 2011). Phuket is known among travelers as a dream 

destination due to its natural beauty. The majority of cruise passengers gave 

precedence to activities and hospitality at the port rather than facilities and 

infrastructure. In fact, human resource is a meaningful success factor. However, 

finding the right people to staff each task remains a challenge (Veronneau & Roy, 

2008). 

2.3.2.3 Tourism Activity  

Tourism activity is a very important element in the tourism business 

(European Commission, 2003). Many scholars define leisure activity as the following: 

Activity that is apart from the obligations of work, family and society.  It refers to 

relaxation, diversion, free practice of the creative capacity as well as broadening 

knowledge and spontaneous social participation (Gist, & Fava, 1964: 411; Dumazedier, 

1974: 133; Kaplan, 1975).   

It is an opportunity to engage in both active and passive actions that are 

not required by daily necessities (Neumeyer & Neumeyer, 1958). John (1986) refers 

recreation as experiences and activities chosen and pursued by the individual during 

free time. Recreation consists of an activity or experience, usually chosen voluntarily 

by the participant, either because of the immediate satisfaction to be derived from it, 

or because some personal or social values may be achieved. It is carried out during 

leisure time, and has no work connotations, such as socializing for promotion in a job. 

It is usually enjoyable and when it is carried out as part of organized or community 

services, it is designed to meet constructive and socially worthwhile goals of the 

individual participant, the group and society at large (Kraus, 1966: 7). It may, also be 

perceived as the process of participation, or as the emotional state derived from 

involvement (Kraus, 1978: 37).   

Recreation can be viewed as personal experience and activities 

(Torkildsen, 1986). Recreation is an act or experience, selected by the individual 

during his leisure time, to meet a personal want or desire, primarily for his own 

satisfaction (Yukic, 1970: 5). 
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Since the average age of the passenger tends to be younger, more of 

them are interested in activities and adventure (Ontario Ministry of Tourism, 2006).  

More diverse and active activities are required to fulfill different markets (European 

Commission, 2003). Ontario Ministry of Tourism (2006) summarizes the type of 

shore excursion activities that are in greater demand;  

1) Active tours (e.g., kayaking, cycling, horse riding, walking 

tours, scuba diving, rafting, camping, elephant trekking). These types of tours tend to 

be popular but the price of tour is high due to the equipment cost and limited carrying 

capacity. 

2) Tours involving special natural features (e.g., wildlife, 

icebergs, and glaciers in Alaska) or unique cultural experiences (e.g., entertainment, 

food, history, archeology). 

3) Tours that involve food and wine, and learning about local 

products. This will be a niche product mainly for high end markets.   

4) Tours that include interaction with local people and their 

culture (e.g., storytelling, music, food). These kinds of activities tend to be demanded 

especially by experienced cruisers.   

5) Tours that incorporate local history, with a well-qualified and 

knowledgeable guide.   

6) Tours that are unique and offer something exclusive.  

Exclusive tours are proposed more for small scale cruise ships.  

 In conclusion from all studies, the tourism activities at destination or 

port is one of the most vital factors to attract a cruise line in selecting the port as a part 

of the itinerary. The tourist activities at port should have important characteristics and 

represent the port of call. Hence the activities should be attractive, a good value, 

diverse, differentiated, unique, rare, and relaxed. Most importantly, experiences from 

the activity are required by current cruise passengers who have different needs and 

demands with high expectations. The ultimate goal of activities is to deliver the 

highest satisfaction possible to passengers.  

2.3.2.4 Tourism Amenities 

A tourism destination requires a well planned development in various 

aspects for promotion (Singh, 2012) in order to provide comfort and convenience for 
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tourists. Amenity is one of the basic elements for tourism development. Wide ranges 

of services and facilities extended to tourists at the destination are a must. Tourism 

amenity refers to utilities, public transport, roads, recreational facilities, restrooms, 

parking lots, post offices, money exchanges, information service, internet, wireless 

service, telecommunication systems, electricity systems, and water supply (WTO, 

2007; London, 2010; Singh, 2012). All of these should be improved by the 

government sector that is fully responsible for strategic plan formulation and 

implementation (Singh, 2012). On a cruise ship, certain amenities (e.g., Internet 

access, ship to shore telephones) are extremely expensive. The cruise passengers 

expect these kinds of amenities to be provided at reasonable rates, once they are at 

port. Therefore, sufficient, accessible and affordable facilities are required within or at 

least close to the port area (London, 2010).  

2.3.2.5 Service Providers 

Tourism is a labor intensive and interactive industry (WTO, 2007; 

UNEF, 2008). Hence, it requires a well-trained labor force to deliver services.  In the 

tourism business, human resources or service providers are the linkages between the 

tourists and tourism products. The diversity of tourism activities is indicative of the 

range of knowledge, skills, and attributes needed by workers and employees of 

tourism-related industries, professions, and government agencies (Ministry of Hotels 

and Tourism, 2013: 18).  

Research about services had been introduced almost five decades ago in 

order to improve service in business and define service as different from physical 

products (Baida et al., 2003). Gronroos (2001) refers to service as an activity that 

takes place in interaction between a customer and service staff or a physical resource 

of the service provider. A service provider is defined by OCR (2010) as staff on the 

premises available to provide some services. 

In circumstance of cruises, it is the cruise passenger’s satisfaction that is 

the key success factor (Gibson, 2006; Vaggelas & Lagoudis, 2010). Most studies 

focus on four dimensions to increase cruise passenger satisfaction which are the ship 

itself, the time of the cruise, the itinerary and the booking process. Vaggelas & 

Lagoudis (2010) argue that no one focuses on supply chain in the cruise industry, 

which is one of the success factors. However, it is hardly found any studies that focus 

on the service staff who are involved throughout the whole chain.  
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When focusing a port of call to deliver service to the customer, several 

service providers are involved in the chain because high quality of service required 

(Tongzon & Heng, 2005; Magala & Sammons, 2008). Service providers at port of call 

mainly focus on the front line staff (e.g., tourist guides, drivers, sales staff, waiters) 

while other staff (e.g., the port authority, security officers, ship agent officers, tour 

operators) who work behind the scenes were already discussed in other sections. 

Several studies have already examined the characteristics that cruise passengers 

require from their service provider. Friendliness (Tourism Queensland, 2006), warm 

hospitality (Tourism Queensland, 2006), enthusiasm (Tan, 2009), quality (Iraqi, 2006; 

Cruise Gateway North Sea, 2012), long experience (Port-Net, 2007), good training 

(Ontario Ministry of Tourism, 2006), language skills (Ontario Ministry of Tourism, 

2006), professionalism (Gibson, 2012) and flexibility (Gibson, 2006) are top 

requirements of the service providers for cruise tourism.  In addition, the quantity of 

service providers is also discussed (Cruise Gateway North Sea, 2012) as the cruise 

tourism has rapidly grown.    

2.3.2.6 Shore Excursion Management 

A shore excursion agent is a tour operator that sells accommodation, 

activities and transfers in a combined all-inclusive package and offers service to the 

customers (USAID, 2007: 5). Shore excursion is a vital part of the cruise experience 

for cruise passengers and it is very important for the cruise line.  For cruise 

passengers, it offers a great opportunity to explore the destination through various 

excursion programs (e.g., sightseeing, culture, history, nature and adventure). Today, 

a shore excursion itinerary tends to be combined from various activities to cover the 

diverse needs of the many groups of cruise passengers. Cruise lines select ports based 

on diverse, differentiated and unique shore excursions (Ontario Ministry of Tourism, 

2006). 

For the cruise lines, the shore excursion experiences available are a 

factor in making itinerary decisions and selecting ports of call. It is the shore 

excursions that differentiate the port and provide the diversity and uniqueness of 

experience that passengers are seeking. With an increasingly competitive marketplace, 

and demand from passengers for new destinations and for something different, the 

market appeal of a port has become one of the main considerations in selecting ports 

of call (Gibson, 2006; Ontario Ministry of Tourism, 2006). 
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A cruise itinerary is carefully designed in selecting a port of call to 

attract the prospective customers and need to be appropriate to the target group’s 

preferences and expectations, as distinctive shore excursions at port are a highlight of 

the cruise experience. The shore excursion is a vital part, generating revenue for the 

cruise lines (Gibson, 2006). Port-Net (2007) affirms that 98% of the cruise passengers 

visit the port of call.  45-50% of all disembarked passengers purchase the shore 

excursion sold by the ship and operated by the officially appointed local tour 

operators. To offer shore excursions to reach or exceed the expectations of tour 

participants with diverse needs, activities need to be innovative, diverse, or even 

personalized (Ontario Ministry of Tourism, 2006). Natural and cultural tourist 

attractions are the main ingredients of a port of call. In general, the basic attributes of 

a shore excursion required by cruise passengers and cruise lines are as shown in table 

2.19.  

 

Table 2.19  Attributes of Shore Excursions Management at Port of Call 

 

Authors Attributes of Shore Excursions Management at Port of Call 

Port-Net, 2007 1. Expanded cultural tour 

2. Innovative tour program 

3. Diverse activities and attractions for different target groups 

4. Distinctive tour itinerary  

5. Personalized tour program 

6. Combination of nature and history tour 

7. Unique and exclusive program 

8. Experienced staff 

9. Flexible, personal itinerary designed by passenger 

10. Special interest tour  

Gibson, 2006 1. Tour designed to satisfy passengers’ demographic profile 

2. Enhance cruise image and brand 

3. Tour itinerary that fits ship’s timetable 

4. Logistics interaction  

5. Health, safety and security 

6. Understand expectation of passengers 

7. Fulfill individual differences 

Ontario Ministry of 

Tourism, 2006 

1. Active and adventurous tours are becoming more popular 

2. Unique tour characteristics 

3. Differentiation  

4. Diverse tour program 

5. Experienced staff  

6. Various tours for all target groups 

7. Quality of tour program  

8. Satisfaction of cruise passenger is the main concern 

9. Represent the port of call 

 

Source:  Gibson, 2006; Ontario Ministry of Tourism, 2006; Port-Net, 2007. 
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As the shore excursions recognize the critical link between cruise ships 

and destinations (Gibson, 2006), the tour design is an important process affecting the 

quality of shore excursion operations and management. Tour operators at destination 

are to design the shore excursions according to the information of cruise passengers, 

calling duration, cruise brands (Port-Net, 2007). After a tour proposal is designed, it 

will be verified before appointing a shore excursion agent. The other factor affecting 

the quality of a tour proposal is the collaboration among relevant parties (Gibson, 

2006) from ship-side and shore-side. Each sector takes accountability to offer the 

shore excursion as a great experience for cruise passenger. 

The shore excursion is one of the best opportunities to reflect the 

attractiveness of the port.  The shore excursion should be well managed, diverse, 

interesting, varied and appropriate for a wide range of cruise passengers.  In addition, 

the cost of the tour and the staff involved in shore excursion management is a 

sensitive point to consider (London, 2010). In addition, operators need a good 

understanding of the motivation, needs, and expectations of their target passengers 

(Ontario Ministry of Tourism, 2006).  

A tour operator or shore excursion agent is a tourism specialist who 

designs and proposes suitable tours which combine tourism attraction, activity, 

service, and activities into a single package. Shore excursion programs should be well 

designed to respond to the interests and characteristics of the passengers, and offer 

unique and memorable experiences (Ontario Ministry of Tourism, 2006).  

Approximately one to two years before the scheduled visit, the shore excursion agent 

is invited by the cruise lines to create and propose tours for approval. Tours are sold 

online or onboard prior to the ship’s arrival at port. In addition, it arranges any 

requirements such as transport rental, catering arrangements and support to be able to 

ensure that cruise passengers have a good experience. During the ship call, it acts as a 

coordinator between cruise ships, suppliers, guides and drivers to ensure that 

operations go well. Apart from quality of shore excursion, the shore excursion agent 

should negotiate rates from tour suppliers. A shore excursion agent is also responsible 

for the turnaround operations, such as handling disembarkation and embarkation 

formalities at turnaround ports and transferring passengers to and from the airport, 

hotels or other modes of transport (Tourism Queensland, 2006). 
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 Before the shore excursion is designed, the tour operator should get 

ideas about what kind of excursions to offer. It is critical to understand the cruise 

passengers’ needs and the position of the cruise line. When designing a shore 

excursion, the tour operator should work closely with the local suppliers and analyze 

the tour design. Relevant information is required to identify and create some optional 

concepts for shore excursions. Price is also determined, since the cruise line considers 

it before selecting a shore excursion agent. Data collection and feedback from cruise 

lines are useful for shore excursion design as shown in figure 2.11 (Ontario Ministry 

of Tourism, 2006). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.11  Concepts of Shore Excursion Development  

Source:  Adapted from Ontario Ministry of Tourism, 2006. 

 

2.3.2.7 Value for Money  

Perceived value is defined as the consumer’s overall assessment of the 

utility of a product based on the perceptions of what is received and what is given 

(Zeithaml, 1988: 14). The significance of value is identified as four aspects; 1) value 

is low price, 2) value is whatever one wants in a product, 3) value is the quality that 

the consumers receive for the price paid and 4) value is what the consumers get for 

what they give (Zeithaml, 1988; Dowling, 2006).    

Understand the cruise line and 

passengers’ needs 

Identify the resources you 

have to work with 

Access constraints 

Obtain the information from 

suppliers 

Develop the concepts and key 

details for shore excursion 

Present concepts to cruise line 

Select preferred excursions 

Detailed planning 
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Value for money is a quality of the product and service perceived by the 

user.  It is a judgment between the quality of a product or service and the price. To 

perceive value for money, a level of satisfaction and loyalty from the customer toward 

the brand is used for measurement (European Commission, 2003). As the cruise lines 

have designed shorter cruise itineraries to suit the new target, the price of the cruise 

package is relatively inexpensive and offers value for money in order to provide the 

opportunity for the new customers to experience a cruise (Dowling, 2006). Value for 

money is not concerned only with the measurement of quality of products and 

services against the cost that customer pay, but it is concerned more with the 

sensations received (USAID, 2007). In this regard, the port has to deliver products 

and services at a greater value than competitors. 

CLIA (2013) has surveyed the purpose of cruising and found that value 

of money was ranked as the top reason while WTO (2010) states that cruise packages 

fit the new shifted demand. It offers a great experience using “value for time” as a 

concept which links to a lower price of the overall package. Then, value is defined by 

WTO (2010) as a value for time and money spent as a judgment. Other studies (Paris, 

2006; TEC inc, 2007; Port-Net, 2007) affirm value for money as excellence in service 

and quality of experience.  

 

2.3.3 Safety Performance 

Even though cruise tourism is claimed as one of the safest modes of 

travelling (Tarlow et al., 2012), several incidents had happened that affect the 

reputation of cruise tourism in terms of safety and security. Cruise tourism involves 

complex and dangerous operations while moving cruise passengers by the sea for 

their pleasure. Meanwhile, cruise passengers set the safety and security as their 

highest concern (ASEAN, 2002; Port-Net, 2007; Gibson, 2012; Cruise Gateway 

North Sea, 2012; Baker, 2013). Under this context, most parties have set high 

requirements on improving safety and security at tourist destinations. Cruise lines 

focus not only the security but also on other aspects (e.g., hospitality, mobility, and 

accidents) (Tarlow et al., 2012) without prejudice of cruise passengers’ enjoyment 

and experience (Baker, 2013). The regulatory framework has been established by 

International Maritime Organization (IMO) to ensure the average standard has been 
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maintained to protect the safety and security of cruise passengers, crew, ships and 

the environment (Gibson, 2006; Dowling, 2006; Baker, 2013). Since the number of 

cruise passengers has increased rapidly, safety and security measures should be 

increased to prevent accidents that might occur unexpectedly.  Modern technology, 

innovation and human ingenuity have been used for improving safety and security 

(Tarlow et al., 2012; Baker, 2013). While negative news spreads within seconds, it 

takes years for reputations to recover (Tarlow et al., 2012). Cavlek (2002) sums up 

that peace, safety and security are fundamental needs for destination attractiveness 

and competitiveness. The destination itself is unable to compete if it is deemed 

unsafe.    

Safety should be a primary requirement for growth, attractiveness and 

competitiveness of tourism destinations (Dowling, 2006). Without safety, destinations 

cannot successfully compete to generate markets as potential tourists will not want 

to visit a place that they perceive as unsafe. From various studies, the risks 

affecting cruise tourism and port of call management are summarized in table 2.20. 

2.3.3.1   Safety and Security 

The safety and security of ports is a subject of continuing focus. Safety 

and security at the destination is so important in the tourism business that tourists 

always use it as a criterion when selecting destinations (European Commission, 

2003). Intensively, safety is an important issue discussed in cruise tourism 

(Association of Southeast Asian Nations, 2002) as cruising cruise is concerned with 

travelling at sea as well as at shore side. Gibson (2006) affirms that the best practice 

of safety and security (Tarlow et al., 2012) at international standard level framed by 

International Maritime Organization is strictly required for cruise tourism (Gibson, 

2006). The main aspects of cruise safety and security are to guard against accidents 

and direct threats (Dowling, 2006).  

It is not the sole responsibility of ships to focus on safety. The 

integration among all concerned parties from ship and shore side is essential. Safety 

and security is the most important consideration for both cruise liners and cruise 

passengers. From cruise liners’ perspective, they should provide the highest safety 

level for cruise passengers while cruise passengers expect the highest safety level to 

rest assured that they are safe from the beginning until the end the cruise. The cruise 
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ship and cruise passenger have confronted several problems not only on the high sea 

but also while ashore, during shore excursions (Tarlow et al., 2012).   

Currently, safety and security level in Asia-Pacific region is rated as a 

weakness for the cruise industry due to a lack of effective management, maritime 

awareness, and capacity of measurement implementation both at national and regional 

level (Bateman, 2010).  
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Table 2.20  Risks that Affect Safety Performance 

  

Risk Category Risk  Example 

1. Natural disaster  Earthquake Earthquake in Indian Ocean (WTO, 2005) 

Affected a number of cruise passenger at Chile 2010 (London, 2010) 

6.1 magnitude earthquake and landslides at Costa Rica in 2009 (London, 2010) 

  Tsunami  The 2004 Indian Ocean Tsunami (UNEF, 2008; Thavorn Thitthongkam & Walsh, 2011) 

  Flood  Flood in Thailand in 2002 (UNWTO, 2012) 

  Hurricane  Temporary delays in departures from Florida home ports during the 2004 hurricane season (ECLAC, 2005; 

Simpson & Gössling & Scott, 2008) 

Hurricane affects tourist’s safety (Becken, 2010) 

  Severe weather A high wind in Wellington Harbor caused an interrupted voyage in 2002 (London, 2010)  

A flood in Fuji in 2009 caused a tourist to become trapped (London, 2010) 

Two passengers were killed from a big wave hitting a cruise ship in the Mediterranean in 2010 (London, 

2010) 

Cruise passengers got injured from a storm in New Zealand in 2008 (London, 2010)  

Torrential rains caused mudslides in Madeira in 2010 (London, 2010) 

  Bush and forest fires HAL cancelled tours to Australian areas affected by bushfires in 2009 (London, 2010)  

Forest fire in Dunedin, New Zealand in 2010 impacted a shore excursion (London, 2010) 

2. Environment impact  Damage of coral reef Cruise visits at port has caused damage of coral reefs (Roger & Garrison, 2001). 

Sea surface temperatures causing coral reef bleaching and mortality (Simpson & Gössling & Scott, 2008) 

  Ecological instability Anchorage of cruise ships in ecological sensitive areas (Economic Commission for Latin America and the 

Caribbean (ECLAC), 2005) 

  Temperature changes  

 

Warmer winters in northern markets and warmer summers in the region may affect seasonal demand 

(Simpson & Gössling & Scott, 2008)  

3. Civil emergency   Terrorism 9/11 New York’s World Trade Center (Trelawny, 2005; Lauzon, 2005; Dowling, 2006; Tarlow, et al., 2012) 

  Tourists robbed on shore excursion on the Caribbean island of St. Kitts in November 2010 (Tarlow et al., 

2012) 

  22 cruise passengers were robbed in February 2012 in Puerto Vallarta during a tour (Tarlow et al., 2012). 

  Strike Closure of port in Phuket (Phuket Port, 2014) 

A stevedores wage dispute disrupted container ship operations for 24 hours at port of Auckland in 2008 

(London, 2010) 

  War Gulf war (Lauzon, 2005; Thavorn Thitthongkam. & Walsh, 2011) 

 

1
0
0
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Table 2.20  (Continued) 

 
Risk Category Risk  Example 

  Political turmoil Military coup in Fiji in 2007 while cruise passengers from Princess were there (London, 2010) 

A coup in Honduras caused a cruise cancellation at port (London, 2010) 

Political turmoil and coup d’etats in Thailand (Thavorn Thitthongkam. & Walsh, 2011). 

Political violence in Egypt, Israel, and Peru (Vengesayi, 2003) 

Fuji has political turmoil that obstructs the arrival of tourists (Singh, 2012) 

4. Crime  Hijack/Terrorism The Achillo Laura, a cruise ship, was hijacked in the Mediterranean in 1985 (ECLAC, 2005; London, 2010) 

Suspicious package on pier caused evacuation of a ship in Melbourne in 2009 (London, 2010) 

  Piracy Off the coast of Somalia, pirates attempted to board the Seabourn Spirit in November 2005 (ECLAC, 2005; 

London, 2010). 

Nautica cruise was fired on by pirates in Gulf of Aden in 2008 (London, 2010) 

5. Human harm  Robbery Cruise passengers robbed at destination (Baker, 2013) 

6. Accident   Ship sinking Sinking of Titanic in 1912 (Tarlow et al., 2012; Baker, 2013) 

  Ship grounding The grounding and subsequent sinking of the Costa Concordia in January 2012 resulting in the loss of life 

(Trelawny, 2005; Tarlow et al., 2012; Baker, 2013).  
  Fire onboard Carnival Splendor caught fire on the high seas in November 2010 (Tarlow et al., 2012) 

Three cruise ship fires in the first six months of 2012; Costa ship, the Allegra, was left drifting in pirate-

infested waters off the Seychelles in February after a fire in the engine room. Another fire on the Azamara 

Quest left that boat stranded in late March(Baker, 2013). 

  Cruise collision Collisions of Carnival Fantasy and Carnival Imagination in July 2011(Tarlow et al., 2012) 

  Injury  Cruise passengers got injured (King et al., 2010; Baker, 2013) 

Tourists might get personal injury from the climate (Becken, 2010) 

7. Outbreak   Norovirus  Two Florida cruise ships riddled with norovirus (Cramer et al., 2008; Tarlow et al., 2012) 

  Disease  A visit at various ports will cause a high rate of spread of disease (King et al., 2010; London, 2010). 

  Bird flu & SARS Diseases spread and affect tourism in Asia (Lauzon, 2005; Thavorn Thitthongkam. & Walsh, 2011) 

H1N1 flu in May 2009 caused several cruise ships to divert from Mexican ports (London, 2010)  

Outbreak on Pacific Dawn affected 14 passengers (London, 2010) 

8. Ship operations  Engine breakdown Costa Allegra was inoperative in February of 2012 in Indian Ocean waters (Tarlow et al., 2012) 

9. Port operations  Congestion Congestion at tourist sites and overcrowd at port (ECLAC, 2005) 

10. Economic downturn  Global economic Economical crisis affects global tourism sector (Lauzon, 2005) 

 

 

1
0
1
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Safety is measured by owners, operators, and administrators of cruise 

ships, port facilities, offshore installations, and other marine organizations.  

Measurements are made to  prevent or minimize the occurrence of mishaps or 

incidents that may be caused by substandard ships, unqualified crew, or operator 

errors. Safety is also measured on a personal scale, to protect against seizure, 

sabotage, piracy, pilferage, annoyance or surprise (Bateman, 2010: p. 9).  

Setting security levels at any particular time is the responsibility of 

contracting governments and applies to the ships and port facilities. It is essential to 

determine the relationship of ISPS security levels to the national security levels. 

The Code defines three security levels for international use (Lloyd’s Register 

Rulefinder, 2005; Trelawny, 2005; Gibson, 2006; Phuket Port, 2014):   

1) Security level 1 is when minimum appropriate protective 

security measures shall be maintained at all times.  

2) Security level 2 means that appropriate additional 

protective security measures shall be maintained for a period of time as a result of 

heightened risk of a security incident.  

3) Security level 3 means that further specific protective 

security measures shall be maintained for a limited period when a security incident 

is probable or imminent, although it may not be possible to identify the specific 

target.  

A port facility security officer is a person who is responsible to account 

for port facility security plan and works cooperatively with the company security 

officer (CSOs) and ship security officer (SSOs). All of them are trained in appropriate 

skills and certified for this particular responsibility. The scopes of their 

responsibilities are to develop, implement, revise and maintain the security plan. Port 

facility security is required to act upon the security level set by the contracting 

government. All activities shall be carried out through appropriate measures in all port 

facilities, in order to identify and take preventive measure against security incidents 

(Lloyd’s Register Rulefinder, 2005; Gibson, 2006).    

2.3.3.2  Health and Sanitation  

Availability of international-standard health services is an important 

issue for a tourist destination (European Commission, 2003; Ministry of Hotels and 
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Tourism 2013: 16), especially for cruise passengers. Cruise tourism has focused on 

health and sanitation for cruise passengers after a virus of gastrointestinal illness or 

Norovirus was firstly identified in 1972 (Gibson, 2006). Norovirus can spread easily 

in an area of massive groups, especially on a cruise ship. It can infect food and 

beverages or be spread through one-to-one contact with an infected person. Cruise 

ships have applied Vessel Sanitation Program Inspection or VSP which was 

introduced by the US Public Health Service’s Centers for Disease Control. Vessel 

Sanitation Program monitors the water, swimming pools and food to prevent this 

particular outbreak (Gibson, 2006; Cramer et al., 2008).  

As the cruise passengers visit several ports as part of their cruise trip, 

the probability of disease rises. The cruise lines have to measure the port of call on 

health and sanitation issues carefully (King et al., 2010). Many emergency cases 

occur on a cruise ship due to illness. The cruise ships have to provide treatment with 

appropriately qualified and well equipped medical personnel and procedures to avoid 

being sued by cruise passengers (King et al., 2010). Unfortunately, there is often a 

lack of control, supervision, expertise, and equipment onboard a cruise ship. With this 

result, controlling health and sanitation at port retains the same procedure to ensure all 

cruise passengers come back aboard safely.  

Refer to the shore excursion proposal manual sent to a tour operator 

when asking for shore excursion design; the cruise lines set the food and beverage 

requirement on hygiene and sanitation as their highest priority. Many cruise lines 

(e.g., Princess Cruise, Carnival, and P&O) ask the local tour operators to follow their 

hygiene requirements, regarding food and beverages when creating the tour program.  

Gibson (2006) explains the temperature of food and beverages, preparation 

procedures, and types of dishes cruise passengers are allow eating. OCR (2010: 87) 

claims that many different types of food and beverages need to be examined in a 

variety of contexts so that the candidates can fully demonstrate their knowledge and 

understanding of the requirements of the assessment objective. 

ASEAN (2013:10) sets the hygiene standard for food and beverages as 

following; 

1) Adequate air circulation and ventilation system 

2) Good smell and no rancid odor 
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3) Clean and adequate water 

4) Floor should be kept clean and dry 

5) Practice sanitation and hygiene principles 

6) Trained personnel on facility maintenance and cleanliness  

7) Customers’ suggestion box 

8) Regular maintenance of the toilet premises    

2.3.3.3  Cleanliness 

 Cleanliness is a paramount concern for all agencies associated with 

tourism (Ministry of Tourism Government of India, 2013: 2). Cleanliness of the 

destination focuses on entry and exit of public areas, recycling waste, drainage 

management, frequency of garbage collection and disposal, innovative practices, 

sewage treatment, number and level of cleanliness of public toilets (Ministry of 

Hotels and Tourism, 2013). In addition, air, and physical aspects (e.g., roads, beaches, 

tourism sites) are concerned with cleanliness. The Ministry of Tourism in India 

(2013) and Ministry of Hotel and Tourism (2013) study how to improve the overall 

cleanliness at the main tourist attractions, as it is one of the criteria in satisfying 

tourists. In the view of cruise tourism, cleanliness is one of the most important factors 

when selecting a port during the design stage of an itinerary (Tan, 2009).     

2.3.3.4  Emergency Plans 

 UNEP (2008: 6) defines emergency management as “the organization 

and management of resources and responsibilities for dealing with all aspects of 

emergencies, in particularly preparedness, response and rehabilitation”. An effective 

emergency plan seeks to minimize the loss of life, livelihood and property during an 

incident (UNEP, 2008).  

The term “Risk” is most commonly held to mean something to be 

avoided. It is associated with a probability of loss. The Disaster Risk Management is 

the probability of harmful consequences or expected losses or damage (deaths, 

injuries, properties, livelihoods, economic activities or the environment) resulting 

from interactions between natural and human-induced hazards and vulnerable 

conditions (UNEP, 2008: 16). The emergency plan and management involves four 

phases which are prevention, preparedness, response and recovery. The global cruise 

confronts crises, risks, threats and vulnerabilities (London, 2010). Risk may be 
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defined as a chance of injury, damage or loss, a dangerous chance or hazard that 

might possibly occur and result in a negative effect (Pizam et al., 2004) to relevant 

sectors in the chain. Some examples include: decreased sales due to terrorism, port 

cancellations or tour cancellations due to bad weather, inadequate port facilities for 

mega cruise ships, late embarkation caused by late air arrivals, malfunction of shore 

excursions, late arrivals at port due to traffic congestion, poor service from staff, 

hospital admittance from accidents at a port of call, or low hygiene standard.  

These risks may result in a ship revisiting the port. To prevent all kinds 

of risk, the emergency prevention framework must be planned to identify possible 

risks that might occur. An emergency plan is usually practiced by training and 

continuous improvement, to avoid or optimize future risk. All concerned parties are 

incumbent to develop a framework of best practices (Pizam et al., 2004). The 

emergency plan should be communicated to the passengers and staff so they 

understand how to act during an emergency. 

 

2.3.4 Port Conditions  

According to their use by cruise companies, cruise ports are commonly 

classified in three categories as aforementioned. The first one is that of homeports. 

These ports are the starting or ending point for a cruise, or even both points. The 

second category is the ports-of-call, which are the ports visited by a cruise ship during 

the voyage. The third category are hybrid ports, which are a blend of the previous two 

categories; these ports are the starting and ending point for some cruise itineraries but 

they also act as an intermediate point for other cruise itineraries (Lekakou, 2010). 

Port conditions are viewed by how various functions such as legal, socio-

political, and economic perspectives contribute to the port (Brida, et al., 2012; Palvic, 

2013) and how to develop the port for competitiveness (Busby & O’Neill, 2013). To 

be an outstanding port, the port authority should understand the basic requirements 

that can attract cruise lines to add the port into their cruise itinerary. Port conditions 

are the relationships of the essential elements involved in the port’s performance. 

Important elements are port infrastructure (Lekakou et al., 2009; Tan, 2009; Cruise 

Gateway North Sea, 2012), port facility (TEC inc, 2007; Lekakou et al., 2009; 

European Commission, 2009; Tan, 2009; Gibson, 2012), port characteristics (Magala 
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& Sammons, 2008; West, 2008; Lekakou et al., 2009; Gibson, 2012; Cruise Gateway 

North Sea, 2012; Busby & O’Neill, 2013), connectivity between ports (ASEAN, 

2002; TEC inc, 2007; Tan, 2009; London, 2010b), accessibility to the main attraction 

(Port-Net, 2007; European Commission, 2009; Tan, 2009; Scarft, 2011; Gibson, 

2012; Cruise Gateway North Sea, 2012;), climate, seasonality, and sea conditions 

(Gibson, 2012), as well as port management.  

Port performance can be measured by satisfaction of the cruise lines and cruise 

passengers (Tongzon & Heng, 2005), time managerial effectiveness (Tongzon & 

Heng, 2013), number of cruise calls (Busby & O’Neill, 2013), and safety and security 

to both cruise passengers and crew (Gibson, 2006; Port-Net, 2007; European 

Commission, 2009; Gibson, 2012; Busby & O’Neill, 2013; Tongzon & Heng, 2013). 

In addition, the marine operations are also involved in the measurement of the 

performance; for instance, sustainability of port, navigation aid (Tongzon & Heng, 

2013), navigation control (Tongzon & Heng, 2013), performance of the service staff 

(Tongzon & Heng, 2005; Magala & Sammons, 2008; Tan, 2009), and responsiveness 

of the port and traffic control.  

2.3.4.1 Connectivity 

Maritime connectivity is a vital factor in making a port competitive 

(Merk, 2010) as it attracts more cruise lines to deploy their fleets to that particular 

region. Ports that are closely located to each other can have the same profile of 

maritime connections (ASEAN, 2002; Merk, 2010; London, 2010b; PATA, 2011; 

Busy & O’Neill, 2013). Ports in intermodal transport chains (Lekakou et al., 2009, 

2010) and marine access (TEC inc, 2007) are often included into the cruise itinerary.  

Effective nautical access is crucial for maritime connectivity (Merk, 2010).   
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Figure 2.12  ASEAN Cruise Network Expansion Plan 

Source:  ASEAN, 2002. 

 

To compete in the ASEAN region, it is essential to expand diverse 

cruise routing to various ports in unique segments in accordance to the growing 

number of cruise passengers. There are several potential areas that can be expanded. 

The current cruise routings (figure 2.12) have used Singapore as a homeport, and visit 

various ports of call (e.g., Penang, Langkawi, Phuket, Colombo, Leam Chabang, 

Vietnam).  Some ports of call have emerged for new cruise routing (e.g., Dhaka, the 

Philippines, Surabaya), using Singapore as a homeport. In addition, the river cruises 

in Mekong River and Tonle Sap Lake are becoming better known (ASEAN, 2002). 

Noticeably, the ASEAN region has been connected with other Asian ports to create 

diverse and attractive cruise itineraries. In order to achieve the ultimate goals, 

ASEAN (2002) has set a strategic plan to attract more cruise lines to this particular 

region (e.g., create a familiarization trip for corporations and governments, develop 

travel agent sales staff, offer specially priced packages to new customers to create 

cruise travel awareness, and organize ship tours when cruise ships are at port, develop 

cruise products and marketing strategies implemented among ASEAN regional 
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operators and their alliances, and offer a variety of cruise trips that are not only 

contemporary but also premium or special). The benefits of good connectivity toward 

cruise lines are to save travelling time from port to port and to save fuel, which is a 

major fixed cost of cruise operations.    

2.3.4.2 Accessibility 

Accessibility is a chain-like phenomenon in tourism management which 

consists of a complex system of activities and services and numerous interrelationships 

(ENAT, 2007). The activities are a wide range involved in tourist travel. Before 

travelling, access to the destination is planned by searching for information in order to 

select a mode of transport (e.g., plane, car, train, bus, boat) (ENAT, 2007).  At the 

destination, accessibility is vital to travel to any activities or attractions. Furthermore, 

accessibility also takes tourists back home.  

As accessibility is a fundamentally important element, a well improved 

and developed destination should be easily accessed across all sectors by a large 

number of tourists via road, air, rail, or even cruise ship (WTO, 2007; England, 2010). 

The developing accessibility is addressed in three aspects; facilities, customer service, 

and information (England, 2010) in order to allow people to freely travel to the main 

tourist attraction (UNWTO, 2013a). Staff should have skills, knowledge and 

experience in serving people when travelling. Facilities should firmly suit the needs of 

tourists while information about accessibility must be accurate and full of details 

(England, 2010; UNWTO, 2013b). According to ASEAN (2013) accessibility 

standards at tourism sites, access should be appropriate and sufficient as well as 

providing adequate directional signage and safety.  

In addition, accessibility is a concern for disabled tourists (Ministry of 

Hotels and Tourism, 2013). There is a growing number of aging tourists predicted 

worldwide as well as many people with disabilities. Certain studies indicate that one 

billion people are disabled worldwide (UNWTO, 2013a) and over 50 million people 

are disabled in Europe (ENAT, 2007). People with disabilities should have equal 

rights and opportunities to travel (UNWTO, 2013b). Moreover, one in six people 

(15.7%) of the working population (aged 16 to 64 years) has either a longstanding 

health problem or a disability (ENAT, 2007). As a result, it is important to consider 

accessibility for this particular market. Accessibility policies in the tourism industry 

should focus not only the facility but also the serviced staff (UNWTO, 2013a).   
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In cruise perspective, accessibility focuses in particular on the 

proximity to the main attractions and town (Port-Net, 2007; TEC Inc, 2007; Lekakou 

et al., 2009; Tan, 2009; Scarft, 2011; Tongzon & Heng, 2013) in related with the 

physical appearance of the cruise passenger in delivering the highest satisfaction and 

safety. Most importantly, traffic condition at the destination is strongly considered 

(London, 2010) as the cruise ship set the limited time duration at port.  

2.3.4.3 Port Facilities 

The passenger’s first impression of the port destination is the port and 

the facilities that are available (London, 2010; OECD, 2011). Port facility is another 

factor for port selection (ASEAN, 2002; Port-Net, 2007; Lekakou et al., 2007; 

European Commission, 2009; Tan, 2009). The main service standards for port 

facilities are important to be port of call (Port-Net, 2007). Port facilities cover several 

products and services as follows (Ontario Ministry of Tourism, 2006; Port-Net, 2007; 

Lekakou et al., 2007; London, 2010; OECD, 2011; International Harbour Masters 

Association, 2014): 

1) Piloting service is extended by the port by providing the 

cruise ship pilot with tacit navigational knowledge to conduct the ship to port. 

2) Towage service provides a tug boat for moving the large ship.  

3) Security fencing is used to keep the area exclusive, for safety 

reasons.  

4) Medical facility  

5) Information center at the port area is required for cruise 

passengers to receive guidance and experience at port.  

6) Parking area at port should be available to park buses and 

taxis that serve the cruise passengers.  

7) Restaurants and cafes at the port area is mainly for crew.  

However, some passengers wish to experience the exotic local cuisine instead of 

fancy dishes.  

8) Retail in the port area can be another fun activity for crew 

and passengers.  

9) Restroom facility at port is strongly required especially when 

handling a large number of cruise passengers. A number of clean restrooms should be 

available. 
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10) Public telephones 

11) Post office 

12) Internet and wifi are in great demand for communication  

13) Exchange office to change currencies 

14) Taxi and car rental 

15) Directional signage  

2.3.4.4 Port Characteristics 

Following the trend of bigger sized cruise ships (PATA, 2011), a port 

should be large enough to accommodate (Tan, 2009) the new sizes of ships. 

Moreover, cruise tourism has grown significantly, and competition among ports 

becomes aggressive.  

Port characteristic is also a factor in selecting ports of call (AEAN, 

2002; Lekakou et al., 2009; London, 2010; PATA, 2011; Busby & O’Neill, 2013). 

Various characteristics are judged at differing levels of importance.  For instance, port 

depth is the most important characteristic and is absolutely necessary before other 

considerations (ASEAN, 2002; Lekakou et al., 2009; Tan, 2009; Merk, 2010; Gibson, 

2012; Tongzon & Heng, 2013) as it is the physical capacity of a port to accept cruise 

ships (Busby & O’Neill, 2013).  In addition, a number of parking bays is also required 

in order to accommodate several cruise ships at the same time (ASEAN, 2002).  

Ports are different according to the location and type of service that they 

provide. Ports might be in different locations (e.g., deep sea port, shallow sea port, 

inland port). The advantage of the inland port that it is closer to the destination but it 

is more limited for accessibility (OECD, 2011). The geographic location of a port 

leads it to become a hub (Tec Inc, 2007; Magala & Sammons, 2008) while others 

serve primarily as hinterland (OECD, 2011). In addition, good connections between 

ports (Port-Net, 2007; Lekakou et al., 2009; London, 2010; PATA, 2011; Busby & 

O’Neill, 2013) save the cruise lines in terms of travelling and fuel costs. Thus, land 

and maritime geography can play a role to determine the extents for port access 

(OECD, 2011). Location of a port should be proximal to the main target market 

(ASEAN, 2002; Lekakou et al., 2009; PATA, 2011) as it attracts more customers to 

partake in a cruise.  
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Apart from physical aspects of a port, high quality service is strongly 

recommended (Tongzon & Heng, 2005; Magala & Sammons, 2008; Schwartzman, 

2009). Tourist attractions should be attractive, diverse and unique (Davidoff & 

Davidoff, 1994; ASEAN, 2002). Activities can fulfill the needs of a wide range cruise 

passengers (TEC Inc, 2007; Tan, 2009). Amenities provides comfort and convenience 

(Tan, 2009). Most importantly, safety and security (ASEAN, 2002) create port 

attractiveness more than other considerations (Lekakou et al., 2009; European 

Commission, 2009) while climate and weather patterns at port are noteworthy in 

terms of cruise tourism (ASEAN, 2002; Dowling, 2006).  

In conclusion, the ultimate consideration of port characteristics is the 

overall picture that the port is able to deliver to the cruise passengers and cruise lines.  

2.3.4.5 Climate and Sea Conditions 

Seasonality must be considered by a cruise line when creating an 

itinerary (Dowling, 2006; UNWTO, 2012) because climate and weather are critical 

factors when tourists are making decisions about going on a cruise. In addition, wind 

and tides influence sea conditions that might cause hazards when entering a harbor 

(Port of Rotterdam, 2014). Climate is defined as the prevailing weather conditions 

observed as a long term average in a specific location. It drives the destination’s 

success in tourism, while the seasonality is one of the main challenges of viability 

(Becken, 2010: 2). The suitability of the destination’s climate (International Harbour 

Masters Association, 2014) is accessed from temperature, sunshine, sea conditions, 

wind chill, humidity, radiation and snow depth according to the specific destination 

characteristics. Tourism climate index (TCI) was defined by Mieczkowski (1985) as 

an assessment of climate elements relevant to the quality of tourists’ experience, or 

the level comfort the majority of the tourists feel with the climate they experience. 

The daytime comfort index, daily comfort index, precipitation, sunshine, and wind 

speed are main indices to justify the climate at destination. Becken (2010) claims that 

weather has a large impact on tourist’s enjoyment and satisfaction, as well as their 

safety.  

Inevitably, climate and weather are important when making cruise 

passengers satisfied and safe. It affects their level of satisfaction both when cruising 

and at shore. As ports of call provide attractions and activities for passengers, climate 
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and weather are important when selecting a port to include into an itinerary (ASEAN, 

2002; Gibson, 2006; Gibson, 2012). When managing a port of call, all involved 

parties should consider several aspects of climate, which many impact on tourists, as 

displayed in Table 2.21.  

 

Table 2.21  Aspects of Climate and Impacts on Tourist 

 

Aspects of climate Impacts on tourist 

Aesthetic aspect Sunshine Enjoyment, attractiveness of the site 

 Cloudiness  Disappointment, unclear visibility of the site 

 Visibility  Enjoyment, attractiveness of the site 

 Day length Longer hours of daylight for enjoyment 

Physical aspect Wind Blown belongings, dust, sand 

 Wave, current, tide Affects certain water related activities, travelling 

length, injury, seasickness 

 Rain Wet clothes, reduced visibility, cannot visit certain 

sites, illness 

 Snow Winter activities, accidents, slippery  

 Ice Personal injury, damaged belongings, slippery  

 Air quality  Health concerns, physical well being, allergies  

 Ultra violet radiation  

Storms 

Health, suntan, sunburn 

Risk for  hazard  

Thermal aspect Integrated effects of air temperature, 

wind, solar radiation, humidity, long 

wave radiation, metabolic rate 

Environmental stress, heat stress, physiological 

strain, Hypothermia, potential for therapeutic 

recuperation 

 

Source:  Adopted from Becken & Hay, 2007; Becken, 2010; International Harbour  

               Master Association, 2014. 

 

2.3.4.6 Port Management 

Port management concerns various parties in offering the best service to 

both cruise passengers and the cruise ships. The core role of the port authority is to 

shape the cruise packages in terms of facility development and tariff policy (WTO, 

2010). In addition, a shipping agent acts as a cruise ship representative to reserve the 

cruise berth, contact the authority for permission of ship’s visit, provide logistic 

arrangements for crew, and deal with suppliers for distributing goods. An appointed 

shore excursion agent works mainly with the tour department onboard, to manage the 

shore excursion for cruise passengers as well as transportation, and arranging 

accommodation (WTO, 2010). Port management also involves immigration formalities, 

customs, warranties, local villagers, tourist guides, taxis, and shop sellers.  However, 
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port management focuses on how to manage the port effectively and satisfy 

passengers and cruise ships efficiently, in terms of time and cost. The integration 

among these concerned parties is vital. Planning, organizing, leading and controlling 

are all necessary in managing a port successfully.  

2.3.4.7 Port Infrastructure 

Port infrastructure is an important element that the port should offer 

(Regmi, 2009) playing a role as a gateway to the destination. It refers to berths, quays, 

unloading & loading equipment, terminal buildings and storage (OECD, 2011). In 

particular, the core infrastructure (e.g., maritime access channels, quays) is owned by 

the port authority while operational infrastructure (e.g., terminal buildings, cranes) 

might be owned by a landlord or concessionaire. Port infrastructure is another 

criterion for port selection (ASEAN, 2002; Tan, 2009; Lekakou et al, 2009).  Port 

infrastructure affects the ability of cruise ships to navigate to the port (London, 2010). 

Clarification of the relationships between the infrastructure and associated 

components are (TEC Inc, 2007; OECD, 2011: 23);  

1) Berths are the specific part of a quay where a vessel can be 

moored (OECD, 2011). The berth should be large enough to accommodate new, large 

cruise ships (ASEAN, 2002; Tan, 2009). There should also be enough berths to 

receive a number of cruise ships at the same time. Air depth in berth is strongly 

required by most cruise lines when bringing mega cruise ships to port (ASEAN, 2002; 

West, 2008; Busby & O’Neill, 2013).     

2) Quays or wharfs are structures in a port where a ship docks 

and may contain one or more berths (OECD, 2011). In certain destinations, the quay 

is not large enough and may be an obstacle to accommodate more than one ship. 

Additional ships must anchor off and accept tendering operations. The tendering 

operations are perceived as a long disembarkation procedure and involve uncertain 

sea and weather conditions. 

3) Yard-Handling Equipment for loading and unloading 

equipment includes infrastructure such as lifting cranes and pumps that are used to 

move cargo from ship to quayside and vice versa (OECD, 2011). This service is 

usually provided for cargo vessels. However, cruise ships might occasionally require it.  
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4) Terminal buildings at a port are used to handle passengers 

and freight (ASEAN, 2002; OECD, 2011; Gibson, 2012). Many destinations that are 

widely known in cruise tourism have invested vast amount of money to build a cruise 

terminal with state of art facilities (Gibson, 2012). For example, Singapore has built a 

cruise terminal with a permanent immigration office, custom office, department store, 

exchange bank, duty free shop, and other activities inside the cruise terminal. 

5) Storage areas are designated parts of a port for the storage 

of cargo before or after its waterborne transportation. These areas may be warehouses 

or uncovered areas (OECD, 2011).  These are mainly used by cargo vessels not cruise 

ships.   

Infrastructure development is crucial to the recognition of ASEAN’s 

goal of economic integration and vital to ASEAN’s future success, particularly if the 

region is to endure the effects of the ongoing global economic crisis. Now, more than 

ever, the development of infrastructure needs to be accelerated to enhance physical 

connectivity as well as to encourage resource-sharing for regional competitive 

improvement (Bhattacharyay, 2009). It is important for ASEAN countries to be 

physically connected through various modes of transport. Port Infrastructure remains 

underdeveloped in certain ports, yet it will improve dramatically, in the next ten years.  

New cruise terminals and facilities are developed in a number of countries in the 

region (China, Japan, Malaysia, Singapore and Thailand), and many ports are also 

currently investing in the development of terminals and upgrading facilities (PATA, 

2011). Port infrastructure is one of the most important factors to be considered 

(Bhattacharyay, 2009) when creating a cruise itinerary, particularly for large and 

mega cruise ships, since they involve a large number of cruise passengers (Gibson, 

2006).  

However, tourism product development and service quality needs to fit 

the expectations of cruise passengers. In an effort to achieve the highest level of 

customer satisfaction, cruise liners should introduce itineraries including attractive 

destinations (Lekakou, 2010). Passenger satisfaction is one of core reasons for a 

cruise company to select a port, change itineraries or change the specific ports visited 

by its fleet. A cruise ship may sail to popular destinations, whether they are able to 

land, or use tender boats. If the port is busy, sophisticated services should be provided 

for passengers and ships.  
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The 20 best cruise ports in 1999 provided dedicated passenger terminals 

and cruise ship berths, 60% are Caribbean-related ports while Singapore, ranked 10
th

, 

is the only port from Asia-Pacific region (ASEAN, 2002). Moreover, cruise infrastructure 

should be functionally divided into two modes: “homeport” and “ports of call”. The 

homeport should have sophisticated infrastructure and facilities providing comfort 

and convenience to passengers. In addition, it should be easily accessible to an 

international airport and accommodations while the port-of-call should be simply 

accessible to the tourist attractions.  Certain general ports always prioritize cargo 

ships over cruise ships at mixed-use berth including Phuket. Wood (2002) emphasizes 

that the most serious concern for Southeast Asian countries (e.g., Malaysia and 

Thailand) is tourism infrastructure rather than land-based attractions.  

 

2.3.5  Political Conditions, Tourism Policies and Regulations 

The tourism industry is sensitive to any negative impact (Nassar, 2012) 

because tourists select holiday destinations (Neumayer, 2004) based on relaxation, 

comfort, serenity, fun and leisure. The tourism business is vulnerable to any incidents; 

for instance, war, outbreaks of disease, terrorism, economic downturns, natural 

disasters, as well as the political instability (Hong et al., 1999; Neumayer, 2004; 

Maditinos & Vassiliadis, 2008; Nassar, 2012). Many studies (Robock, 1971; Kobrin, 

1979; Sethi & Luther, 1986; Fatehi-Sedeh & Safizadeh, 1989; Formica, 1996) found 

that no universal definition of political risk has been accepted (Hong et al., 1999). 

Hong et al (1999) define political risk as a possibility that political decisions or events 

in a country will affect the business atmosphere and its financial gains. The political 

risk might occur either from governmental interference which is related to undesired 

outcomes of political activity or political risk from any political event imposed upon 

businesses (e.g., violence, terrorism) (Hong et l., 1999). Political instability means a 

situation where a government has been overthrown or controlled by factions (e.g., a 

military coup, social disorder, disruption, violence) (Neumayer, 2004; Nassar, 2012).  

Political instability is perceived by tourists as insecurity. Indeed, the political 

environment should be fundamentally analyzed. Political issues are sensitive and 

affect short term decision making, when tourists analyze their options and look at 

different destinations (Neumayer, 2004; Fielding & Shortland, 2010). Terrorism has a 
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severe negative impact on tourism (Pizam and Fleischer, 2002). The gulf war in 1991 

and 9/11 terrorist attack has badly damaged the global tourism sector (Sloboda, 2003; 

Ito & Lee, 2005). Lekakou et al., (2009) affirms that political condition affects port of 

call. 

Tourism policies and regulations drive growth of tourism at different 

destinations. Policies should be well considered and steered by all involved 

stakeholders. The operation of cruise ships within a destination is contingent on the 

tourism policy and regulations which are consistent and fair to all. The lack of an 

effective regulatory framework can often hinder cruise tourism and arbitrary 

regulations impinge on cruise itineraries and reduce the number of cruise ships calling 

to port (London, 2010). Integration between host and home governments (Singh, 

2012) and collaboration across sectors are vital in attracting prospective passengers to 

the destination (Tongzon & Heng, 2005; Magala & Sammons, 2008; Merk, 2010). 

Tourism policies and regulations should promote the destination for competitiveness. 

As such, the comfort, convenience and safety are fundamental (Port-Net, 2007; Tan, 

2009). A tourism marketing strategy and policy should be implemented to drive 

tourism in the right direction. Tourism policies and regulation influence how 

strategies are implemented at the destination in a sustainable fashion.  

2.3.5.1 Immigration Formalities and Custom Regulations 

Cruise tourism is a leisure activity involving a visit to several ports 

during the cruise. To visit any port, disembarkation procedures are involved. Since the 

size of cruise ships tend to be bigger with many cruise passengers and limited time at 

port, effective immigration formalities should be rendered as a first impression, 

otherwise it will spoil the mood of the cruise passengers (Tourism Queensland, 2006: 

PATA, 2011). Effective immigration procedures are measured by speed, accuracy, 

convenience, and safety under relaxing restrictions (Singh, 2012). Delay, inconvenience, 

and complexity during immigration formalities cause a negative image of port. To 

ensure the highest satisfaction toward its formality, a port should follow hassle free, 

quick and timely procedure, as outlined (International Harbour Masters Association, 

2014): 

1) No vessel is allowed to enter the port without the 

permission of the Marine Department (Port of Rotterdam, 2014). 
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2) The cruise ship should send a manifest of all passengers and 

crew in advance to the immigration authorities via shipping agent (Port of Rotterdam, 

2014). 

3) Authority officers regularly come aboard to carry out a 

physical inspection for border control purposes after the ship has docked (Port of 

Rotterdam, 2014: 23). 

4) For fast disembarkation procedures, cruise lines should 

arrange for a shipping agent to take immigration staff to the previous port to screen all 

travel documents and passports while the ship comes to port. Once the ship arrives at 

port, cruise passengers can immediately disembark (Phuket Port, 2014). 

5) To have fast and effective immigration clearance, additional 

immigration counters should be provided.  

6) Cruise passengers with no visa requirements can request 

admission, however cruise passengers with a visa requirement must obtain a visa in 

their home country (Port of Rotterdam, 2014)  

Cruise ship follows procedures not only by the immigration department 

but from other relevant departments. Custom clearance is required upon disembarkation 

and embarkation of tourists. Furthermore, transferring baggage between airport and 

seaport is also permitted by the custom department (Phuket Port, 2014). All goods 

that need to be cleared must be presented to the custom officers while those which are 

not cleared must be kept sealed in a store room before arriving at port. The cruise ship 

is not allowed to visit and depart the port without being certified by the customs 

department (International Harbour Masters Association, 2014).     

Moreover, quarantine inspection is also required upon a ship’s arrival. 

Diseases under the quarantine restrictions are Cholera, Plague and Yellow Fever.  In 

1951, World Health Organization (WHO) adopted International Sanitation 

Regulations which was later known as International Health Regulation (IHR). Its 

purpose is to ensure the highest prevention level against the international spread of 

disease covering Cholera, Plague and Yellow Fever. After IHR has been revised, 

Small Pox, Poliomyelitis and SARS were added. Besides these aforementioned 

diseases, Congo Fever, Ebola Fever, Anthrax, Encephalitis, Hemorrhagic Fever were 

also added under the frame of International Health Regulations (Phuket Port, 2014).   



118 

 

2.3.5.2 Political Stability 

Political issue is consisted of the laws, regulation and government 

policy that influence tourism industry in various ways. Political factor might generate 

impact either in positive or negative ways (Singh, 2012). Tourism is one of the most 

fragile industries that can be affected by several incidents. Lacks of safety, political 

instability or even certain uncertainties are the vulnerable causes toward the 

destination (Upadhayaya et al., 2011). Political instability has become a big issue in 

tourism since brings negative perception of the destination (Singh, 2012; Vengesayi, 

2003). Moreover, it raises concerns about the destination’s economy and ruins the 

image of the destination (Rawewan Maliwan & Mujtaba, 2012; Alvarez & Campo, 

2014). Political instability refers to a situation in which the mechanisms of 

governance are challenged as to their political legitimacy by elements operating from 

outside the normal operations of the political system (Upadhayaya, 2013: 1) and it 

plays a significant role in determining the pattern and flows of visitors and are 

avoided by international tourists (Singh, 2012: 7).      

Tourists are anxious for their lives and involved in stressful situations if 

confronting brutal events at a particular destination. As a result, tourists might be 

unwilling to visit to a destination under political unrest. Instead, they will select 

another peaceful destination with the same characteristics (Neumayer, 2004).  

As political instability normally brings political violence (Neumayer, 

2004), cruise lines always cancel a call to that particular port in order to ensure cruise 

passengers are safe. In this regards, it becomes a factor to be considered when 

selecting a port (Lekakou et al., 2009).  

Neumayer (2004) analyzes that involved sectors at the destination 

should realize that political instability causes lower tourist arrivals in the long term by 

approximately one-quarter. Especially, a destination with few unique attributes, and 

can be easily replaced by another, more stable, destination with similar attributes 

(Neumayer, 2004). To sum up, many studies (Gartner & Shen, 1992; Vengesayi, 

2003; Neumayer, 2004; Heslop et al., 2008; Singh, 2012; Alvarez & Campo, 2014) 

ascertained that political instability inevitably tarnish the image of a destination. 

2.3.5.3  National Cruise Policies 

Authorities at national and regional levels are critical of cruise tourism 

agreements and negotiation (WTTC, 2004). Destinations desire to their increase 
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bargaining power with cruise lines to maximize onshore expenditure, establish 

environmental standards, and drive mechanisms to benefit the national economy 

(Dunlop, 2003; ECLAC, 2005). Public policies enhance the efficiency of port 

performance (Merk, 2010) and optimize the contribution of cruise tourism toward the 

port’s economy (Barbados, 2001: 4).  A good action has several points of focus: 

1) To encourage a homeport to increase the benefits from 

cruise tourism and reduce traffic congestion at ports and islands; 

2) To determine, monitor and evaluate the impact of cruise 

tourism development in order to ensure sustainability; 

3) To assess the carrying capacity of sites and services 

provided for cruise tourism and enhance the mechanisms to manage them sustainably; 

4) To encourage the existing attractions and facilities and 

develop new ones; 

5) To establish and maintain effective relationships with cruise 

lines;  

6) To convince cruise passengers to come back for a longer 

stay. 

Meanwhile, Simpson, Gössling and Scott (2008) recommend governments 

in the Caribbean to call on corporations from various sectors to ensure successful 

cruise tourism in Caribbean (e.g., enact an effective approach to control and monitor 

policy implementation, maintain sustainability of cruise tourism, use incentives to 

encourage all involved sectors, employ a flexible and participatory approach).   

Ports that carry such a large number of cruise passengers must 

implement the policy correctly. Emerging or developing ports should benchmark their 

success in implementing the national cruise policy to develop ports, to promote cruise 

tourism, to generate beneficial activity, and to collaborate with all involved parties.  

The correct understanding of cruise tourism increases the frequency of cruise visits to 

port (London, 2010). However, it should be driven under the concept of sustainability. 

2.3.5.4  Collaboration of Stakeholders 

Valldepérez (2013) argued that s sustainable destination results in an 

effective governance using a holistic and balanced technique practiced by a broad 
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range of actors. A holistic and ultimate goal of developing sustainable tourism and 

multidisciplinary tourism should be a vision that is shared among all involved 

stakeholders, at both local and national levels (Merk, 2010). A vision is an achievable, 

desired picture of the destination on which all stakeholders can work collaboratively 

(Stange & Brown, 2012; Hoogkamer, 2013). The vision framework consists of an 

elaboration of tourism destination types, target markets, and various sets of 

participation from all concerned parties. The strategies, visions and objectives should 

be shared among all sectors, according to the characteristics of the destination and its 

target group. The collaboration of stakeholders should focus on their input (available 

resources at destination), process (how to develop the destination) and output (what 

will happen in the future at an accepted level; for instance, revenue, number of 

tourists, and environmental impact of tourism) (Stange & Brown, 2012).         

The port authority is responsible for the planning, authorization, 

coordination and control of services within the port (OECD, 2011).  They are 

responsible for port operations, but private sector participation with the port is 

essential for enhancing port operations efficiently.   The port authority acts as a port 

operational handler while the public sector acts as a regulator (Tongzon & Heng, 

2005). Most major port authorities allow partial port privatization by concessions and 

the private sector develops the port infrastructures and facilities with their own funds.  

Other involved sectors have to show their responsibilities to the community (Tongzon 

& Heng, 2005).   

It is vital to engage the stakeholders in different sectors and coordinate 

them when planning for tourism (WTO, 2005; 2007). The stakeholders in tourism 

development are divided into 4 main groups: 

1) Public sector (e.g., provincial, national or regional 

governments, economic development agencies, local authorities, ministeries, Tourism 

Authority, governor’s office and municipality limit, a tourism council, representatives 

from national parks, educational institutes, customs, immigration and police)  

2) Private sector (e.g., travel agencies, tour operators, hotels, 

private hospitals, transportation, restaurants, department stores or shops) 

3) Local community (e.g., local villagers, Head of community)  
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4) Associations and NGOs (e.g., Professional Guide Association, 

Hotel Association, Chamber of Commerce, business support agencies)  

The role of government in tourism has shifted from a traditional 

approach to a new paradigm emphasizing efficiency, return on investment and 

involving various partners and sectors in the market (WTO, 2005). Good relationships 

and interaction between the involved parties are essential to drive cruise tourism. 

Policies and procedures should be adjusted to achieve the objectives of the cruise 

tourism (e.g., economic, social and environmental aspects) by different government 

agencies. Significantly, the roles of the private sector are the keys to promote and 

assist cruise tourism mainly to facilitate planning and enhance the quality of the port 

(WTO, 2007). The two key aspects of port of call management are shore excursions 

and technical matters relating the port (Ontario Ministry of Tourism, 2006) that 

requires a strong collaboration from all sectors.      

2.3.5.5  Social Acceptance 

Brunt and Courtney (2000) defines tourism as a socio-cultural event 

that adjusts values and conduct for both tourists and locals. To maintain the 

interrelationship between host and guest is to focus on three aspects which are 

community development, host-guest relationship and cultural impact. Cruise tourism 

impacts both positively and negatively the local environment and the local 

community. The community should not be interrupted by a cruise visit (Port-Net, 

2007). On the other hand, the cruise visit should share benefits with the local 

community (Port-Net, 2007). Revenue (WTO, 2011) and job opportunities for locals 

are positive impacts for society, whilst environmental degradation and additional 

burden on a community’s infrastructure cause negative impacts (Pavlic, 2013).  

Moreover, big crowds of passengers who disturb the community’s everyday activities 

foster a negative opinion regarding tourism. As goodwill of local communities, and 

the public at large, is a key to sustainability, cruise tourism has been aware of the 

impacts of its operation and promotes its social responsibility (Pavlic, 2013). On the 

other hand, communities should understand that cruise tourism contributes economic 

benefits to the community as a whole (London, 2010).  

In conclusion, the variables as explained above are reviewed and 

extracted from various studies using as a framework to respond to the objectives of 
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the study. As the port of call is a broad view which is very similar to destination 

management, the variables in each factor are bundled together to examine the 

perception of cruise passengers on importance levels of port of call management, 

efficiency levels of Phuket’s port of call management, the overall satisfaction toward 

the efficiency of Phuket’s port of call management and the possibility to revisit on a 

cruise if Phuket is a port of call, as summarized in figure 2.13.  
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Figure 2.13 Conclusion of the Factors and Variables Affecting Port of Call Management  

 

Efficiency Levels of Phuket’s Port of Call 

Management 
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2.3.6  Research Relevant to the Ports and Safety 

The relevant studies relevant to port started in mid of 1990’s. Several cruise 

destinations and ports were emphasized. ASEAN became the main issue of the study 

as it has potential to be a destination for cruise tourism. As ASEAN region is exotic 

and new cruise destination where several cruise lines planned to deploy more ships. 

Thus, the body of the studies highlighted the port development. In addition, the 

studies about Caribbean which was the most visited region for cruise tourism. The 

studies about ASEAN region highlighted the port development, port operations and 

the cruise situation. Singapore was one of the most popular ports in ASEAN which 

several scholars underlined. In addition, some studies focused on the products 

development at port in parallel. At the turn of this decade, more studies on criteria of 

home port selection for cruise tourism. However, no studies of port of call in 

particular were emphasized. At the same time, more studies highlighted on Asia 

region mainly on growth of cruise tourism and development plan as some cruise lines 

have continuously deployed in this region. Surprisingly, no studies about Phuket port 

was undertaken even if several cruise ships have visited increasingly. The studies of 

port developed to focus more on economic contribution to port such as the 

expenditure of cruise passenger at port. Currently, the studies on port competitiveness, 

key success factors of port and product development at port are more remarkable.  

 Most of the studies on safety in 1990 focused on cargo ports and cargo 

ships. The studies on safety started after the millennium highlighting safety onboard 

the cruise ship as well as the health concern. Outbreak in cruise ships was the main 

issue of the study at that time. Once the cruise ships confronted several risks from 

fire, natural disaster and the cruise industry worked with higher number of cruise 

passengers onboard, the studies highlighted more on risk management in particular. 

However, safeties onboard and at ports, the sanitation and health were the critical 

topics of the studies with the views of cruise passengers toward them.    
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Table 2.22  Research Relevant to Ports 

  

Author/Year Title  Issue 

Ericson (1995) Cruising Takes Off in SE Asia Cruise tourism to ASEAN   

Marsh & Staple (1995) Cruise tourism in the Canadian Arctic and its implications. In Polar Tourism: 

Tourism in the Arctic and Antarctic Regions 

Cruise region  

McCalla (1998) An Investigation into Site and Situation: Cruise Ship Ports Study of cruise port  

Singh (1999) Growth and development of the cruise line industry in Southeast Asia Cruise development in ASEAN 

Henthorne (2000)  An Analysis of Expenditures by Cruise Ship Passengers in Jamaica Cruise passenger expenditure at port 

Singh (2000) The Asia Pacific Cruise Line Industry: Current Trends, Opportunities and 

Future Outlook 

Trend and situation of cruise tourism in Asia 

Pacific 

Wood (2000) Caribbean Cruise Tourism: Globalization at Sea Caribbean cruise tourism situation  

ASEAN (2002) ASEAN Cruise Development Framework Cruise tourism development plan in ASEAN 

WGL (2002) Developing Singapore into a Global Integrated Logistic Hub Port development  

Wood (2002) Caribbean of the East? Global Interconnections and the Southeast Asian 

Cruise Industry 

ASEAN cruise tourism  

Samuels (2003) Port of Call Port of call  

ECLAC (2005) Issues and Challenges in Caribbean Cruise Ship Tourism Cruise tourism in Caribbean 

Ministry of Tourism, 

Government of India (2005) 

Cruise Tourism Potential and Strategy Study Cruise tourism potential and strategy in India 

Pillai (2005) Historical Assessment of the Port of Singapore Authority and its progression 

towards a “High-Tech Port 

Port assessment in Singapore  

Tonzon  & Heng (2005) Port privatization, efficiency and competitiveness: Some empirical evidence 

from container port (terminal) 

Port operation for competitiveness  

Gabe & Lynch & McConnon 

(2006) 

Likelihood of Cruise Ship Passenger Return to a Visited Port: The Case of Bar 

Harbor, Maine 

Customer loyalty toward port 

Munro & Gill (2006) The Alaska Cruise Industry Cruise tourism at Alaska  

Ontario Ministry of Tourism 

(2006) 

Developing Shore Excursions for Great Lakes Cruises Shore excursion development  

Tan (2006)  SMART New Ocean Industry “Growth of Cruise Tourism in Asia Cruise tourism in Asia 

Tourism Queensland (2006) Cruise Destination - A How to Guide Cruise destination  

Port-Net (2007) Challenges and Future Trends: Ports and Passengers in Europe – The Baltic 

Range 

Future trend of port and passenger in Europe 
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Table 2.22  (Continued) 

 

  

Author/Year Title  Issue 

TEC inc (2007)  Port of Sydney Master Plan Port development plan 

Hsieh & Park (2008) A Comparison of Motivation Between Island Tourists Visiting Penghu Port attractiveness  

Magala & Sammons (2008) A New Approach to Port Choice Modelling Port choice  

NEC (2008) RFID solution change ferry travel in Singapore Port strategy  

Tongzon (2008) Port choice and freight forwarders Port selection 

Lekakou et al (2009a) Which homeport in Europe: The Cruise Industry’s Selection Criteria Homeport selection criteria in Europe region 

Lekakou et al (2009b)  Is this a home-port? An analysis of Cruise’s industry’s selection criteria Analysis of homeport selection criteria  

European Commission (2009) Tourist Facilities in Ports: The Economic Factor Port facility development in economic view 

Ministry of Tourism New 

Zealand (2009) 

Tourist Activity: Nature-Based Tourism Tourist activity at port 

Tan (2009) Growth of Cruise Tourism in Asia. RCCL Growth of cruise tourism in Asia 

Brida et al (2010) Cruise Passengers’ Expenditure in the Caribbean port of call of Cartagena de 

Indias 

Cruise passenger expenditure at port  

Vaggelas & Lagoudis (2010) Analysing the Supply Chain Strategy of the Cruise Industry: The case of a 

small Cruise Company 

Supply chain of cruise tourism  

Wentworth (2010) Economic Feasibility of Tawas Bay as a Cruise Ship Port of Call and Port City 

Guide 

Economic view of port of call  

Demetriou (2011)   The promotion of the new Larnaka port as a homeport for cruises in the wider 

region of Eastern Mediterranean: Challenges, Perspectives and Specific 

Proposals 

Homeport promotion  

Merk et al (2011) The Competitiveness of Global Port-Cities: the Case of the Seine Axis 

(LeHavre, Rouen, Paris, Caen) – France 

Port competitiveness  

Ortigueira & Selemeneva 

(2011) 

Critical Success Factors of a Tourist Destination in the Caribbean Key success factor of the tourist destination in 

Caribbean 

Pallis et al (2011)  Port Economics, Policy and Management: Content Classification and Survey Economic contribution at port 

Scarft (2011) Victoria as a Port-of-Call: The Costs and Benefits of Cruise Ship Visit Port of call in economic perspective at Victoria 

port 

Brida et al (2012)  Cruise Passengers in a Homeport Homeport study and passenger expenditure  

Hawke (2012) Independent Review of the Potential for Enhanced Cruise Ship Access to 

Garden Island Sydney 

Port improvement  

Hull & Losekoot (2012) Customer orientation of cruise destinations in Newfoundland and Labrador  
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Table 2.22  (Continued) 

 

  

Author/Year Title  Issue 

Willis (2012) Development of the Cruise Industry from a Global and Hong Kong 

perspectives and key characteristics of cruising 

Development of cruise tourism  

Busby & O’Neill (2013) Port of Call: In Search of Competitive Advantage Building competitive advantage at port of call 

Hoogkamer (2013) Assessing and Managing Cruise Ship Tourism Historical Port Cities: Case 

Study Charleston, South Carolina 

Port management 

Hoogkamer (2013) Assessing and Managing Cruise Ship Tourism in Historic Port Cities: Case 

Study Charleston, South Carolina 

Cruise port management  

Pavlic (2013) Cruise Tourism Demand Forecasting – The Case Study of Dubrovnik Cruise tourism demand at the port in particular 

International Harbour Masters 

Association (2014) 

Port Information Guide: Rotterdam March 2014 Port information  

Port of Rotterdam (2014) Port Information Guide: Rotterdam 2014 Port information  
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Table 2.23  Research Relevant to Safety 

 

Author/Year Title Issue 

Rogers & Garrison (2001) Ten years after the crime: Lasting effects of damage from a cruise ship anchor 

on a coral reef in St. John, U.S. Virgin Islands 

Cruise ship safety and environment aspect 

Cramer & Gu & Durbin 

(2003) 

Diarrheal Disease on Cruise Ships, 1990-2000 Outbreak in cruise ships 

Sternstein (2003) How Good is Health Care on Those Big Cruise Lines? Health concern for cruise tourism 

Ramilo & Augenbraun & 

Hammerschlag (2004) 

Recent Outbreaks on Cruise Ships Handle the outbreak affecting cruise tourism 

Trelawny (2005) Maritime Security: Implementation of the ISPS Code IMO standard for safety implementation 

Cramer & Blanton & Otlo 

(2008) 

Shipshape: Sanitation Inspections on Cruise Ships, 1990-2005, Vessel 

Sanitation Program 

Sanitation program for cruise ships  

Simpson & Gössling & Scott 

(2008) 

Report on the International Policy and Market Response to Global Warming 

and the Challenges and Opportunities that Climate Change Issues Present for 

the Caribbean Tourism Sector 

Risk management from climate change  

UNEP (2008) Disaster Risk Management for Coastal Tourism Destinations Responding to 

Climate Change: A Practical Guide for Decision Makers 

Risk management for coastal tourism 

destination: Climate change  

King & Henthorne & George 

(2010) 

Paradise at Sea: Cruise Line Liability for Passengers with Sickness or Injury Safety for cruise passengers 

London (2010a) Ship to shore: The nexus and optimisation of risk Risk management for the cruise industry 

Tarlow et al (2012) Cruise Risks, Threats and Dangers: A Theory Risk management theory for cruisetourism  

Teieijo (2012) Cruise Ship Safety – Star Cruises Stresses Human Element Safety perspective  

Baker (2013) Cruise passengers’ perceptions of safety and security while Cruising the 

Western Caribbean 

Cruise passenger’ perception on safety and 

security  
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2.3.7  Theories Relevant to the Study  

2.3.7.1  Harmonization of Customer Expectations, Customer 

Satisfaction and Service Quality  

During the 1980s and early 1990s, quality improvement was a hot issue 

instead of focusing solely on productivity as previously practiced (Ratthasak 

Boonyarit & Kullada Phetvaroon, 2011). Over two decades, service quality improvement 

has been widely studied in order to ensure customer satisfaction (Vanida Sophonsiri, 

2008) which is now the ultimate goal in business (Parasuraman et al., 1985) as service 

quality has a significant impact on customer satisfaction (Agbor & Eriksson, 2011). 

Customer satisfaction is the main concern of businesses today (Agbor & Eriksson, 

2011) as it leads to customer loyalty (Cardozo, 1965). Several factors determine 

customer satisfaction (e.g., price, product quality, personal and situational factors) 

(Wilson et al., 2008), but customer expectations of products and services are another 

factor that is examined by scholars.  

The level of the customer satisfaction is mainly influenced from 

customer effort and customer expectation (Cardozo, 1965).  Anderson (1973) argues 

that the level of customer satisfaction is dominated by the customer’s expectation 

from a service employee. However, to offer enough service to reach or exceed 

customer expectations is complex as it involves several factors that influence service 

performance (Vanida Sophonsiri, 2008). Parasuraman et al (1985) identify four gaps: 

1) customer expectation-management perception gap, 2) management perception-

service quality specification gap, 3) service quality specification-service delivery gap, 

and 4) service delivery-external communications gap. They all involve a contradiction 

between customer expectation and the perception of service quality. However, service 

is quite subjective (Payne, 1995) and individualistic as several factors such as 

background, past experience, and occupation affect perceptions and behaviors (Davis 

et al., 1998). Therefore, it is a problem for firms to identify the expectation of 

customers. 

As customer always expect the highest satisfaction from buying 

products and services (Agbor & Eriksson, 2011) Parasuraman et al (1988) suggests 

that customer satisfaction can be improved by identifying the elements of service 

quality, and managing each dimension to recognize the gaps and meet or exceed 
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expectations while delivering service. However, (Vanida Sophonsiri, 2008: 27) 

proposes that customer satisfaction doesn’t always lead to customer loyalty but 

customer delight, trust and commitment are the key ingredients of customer loyalty.  

2.3.7.2  Destination Management  

Tourism has unique characteristics as it involves sensation, emotion, 

and feeling as criteria in judging satisfaction while visiting a destination.  Destinations 

can be seen from two different viewpoints (Buhalis, 2001), one from the tourist’s 

perspective which is rooted in attractiveness, and the other from the local perspective 

based in competitiveness. Both concepts show a holistic perspective of tourist 

destination competitiveness and attractiveness dynamic (TDCA).  (Vengesayi, 2003). 

Vengesavi (2003) defines TDCA as the capability of a destination to contribute social, 

physical and economic benefits to the host community and offer the best experience 

to visitors, which harmonizes with the sustainability concept.  

Destination in tourism is an amalgam of tourist products which offers a 

collaborative experience to tourists. Tourist products play a role in the whole set of 

experiences while visiting a destination (Middleton, 2001). So, products are a whole 

tourism amalgam of elements which are composed of both tangible and intangible 

elements that deliver experiences that are expected by tourists.  These are basically 

categorized into five categories (Middleton, 2001; Cecillia, 2008); 

1) Environment and attraction of the destination: A fundamental 

factor which motivates potential tourists to select a destination. It is consisted of 

natural, historical, cultural attractions, and man-made attractions. 

2) Services and facilities at destination: These provide support 

convenience for tourists at the destination which includes accommodation, restaurants, 

spas, local transport, shops, travel agents, and tour operators. 

3) Accessibility to the destination: Tourists must be able to 

reach the destination safely, conveniently, and promptly which include airport, road, 

port, and train infrastructure. 

4) Image of the destination: A powerful factor that tourists use 

when selecting a destination. 

5) Price of tourism product at the destination: This is always 

determined by tourists in choosing products and services at the destination. 
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The attractiveness of a destination reflects the feeling of the visitors in 

perceiving the destination ability to satisfy their needs (Vengesayi, 2003). In addition, 

it encourages tourists to decide to visit the destination. On the other hand, 

competitiveness is used to establish and sustain the position among other competitors 

(Porter, 1985). Vengesayi (2003) proposes that competitiveness in the tourism context 

is linked to economics, marketing, strategic perspectives, price, quality and 

satisfaction while Hassan (2000) measures competitiveness from the number of 

visitors and financial outcomes which become well known indicators. Moreover, the 

economic prosperity of a host destination is the final arbiter of competitiveness 

(Buhalis, 2000). To analyze the competitiveness of a destination, it behooves all 

concerned parties to understand how to improve all major components of the 

destination (Mihalic, 2000) as several studies have concluded in the table 2.24. 

 

Table 2.24  Summary of Tourism Destination Components 

  

Author Year Elements used as a framework for tourism destination analysis 

Buhalis 2000 1. Attractions 

2. Accessibility 

3. Amenities    

4. Available packages 

5. Activities 

6. Ancillary Services 

George  2001 1. Attractions 

2. Amenities 

3. Access 

4. Ancillary Services 

5. Ambience  

Bresler 2008 1. Attractions 

2. Amenities 

3. Access 

4. Ancillary Services 

5. Ambience  (Ambience was added as the fifth element) 

 

Tourist attraction is a fundamental element of a destination which is 

used to motivate visitors to select that destination over another (Crouch & Ritchie, 

1999). Tourist attraction is categorized differently by several studies (WTO, 2007; 

Chhetri & Arrowsmith, 2008; Blasco et al., 2010; Ministry of Hotels and Tourism, 

2013); however, Goeldner et al (2000) divide it into five groups which are nature, 

culture, events, recreation and entertainment. In view of the two perspectives that 

drive the destination to become more competitive and attractive, attraction should be 

diverse to fulfill all different needs and expectations of various customer segments. In 
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addition, the activities that are available are another primary element that attracts 

people to visit the destination. A good combination of activities is significant in 

generating competitiveness and attractiveness as activity showcases significant 

aspects of the destination’s appeal and delivers experience to the visitor (Vengesayi, 

2003).  Attraction and activity should be bundled into a package and used as a tool to 

position the destination.  

As tourists expect comfort and convenience at the destination, facilities 

and amenities is another important element that motivates tourists to visit the 

destination. Facilities are defined by Vengesavi (2003) as accommodation, 

transportation or accessibility, infrastructure, energy, and service. To drive the 

destination successfully, facility development is important; however, it should be 

improved using the sustainability concept as a guideline of development. Facilities are 

classified into three elements which are accommodation, accessibility and amenity.  

Another important element of destination management is the 

environment which is defined as a place where the experience is taking place.  It is 

divided into two perspectives which are physical or tangible and social environments 

which are intangible. The core elements of environment are safety and security, 

service, crowding, competition and cooperation (Vengesavi, 2003) that presume to 

affect tourist behavior. Safety and security is the top concern at a tourist destination 

(Chiang, 2000). A high level of safety and security is expected by the visitor; 

therefore, the destination itself has to take this into account and ensure the safety of all 

its visitors. In tourism management, human resources are the main element in service 

delivery (Ranee Esichaikul & Baum, 1998). Skilled labor is a competitive advantage 

that retains long-lasting attractiveness as a service provider is the linkage between 

tourists and the destination (Briguglio & Vella, 1995). As a result, human resources 

should be developed and improved (Conlin & Titcombe, 1995) as a primary concern.  

Tourism is a vulnerable industry; thus, the destination should be aware 

of managing its many visitors, in order to minimize the risks affecting the destination 

in all aspects. Most importantly, tourism is not only competition but cooperation is 

also critical. Once the destination develops itself for competitiveness over the others, 

success will not be achieved without great cooperation (Tongzon & Heng, 2005). A 

close relationship with suppliers throughout the supply chain is crucial in order to 

improve the overall service quality and cost effectiveness.  
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Cost is a key factor when tourists select a destination before purchase, 

as they want good value as well as an experience that meets or exceeds their 

expectations. The cost of traveling is counted from the beginning till the end of the 

trip, covering all components (e.g., airline, ground transportation, accommodation, 

tours, tour guides, food and beverages, formality). Currently, tourists are very 

sensitive to price (Crouch, 1992) and value for money at the destination influences the 

decision making of tourists today (Busby & O’Neill, 2013). Dwyer et al (2000) 

highlight that exchange rates is a competitive determinant of destinations. In addition, 

seasonality affects the price competiveness of a destination as well (Vengesavi, 2003).   

The concept of destination branding has been introduced to provide a 

broader platform on which the destination image can be examined (Hsu & Cai, 2009: 

1). It is a must-have for destination management as it enables a tourist to identify the 

preferred destination and to shape the destination quality to be a unique brand 

destination (D'Hauteserre, 2001). A tourist chooses the destination from a trusted 

brand only when the destination focuses on brand trust and loyalty that affects the 

tourist decision making process (Hsu & Cai, 2009). 

Reputation is crucial for both destination and tourist as it reveals the 

past performance of the destination. The reputation is defined as a set of economic 

and non-economic attributes and past behavior (Vengesavi, 2003) as it ensures the 

quality of experience from a destination.  

To sustain the destination, the tourism policy is formulated and 

implemented with all relevant parties (Tongzon & Heng, 2005; Magala & Sammons, 

2008; Tan, 2009; Merk, 2010). Happiness of the community at the destination is an 

indicator of destination sustainability. As aforementioned, all of these elements affect 

the destination’s image. However, they are perceived subjectively according to 

individual behavior (Walmsley & Young, 1998). Vengesavi (2003) claims that 

destination image heavily influences tourists when selecting a destination to visit.   

In conclusion, effective destination management aims at destination 

image, tourist satisfaction (Vengesavi, 2003) and most importantly the destination 

sustainability as per the figure 2.14.  
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Figure 2.14 Destination Management  

Source: Adapted from Vengesavi, 2003  
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2.3.7.3  Management Theory  

Management is defined as a process that involves strategic planning, 

setting objectives, managing resources, developing human and financial assets needed 

to achieve objectives and measuring results. Management concerns everyone in the 

organization including frontline, middle and top management (Hissom, 2009: 4). The 

function of management starts with planning, organizing, leading and controlling. The 

process of management includes financial, marketing, accounting and other relevant 

functions. There are a number of theories relating to management which are scientific 

management theory, administrative management theory, behavioral management 

theory and organizational environment theory (Hissom, 2009: 15). Griffin (1999) 

defines management theory as a conceptual framework, knowledge, and guideline of 

organizational management and achievement of organizational objectives while Trin 

Prachaparit (1995) affirms that the objectives of organizational theory are to focus on 

narration, explanation and forecast the relations between phenomena and behavior 

that show the factors of particular studies in the organization.    

A number of theories related to management have been developed and 

influenced the modern management theory which can be classified into four 

perspectives (Sukhothai Dharmatirat University, 2005) as shown in table 2.25. 

 

Table 2.25  Perspectives of Management Concepts and Theories 

 

Management perspectives  Concepts  Example of Theory  

1. Classical perspective  1.1 Scientific management  Taylor’s  

 The Gilbreths 

 1.2 Bureaucratic organization  Weber  

 1.3 Process management   Fayol 

2. Behavioral management 

perspective 

2.1 Human relation concept  Mayo 

 2.2 Social science concept  Follett 

 2.3 Behavioral concept   Maslow 

 McGregor 

 Argvris 

3. Contemporary 

management perspective 

3.1 Quantitative management perspective  

 3.2 System perspective  

 3.3 Contingency perspective   Woodward 

 Lawrence & Lorsch 

4. Globalization 

management  

  Total Quality Management  

 Reengineering  

 

Source:  Adapted from Sukhothai Dharmatirat University, 2005. 
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Table 2.25 shows management concept and theory that can be classified 

into four perspectives as followings; 

1) Classical Perspective is the concept that focuses on the 

working assignments with organizational efficiency and highlights proficiency in 

particular task. In addition, it focuses on controlling the worker by using the rules in 

order to increase the efficiency and achieve the goal of a firm. It can be identified into 

three concepts which are: 

(1) Scientific management (e.g., Frederick Winslow Taylor’s, 

The Gilbreths) 

(2) Bureaucratic organization (e.g., Max Weber) 

(3) Process management (e.g., Henri Fayol, Gulick Luther & 

Lyndall Urwick) 

2) Behavioral Management is the concept that changes the 

paradigm from focusing only the organizational structure to the worker. To achieve 

the organizational objectives, the motivation of the worker is approached to increase 

the effectiveness under dynamic environments. In addition, humans are recognized as 

complex and difficult to control, unlike machines. As a result, theorists focus on 

behavioral management. Perspective can also be classified into three dimensions: 

(1)  Human relation concept (e.g., Elton Mayo)  

(2)  Social science concept (e.g., Follett) 

(3)  Behavioral concept (e.g., Maslow, McGregor, Argyris) 

3)  Contemporary Management is a concept that goes against the 

previous theories. The contemporary concept concerns itself with a holistic view of 

the organization. The relations between different elements should be analyzed by 

management. Perspective is divided into three concepts: 

(1)  Quantitative management perspective 

(2)  System perspective 

(3)  Contingency perspective  

4)  Globalization Management is a new management concept. 

The firm confronts strong competition and rapid changes of environment (e.g., 

technology, attitude, consumer behavior), that it must take into consideration and 

formulate a strategy to retain competitiveness, profitability and stable growth. This 
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concept is concerned with how a firm has to adjust itself under globalization to drive 

itself successfully.   

There are a number of theories related to management. As aforementioned, 

there are various perspectives of management theory. In the early twentieth century, 

time and motion studies had been founded by the Gilbreths, studying the actions taken 

by workers at certain tasks, with the aim of improving the process involved 

(Mendham, 2008).  

Bureaucracy theory has been developed by Weber, believing that the 

firm would become a tool of efficiency if it is structured by guidelines. The concept of 

this theory is a prescription for organizing and using bureaucracy as a method for 

comparing the organizational forms across the society (Hahn, 2007). The evolution of 

the management concept began in the U.S.A. in 1890 due to industrialization 

(Hissom, 2009). This command approach can maximize the effectiveness and 

competency of workers. The concepts of this theory are hierarchy, responsibility, 

rationality, achievement orientation, specialization, discipline, and professionalization 

(Sukhothai Dharmatirat University, 2005).  

Fayol has developed his concept of management theory called 

“Principles of Management” in 1916. His study of management was classified into 

various functional areas which are planning, organizing, directing, coordinating and 

controlling. This has been one of the most popular theories and has been used by not 

only the business sector but also by the government, military and other organizations. 

The objective of this theory was to guide the manager using essential building blocks 

as a framework for managerial activities (e.g., unity of command and direction, 

division of work, centralization, equity, authority and responsibility, discipline, 

remuneration, order, initiative). This reputable theory is still used by today’s manager; 

however, it doesn’t provide concepts of how to adapt to the challenges of the current 

situations that change rapidly (Hahn, 2007).  

Follett, known as the mother of conflict resolution, raised the issue that 

human relations are as important as mechanics or operations in management. She 

decried the scientific management of Frederick Taylor and Gilbreths. Follett 

underlined the interaction between management and workers.  The leader, in her 

view, is the person who sees the whole picture rather than smaller portions. She raised 



138 

 

conflicts in the firm as an issue; however, conflict at an accepted level is not really 

negative for the firm. Her concept has been the original idea of participative and 

conflict management today (Hissom, 2009). 

McGregor based his theory according to the behavior of the working 

individual which was called Theory X and Theory Y. Theory X focuses on the people 

who normally dislike work and avoid it if they have a chance, it was assumed that the 

motivation to work for this kind of people is money and security. In contrast, Theory 

Y focuses on the people who always commit to output and work with self-direction 

for achievement (Accel-Team, 2008).  

Herzberg has introduced a two-factor theory which has been widely 

known as motivation-maintenance or motivation-hygiene theory. He insisted that 

there are two factors affecting the efficiency of performance which are motivation and 

maintenance or hygiene factors. To increase the efficiency of performance, the 

motivation or intrinsic factor involves wages, salary, working environment, working 

stability, and relations in the firm; meanwhile, hygiene or extrinsic factors (e.g., 

success, accountability, and career path) are used by the firm as a driven strategy for 

success (Sukhothai Dharmatirat University, 2005; Hissom, 2009). 

Frederick Taylor, known as the father of scientific management, 

developed the scientific management theory (Cater McNamara, 2009).  He developed 

principles to increase the efficiency of the workplace by using a systematic working 

process under scientific analysis as a standard of working. Selection, training, 

teaching and development of employees are core concepts of this theory (Sukhothai 

Dharmatirat University. 2005; George, 2009). This theory is output oriented; 

therefore, it is claimed that the relations of workers within the firm are not important 

as workers are regarded as part of a machine (Schermerhorn et al., 2000).  

Deming is one of the most popular theorists in the management field. 

He developed the PDCA (Plan-Do-Check-Act) cycle for quality control.  He believed 

that quality can be improved by setting a systematic process. It is most important for 

the firm to have a correct understanding of the plan. During the process, work is 

monitored and obstacles are minimized.   

Katz and Kahn (1978) claimed that the firm consists of people, capital, 

and technology as input variables. All are transformed by patterned activity and turn 
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out an output. The open systems concept claims that negative results can be changed 

and discrepancies minimized (McMahan, 1992). 

The contingency concept of management insisted that there is no best fit 

for all firms.  Each firm should manage itself according to the conditions and situation 

it confronts. Simply, environmental factors (e.g., change, uncertainty of environment, 

technology, and size of firm) impact the performance and outcome of the firm.  

To sum up, the scientific management theory covers Taylor’s scientific 

management while the Gilbreths refined Taylor’s analysis of work movement and 

made huge contributions to time and motion study. The theory focused on the 

movement of workers, relations between workers and equipment and the elimination 

of unnecessary movement. The administrative management theory covered Weber’s 

theory of bureaucracy and Fayol’s principles of management. Meanwhile the 

behavioral management theory covered the work of Follett and Hawthorne’s studies. 

The organizational environment theory used the open-system view and the 

contingency theory. Personality traits, values, attitudes, moods, emotions and cultures 

act in critical roles in management and organizational achievement (Hissom, 2009: 15). 

From the literature review, it was found that management theories have 

been developed for the firm’s effectiveness, using different concepts for achievements 

according to the situation and environment at that time. Cruise tourism is an emerging 

industry and involves various parties to deliver the products and services to cruise 

passengers. Therefore, management throughout the chains is vital.  Port of call 

management is one of the major parts of the industry’s success, proper port 

management should be implemented to deliver the best experience during the 

passenger’s visit. Therefore, this study examines Phuket’s port of call management, in 

order to find the proper model of port of call management.   

2.3.7.4   Importance-Performance Analysis (IPA) 

There are several techniques to measure customer preference, satisfaction 

and perception (Kunnapat Kankaew, 2013; Bindu & Kanagaraj, 2013). Lopes (2012: 

276) supports using IPA to identify customer satisfaction in several studies (Edwards 

& Newman, 1983; Myers & Alpert, 1986; Wilkie & Pessemier, 1973) which have 

shown that not all attributes occupy the same proportion in explaining overall 

consumer’s satisfaction toward a particular service. A consumer tends to evaluate the 
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performance of a service by using only a limited number of characteristics; therefore, 

the importance of each attribute should be measured in order to calculate the weight 

of its performance. Then we can identify an indirect measure of consumer satisfaction 

on which a graphical representation can be based.  

Importance-Performance Analysis (IPA) is an effective technique first 

introduced by Martilla & James (1977) as a framework to understand customer 

satisfaction as a function of both expectations related to remarkable attributes 

(importance) and judgment of a product or service’s performance (performance) 

(Levenberg & Magal, 2005; Lopes, 2012). At first, IPA was mainly used for 

automobiles and health but it had later become a popular tool to identify strengths and 

weaknesses of a brand, product, service or retail business in a wide range of industries 

(Chu & Choi, 2000: 364). It benefits the firm to evaluate, identify, improve and guide 

itself for competitiveness in the market (Martilla & James, 1977; Hawes and Rao, 

1985). It is applied to analyze service attributes in two dimensions which are the 

importance level and performance to the customer (Scott, 1993; Ratthasak Boonyarit 

& Kullada Phetvaroon, 2011). A comparison between the importance scores and 

performance scores basically determine which attributes require improvement, 

maintenance or emphasis (Scott, 1993).  

 

Table 2.26  Quadrant Justification of IPA Matrix 

  

IPA Matrix 

Quadrant  

Justification 

Quadrant 1 Attributes are perceived to be very important to customers, but the performance levels are fairly 

low. This cell suggests that efforts to improve should be concentrated here. 

Quadrant 2 Attributes are perceived to be very important to customers and at the same time, the firm seems to 

have high levels of performance in these activities. The message arising from this cell is to keep 

up the good performance. 

Quadrant 3 Attributes here are rated as having low importance and low performance to customers. Although 

performance level maybe low in this cell, managers should not be overly concerned, since the 

attributes in this cell are not perceived to be very important. Limited resources should be 

expended on this low priority cell because attributes are not perceived to be very important by 

the customers. 

Quadrant 4 This cell contains attributes of low importance, although performance is relatively high. 

Customers are satisfied with the performance of the organization, but managers should consider 

existing efforts on the attributes of this cell as being superfluous and managers should consider 

allocating resources elsewhere. 

 

Source:  Ratthasak Boonyarit & Kullada Phetvaroon, 2011: 71-72. 
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The results of IPA are calculated and plotted graphically into a scatter 

plot on a two-dimensional grid (Chen et al., 2010). The vertical axis shows the 

importance while the horizontal axis is for performance (Ratthasak Boonyarit & 

Kullada Phetvaroon, 2011). IPA has long been used to examine various businesses as 

shown in table 2.26.  

The mean of all importance and performance attributes are divided into 

the IPA matrix with four quadrants and the result in each quadrant explains the 

approach of action taken to identify the improvement of service or product as shown 

in Figure 2.15 (Chu & Choi, 2000; Levenberg & Magal, 2005; Deng et al., 2008; 

Ratthasak Boonyarit & Kullada Phetvaroon, 2011; Joung et al., 2011).  

 

Importance 

High 

 

 Low        Performance                                           High 
 

 

Figure 2.15  The Diagram of Importance-Performance Analysis (IPA) 

Source:  Adapted from Ratthasak Boonyarit & Kullada Phetvaroon, 2011. 

 

As customer satisfaction is an aim for a firm running a business, a 

strategy for improvement should be formulated. Definitely, each aspect of a product 

or service should undergo an evaluation and its importance level should be compared 

to the performance level, using any gap as an area for improvement. Several studies 

have applied IPA to identify the improvement priority for product and service 

attributes: performance levels, using satisfaction as a criterion, were compared to 

importance levels (Hansen & Bush, 1999). An urgent priority to improve can be made 

for an attribute that is high on importance but low on performance (Quadrant 1). 

 
Quadrant 1 

Concentrate Here 

High Importance 

Low Performance (efficiency) 

 

Quadrant 2 

Keep up the good work 

High Importance 

High Performance (efficiency) 

 
 

Quadrant 3 

Low Priority 

Low Importance 

Low Performance (Efficiency) 

 

 

Quadrant 4 

Possible Overkill 

Low Importance 

High Performance (efficiency) 
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However, analyzing dimension attributes lead to an integrated matrix which may be 

used to identify primary drivers of customer satisfaction, set priorities for 

improvement (Matzler et al., 2004), and formulate strategy (Deng et al., 2008). 

Refer to the Figure 2.15, as it shows the strengths and weaknesses. 

Attributes in quadrant 1 are major weaknesses. The management scheme for this 

quadrant is to concentrate here. It is remarked that the major weakness should be set 

as the highest priority for improvement (Martilla & James, 1977) while the major 

strengths should be maintained and leveraged (Lambert & Sharma, 1990).  Attributes 

plotted in quadrant 2 indicate an opportunity for competitive achievement. The 

management scheme is working well. Attributes in quadrant 3 are minor weakness 

which no additional effort required. The management scheme for this quadrant is low 

priority. Attributes in quadrant 4 show the business resources committed to these 

attributes would be overkill. The firm should deploy resources to other areas. All 

attributes are minor strengths. The management scheme for this quadrant is possible 

overkill.  

From various studies as shown in Table 2.27, it has been found that IPA 

was first used in 1977 and widely employed by various scholars to evaluate customer 

satisfaction toward different firms, since then. As the tool has been involved in 

various industries, IPA has been used in a wide range of fields especially service 

sectors (e.g., hotel, airline, shopping, tourism, education, health) continuously. Port of 

call management is a crucial part of cruise tourism management as it is the main 

factor that attracts potentials customers to cruise. A study of Phuket’s port of call 

management to achieve efficiency requires an evaluation of expectations of the 

attributes at port of call (importance) and the judgment of the satisfaction from a visit 

at Phuket port (performance). The results will show any gap between the importance 

and performance levels which can be applied for strategic improvement to drive port 

effectiveness. IPA will show the expectation level of the attributes that port of call 

should offer; meanwhile, it shows the satisfaction level of the performance. IPA will 

firmly reflect the strengths and weaknesses of Phuket’s port and highlight what 

aspects to maintain or improve to become more competitive.  
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Table 2.27  Relevant Studies Employing IPA as a Tool 

 

Author  Article Title Content  

Martilla & James, 1977 Importance-Performance Analysis IPA initiator  

Hawes & Rao, 1985 Using Importance-Performance Analysis to Develop Health Care Marketing Strategies IPA for health care marketing strategy development 

Mullins & Spetich, 1987 Importance-Performance Analysis. IPA analysis  

Scott, 1993 An Importance-Performance Appraisal of Cleveland Metroparks Zoo Performance of Cleveland Zoo  

Rao & Kelkar, 1997 Relative Impact of Performance and Importance Ratings on Measurement of Service 

Quality 

IPA for service quality measurement  

McAuley, 1998 Performance Analysis: Theory and Practice IPA theory  

Chu, & Choi, 2000 An Importance-Performance Analysis of Hotel Selection Factors in the Hong Kong Hotel 

Industry: A Comparison of Business and Leisure Travelers 

Hotel selection factors  

Kinley et al., 2002 Tourist-Destination Shopping Center : An Importance-Performance Analysis of Attributes IPA for tourist destination shopping center  

Wade & Eagles, 2003. The Use of Importance-Performance Analysis and Market Segmentation for Tourism 

Management in Parks and Protected Areas: An Application to Tanzania’s National Parks. 

IPA for market segmentation for tourism management in 

National Park 

Matzler et al, 2004 The Asymmetric Relationship Between Attribute-level Performance and Overall Customer 

Satisfaction: A Reconsideration of the Importance-Performance Analysis 

IPA concept  

Pike, 2004 The Use of Repertory Grid Analysis and Importance-Performance Analysis to Identify 

Potential Determinant University Attributes 

IPA for education field in determining the satisfaction 

and importance level of attributes for promotion 

Krisana Kitcharoen, 2004 Importance-Performance Analysis of Service Quality in Administrative Departments of 

Private Universities in Thailand 

IPA of service quality in education field with 

SERVQUAL 

Tyrrell & Okrant, 2004 Importance-Performance Analysis: Some Recommendations from an Economic Planning 

Perspective 

Investigates a linkage between IPA and economic 

principles underlying several stages in strategic planning 

process to determine role of IPA 

Feng & Jeng, 2005 Analyzing Airline Service Improvement Strategy Through Importance and Performance 

Analysis 

Airline passenger’s degree of care, satisfaction and 

priority list on some critical service items: Taiwan UNI 

AIR  

Huan & Beaman, 2005 Importance Performance Analysis: The Need to Bridge Solitudes for Its Effective Use IPA for the need of bridge solitudes  

Levenberg & Magal, 2005 Applying Importance-Performance Analysis to Evaluate E-Business Strategies among 

Small Firms 

API for evaluation of E-business strategies among small 

firms 

Eskildsen & Kristensen, 

2006 

Enhancing Importance-Performance Analysis. Develop job satisfaction  

Deng et al., 2008 Revised Importance-Performance Analysis: Three-Factor Theory and Benchmarking. IPA for three-factor theory and benchmarking  

Xie et al., 2009 Assessment of Importance-Performance Analysis Model on Perceived Features of the 

Shanghai Convention and Exhibition Industry: An Empirical Application 

IPA fir Convention and Exhibition in Shanghai 

Chen et al., 2010 An Application of Importance-Performance Analysis to Recreational Storm Chasing Tourist perception of storm chasing tour  

   

 

1
4
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Table 2.27  (Continued) 

 

 

Author  Article Title Content  

Cai& Shannon, 2010 The Contribution of Salient Mall Attributes to Customer Satisfaction: an Importance-

Performance Analysis Across Nations 

Customer satisfaction of Salient Mall  

Barbieri, 2010 An Importance-Performance Analysis of the Motivation Behind Agritourism and Other 

Farm Enterprise Developments in Canada 

IPA for motivation behind Agri-tourism  

Ratthasak Boonyarit & 

KulladaPhetvaroon, 2011 

Spa Service Quality: The Case of the Andaman Tourism Cluster (Phuket, Phang Nga and 

Krabi), Thailand 

Service quality of spa sector of Andaman cluster  

Moisl, 2011 Importance-Performace-Analysis as a Module for Management-Oriented and 

Development-Oriented Evaluation of Social Services. 

IPA for social service evaluation  

Luck, 2011 An Importance-Performance Analysis of Backpackers at Robinson Crusoe Island Resort, 

Fiji 

IPA for backpackers resort at Robinson Crusoe Resort, 

Fiji 

Joung et al., 2011 Evaluation of the On-Campus Dining Service Using Importance-Performance Analysis. IPA for dining service on campus 

Lopes, 2012 Applying Importance-Performance Analysis to the Management of Health Care Services IPA for health care service  

Kunnapat Kankaew, 2013 Importance-Performance Analysis in Airlines Service Quality: A Case Study of Legacy 

Airline in Thailand 

IPA for Airline Quality in Thailand  

Bindu & Kanagaraj, 2013 Importance-Performance Analysis as a Strategic Tool for Destination Attractiveness: an 

Analysis of Domestic Travelers to Kerala. 

IPA as a competitive tool for domestic travelers to 

Kerala for using SERVQUAL as a theory  
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2.3.7.5   SWOT Analysis  

SWOT analysis has been used as a strategic planning tool (Wheelen & 

Hunger, 1995) since 1960 (Learned et al., 1965; Chen & Bruneski, 2007; Kessler, 

2013), developed by Albert Humphrey and made popular by the work of Weihrich 

(1982). As the acronym suggestion, it helps a firm to analyze strengths, weaknesses, 

opportunities and threats (Sabbaghi & Vaidyanathan, 2004; Chen & Bruneski, 2007). 

Kessler (2013) affirms that it commonly yields an organizational plan for future 

strategies.  Meanwhile, it is often employed to monitor and evaluate services and 

products (Harrison, 2002) and to assess organizational strategic position (Ayub et al., 

2013). Strength is an internal attribute guiding the organization in achieving goals, 

while a weakness is an internal attribute impeding the achievement of goals. An 

opportunity is an external, uncontrollable factor allowing for goal achievement and a 

threat is an external, uncontrollable factor that obstructs achievement (Chen & 

Bruneski, 2007). 

The main purpose of SWOT is to enhance vital insights to manage key 

competencies after evaluating data. This is best done by seizing opportunities, and 

linking them with firm’s strengths, while recognizing major threats and minimizing 

any weaknesses (Nasri, 2011). In addition, SWOT acts as an intermediary between 

marketing intelligence and strategic planning and provides guidelines when selecting 

a strategy from various alternatives (Barney, 1996). It helps determine the future 

direction of a firm and incorporates the firm’s strategic planning; in turn, it 

encourages management to adopt a strategy that best fits with current and future 

situations. 

With clear objectives and identification of internal and external factors 

(Kolter, 1988), SWOT analysis focuses on strengths, weaknesses, opportunities and 

threats (Sabbaghi & Vaidyanathan, 2004; Kessler, 2013). Strengths (e.g., expertise, 

motivation, technology, finance, business model, marketing skill, human resources, 

etc) are internal attributes that help meet demands and fight threats (Sabbaghi & 

Vaidyanathan, 2004) and guide the firm to achieve goals (Chen & Bruneski, 2007). 

On the other hand, weaknesses (e.g., lack of motivation, lack of facility, problems 

distributing services and products, low reputation) are internal attributes that hinder 

the firm from meeting its demands (Sabbaghi & Vaidyanathan, 2004) and harm goal 
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achievement (Chen & Bruneski, 2007). Opportunities (e.g., development of new markets 

for high quality products, new technologies that favor the products) are external, 

uncontrollable factors enabling goal achievement. However, threats (e.g., establishment 

of strong competition, new limits on distribution, economic downturns) define 

external, uncontrollable factors obstructing goal achievement (Sabbaghi & Vaidyanathan, 

2004; Chen & Bruneski, 2007). 

Table 2.28 summarizes some questions and answers typical of SWOT 

analysis when carving out a strong business strategy (Sabbaghi & Vaidyanathan, 

2004). It shows guidelines of how a firm moves on after SWOT has been analyzed. In 

order to analyze a firm by using SWOT, the process is shown as following (Chen & 

Bruneski, 2007): 

 

Table 2.28  SWOT Key Questions and Typical Answers 

  

 Key questions Typical answers  

In
te

rn
a

l 

S
tr

en
g

th
s 

 What are our advantages? 

 What do we do well? 

 How are we doing competitively? 

 What are our resources? 

 Are there any internal assets (know-how, 

motivation, technology, finance, and business 

links) which will help us meet demands and fight 

off threats?  

 Well trained man-power 

 Well established knowledge base 

 Good contact to target group 

 Technology  

 

W
ea

k
n

es
se

s 

 What could be improved? 

 What is done badly? 

 What should be avoided? 

 Are there any internal deficits hindering us in 

meeting demands? 

 Lack of motivation 

 Lack of facilities  

 Problems in distribution  

 Low reputation  

E
x

te
rn

a
l 

O
p

p
o

rt
u

n
it

ie
s 

 What are the interesting trends? 

 What changes do we expect to see in the market 

over the next few years? 

 Are there any external circumstances or trends 

that favor demand for our specific competence? 

 Changes in technology and market that 

favor our products and services 

 Changes in government policy related 

to our industry 

 Changes in social patterns, population, 

politics, and lifestyle 

 Local, national and international events 

increasing purchasing power 

T
h

re
a

ts
 

 What is our competition doing? 

 What future changes will affect our 

organization? 

 Is changing technology threatening our position? 

 Sufficient resources? 

 Are there any external circumstances or trends 

which will unfavorably influence demand for our 

competency?  

 Establishment of strong competitors 

 Lack of cash at household level 

 Governmental regulations that limit 

free distribution of our product 

 

Source: Sabbaghi & Vaidyanathan, 2004. 



147 

 

1) Set objectives – Define what the firm intends to do. 

2) Environmental scanning, both internal and external – Internal 

appraisals of the organization needs to include an assessment of the present situation 

as well as a portfolio of products/services and an analysis of the product/service life 

cycle. 

3) Analysis of existing strategies – This should determine 

relevance from the results of an internal/external appraisal. This may include gap 

analysis which will look at environmental factors. 

4) Strategic issues defined – keys factors in the development of 

a corporate plan which needs to be addressed by the organization. 

5) Develop new/revised strategies – Revised analysis of 

strategic issues may mean the objectives need to change. 

6) Establish critical success factors – The achievement of 

objectives and strategy implementation.  

7) Preparation of operations, resources, and projects for strategic 

implementation.  

8) Monitor or evaluation result – Mapping against plans, taking 

corrective action which may mean amending objectives/strategies  

As aforementioned, the concept of SWOT analysis is to encourage a 

firm to adopt its strategy integrating threats and opportunities with weaknesses and 

strengths. The idea behind SWOT analysis is that the firm adjusts the strategies to 

match the environmental threats and opportunities with the organization’s weaknesses 

and especially its strengths. Briefly, SWOT analysis provides a framework for better 

separating internal conditions (strengths, weaknesses) from external conditions 

(opportunities and threats). In summary, a critical review from various studies 

addresses that SWOT is widely accepted as a principle in strategic management and it 

is a potent tool when planning a strategy that fits both internal and external factors.  

To study the efficiency of port of call management, SWOT analysis is 

one of the critical tools in evaluating the port, in order to understand its situation and 

analyze the internal and external environments of the port. The data from analysis 

may be used for strategic planning and to construct a framework for the port to drive 

its future competitiveness.  
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2.4  Phuket: A port of call for cruise tourism  

 

In Thailand tourism has been introduced since 1960 by the Tourism Authority 

of Thailand, in order to increase the country’s revenue (Kontogeorgopoulos, 1998). 

Domestic and international tourists are a substantial source of income, especially 

when the country is confronted with economy downturn.  

Global tourism contributes 30% of the world’s service exports, amounting to 

USD 1 trillion a year (UNWTO, 2012). Due to success in promoting tourism (Van 

Long, 2008) with a 27% increase of international tourist arrivals in 2011 (UNWTO, 

2011), there is no surprise that the key to success of tourism in Phuket is a clear 

recognition of its tourist products. In addition, there were major changes in terms of 

infrastructure, and tourist product development which have driven Thailand to 

become a leading tourist destination and have brought prosperity to local 

communities.  

Tourism serves Phuket as an important means to increase economic growth, 

quality of life for locals, and employment. Thailand has long been ranked as one of 

the world’s most preferred tourist destinations. The Ministry of Tourism and Sport, 

founded in 2002, formulates, implements and drives national tourism policy while the 

Tourism Authority of Thailand is responsible of marketing. Phuket has been promoted 

as a hub in the south, connecting to other spokes in the cluster, positioning itself as a 

premium natural destination for sun, sand, and sea (Apinya Titanont & Naphawan 

Jane Chantradoan, 2004) and it is known among tourists as a leading tourist 

destination.  

 

2.4.1  Tourism Situation in Phuket  

Phuket, the pearl of the Andaman Sea, lies along the western coastal line of 

southern Thailand in the Andaman Sea, Indian Ocean with total area of 539 km
2 

(Kontogeorgopoulos, 1998; UNEP, 2008; TAT, 2014). It is Thailand’s premium 

destination (Apinya Titanont & Naphawan Jane Chantradoan, 2004), targeting luxury 

tourists from around the world (Thongphon Promsaka Na Sakolnakorn et al., 2013).  

Before tourism was developed, Phuket was a land of tin mining and rubber 

plantations (Kontogeorgopoulos, 1998). Tourism has been promoted in Phuket over 
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three decades by Tourism Authority of Thailand (TAT), using several tourism 

campaigns to attract tourists. Tourism has dominated the economy in Phuket from 

then on (Handmer & Choong, 2006). The introduction of Phuket tourism was due to 

its diverse and unspoiled tourist attractions that were perceived by backpackers as 

paradise on Earth in early 1990 (Lauzon, 2005). A few years later, because of 

infrastructure development and a wide variety of attractions and activities, it has 

attracted a large number of tourists around the world (Hsieh & Park, 2008).   

 

 
 

Figure 2.16  International Tourist Arrivals of Phuket, Thailand  

Source:  Adopted from Tourism Authority of Thailand, 2006 and tisccm.moc.go.th , 

2011. 

 

During the past three decades it has increased significantly until 1997. 

However, tourism in Phuket has been obstructed by several uncontrollable factors 

(e.g. gulf war, 9/11 terrorism, SARS, bird flu virus, economic downturn) (Lauzon, 

2005). Most seriously, it was hit by a Tsunami in 2004 which badly affected the 

number of international tourist arrivals in 2005. One year later, tourism business in 

Phuket recovered and generated 33 percent of Thailand’s total tourism revenue from 
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approximately 4.49 million international tourists as per figure 2.16 (Tourism 

Authority of Thailand, 2006), making Phuket one of the popular island destinations.  

Since Phuket has become a major tourist destination due to its attractive 

attractions and diverse activities (Apinya Titanont & Naphawan Jane Chantradoan, 

2004), it has been driven to increase the number of international tourists by 

implementing a tourism development plan to promote itself as a world class 

destination for marine tourism. The tourism development plan comprises environmental 

protection from tourism, infrastructure development (Regmi, 2009), tourist products 

and service enhancements, labor force training and development, tourist activity 

creation, and tourism collaboration among stakeholders (Thongphon Promsaka Na 

Sakolnakorn et al., 2013). With rapid tourism development, there were some negative 

impacts affecting Phuket in various ways. The study of Thongphon Promsaka Na 

Sakolnakorn et al., (2013) shows several threats affecting Phuket; 1) traffic 

congestion during prime time, 2) a destruction of natural resources, 3) waste 

management and public hygiene, 4) high cost of living leading to a rise of crime, 5) 

taxation policy and 6) shortage of labor.   

UNWTO (2012) reports that labor in Thailand’s tourism sector is the key to 

generate income for the country but there are several disadvantages in terms of 

language skills  compared to other neighboring countries in ASEAN. However, the 

uniqueness of Thai hospitality is the strength in attracting tourists. To minimize 

threats, the study of Thongphon Promsaka Na Sakolnakorn et al., (2013) suggests that 

the government should get involved with an efficient plan for sustainable tourism 

development. Most importantly, the stakeholders in the tourism sector should focus 

on this particular issue. The mass or public transportation (e.g., sky train, subway, and 

public bus), traffic lanes and parking lots in prime tourist areas should be developed 

systematically to support the rapid growth and to reduce traffic problems that affect 

both tourists and local residents.  

Tourism resources should be well conserved while Phuket should not rely 

solely on natural attractions. Cultural and historical tourist attractions should be 

created and promoted with quality and affordable prices. Tourist amenities such as 

public toilets are really poor especially in the main tourist areas. Thongphon 

Promsaka Na Sakolnakorn et al. (2013) suggests that the local authorities and relevant 
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agencies should work collaboratively to build more public restrooms in the main 

tourist areas. A security policy is critical. It is suggested CCTV should be installed to 

monitor safety while officers should work proactively to ensure the highest safety for 

all. Currently, there are many illegal laborers in Phuket that affect the safety of lives 

and property. They are employed in most restaurants, hotels and construction 

businesses that do not find locals to work. This is proved from the low unemployment 

rate (Institute for Management Education for Thailand Foundation, 2002).  Phuket 

should implement a plan to focus not only on asset construction but on improving 

local conditions (Handmer & Choong, 2006).  

Apinya Titanont and Naphawan Jane Chantradoan (2004) affirms that Phuket 

has diverse tourist attractions. Splendid beaches, fabulous islands, gorgeous forests 

are magnets while the location of Phuket is good as a hub to access other locations 

conveniently (e.g., Phi Phi island, Phang Nga bay, Surin island, Similan island, and 

Krabi beaches). Meanwhile, a great combination of culture and tradition is a colorful 

point of interest too. Because of the burgeoning tourism, its GDP per capita is 2.5 and 

wage level is 1.6 times greater than the Thai average (Institute for Management 

Education for Thailand Foundation, 2002).   

Even if there is a lack of research about tourism in Phuket, the SWOT of 

Phuket’s tourism has been analyzed by certain studies (Institute for Management 

Education for Thailand Foundation, 2002; Apinya Titanont & Naphawan Jane 

Chantradoan, 2004; WTO, 2005; Handmer & Choong, 2006; Ratthasak Boonyarit & 

Kullada Phetvaroon, 2011; UNWTO, 2012; Thongphon Promsaka Na Sakolnakorn et 

al., 2013) as shown in table 2.29.  
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Table 2.29  SWOT Analysis of Phuket Tourism  

 

Strengths  Weaknesses 

Tourism attraction 

 Diverse tourist attractions  

 Beautiful beaches 

 Forest areas with diverse vegetation and fauna  

Tourism activity  

 Diversity of activities  

 Shopping activities  

 Beach, food and hospitality are core competencies 

 Nightlife entertainment   

Weather pattern 

 Good climate 

Target market 

 Long-staying tourists 

 Tourists with high purchasing power  

Value for money 

 Phuket is a destination with high value for money 

Service  

 Thai hospitality  

 Extensive tourist service  

Image 

 Reputation as a world class tourist destination 

 Good geographic location  

 

 

Tourism Attraction 

 Lack of cultural and historical creation  

Accessibility  

 Traffic congestion  

 Accessibility problems  

 Poor public transport system  

Environment impact 

 Degradation of environment and natural resources  

 Waste management  

 Uncontrollable city zoning and planning  

 Overcrowding, noise in high density beach location 

Amenities & infrastructure  

 Parking lots at main attractions 

 Lack of public amenities such as toilets  

 Insufficient infrastructure 

 Water supply problem 

Safety & security, health, sanitation 

 Lack of strict law enforcement  

 Poor public hygiene and cleanliness 

 Lack of food hygiene  

 Lack of risk and emergency plan  

 Illegal labor force  

Phuket’s tourism policy  

 Weak policy and planning control 

 Lack of shared vision for sustainability and value creation  

 Number of tourists causes operating constraint during high season 

 Deteriorating position in the international market 

 No long-term shared vision or strategy 

 Cultural resources are not promoted   

 Phuket becomes a cheap destination 

 No off season products  

 

1
5
2
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Table 2.29  (Continued) 

 

 

Strengths  Weaknesses 

 Collaboration among stakeholder 

 Lack of cooperation, both inside and outside the tourism sector,  for strategic 

issues  

 Need more qualified workers to accommodate increasing number of tourists 

 Image 

 Child prostitution  

 Opportunities Threats  

Global tourism aspect 

 Air liberalization  

 Global tourism industry has continuously grown  

 ASEAN is an emerging destination  

 Phuket has potential to reposition itself 

Economic aspect 

 Global economical crisis  

 High fuel rates  

 Tourists spend less per day  

 High leakage from tourism business  

National tourism  

 Central government is not proactive to international competition  

 TAT’s role only as  a “Promoter”, not a proactive coordinator of tourism 

development. 

 Media tendency to dwell on bad news  

 

Source:  Institute for Management Education for Thailand Foundation, 2002; Apinya Titanont & Naphawan Jane Chantradoan, 2004; 

WTO, 2005; Handmer & Choong, 2006; Honey & Krantz, 2007; Ratthasak Boonyarit & Kullada Phetvaroon, 2011; UNWTO, 

2012; Thongphon Promsaka Na Sakolnakorn et al., 2013. 
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2.4.2  Phuket’s Port of Call 

Phuket is Thailand’s most popular tourist destination located in the southern 

Thailand in Andaman Sea, Indian Ocean. With a rapid tourism development in Phuket 

and its reputation, it attracts diverse tourist types including cruise tourism. Cruise 

ships have called at Phuket province for around three decades. At the beginning, when 

the cruise tourism was introduced in Phuket, there were only some small cruise ships 

taking mainly aging and high end North Americans and Europeans (Scarft, 2011) to 

visit Phuket. In early 1990, some small cruise ships wanted to created new cruise 

itineraries which included exotic ports that were hardly ever visited by larger cruise 

ships. Therefore, there was only 2-3 ships calling at Phuket during high season and no 

ships called during low season.  

A few years later, Star Cruises inspired cruise tourism development in Phuket 

as it deployed two ships for weekly calls and continued for almost 20 consecutive 

years (SEA Tours, 2014a). This regional cruise line created a cruise itinerary in the 

Andaman Sea, leaving from Singapore to Malaysia and Phuket under the concept of a 

short cruise for family and young passengers. It changed the cruise paradigm from 

formality to freestyle (Wood, 2002). After Star Cruises has stepped into the market, 

many ports in ASEAN have been developed. In 1999, cruise ships from 20 cruise 

lines have cruised in ASEAN waters and have been divided between regional cruise 

lines offering short cruises to regional Asian markets, and long cruises by western-

based companies aimed primarily at markets in Europe, the U.S.A., and Australia & 

New Zealand (Ericson, 1995).  

A number of ships calling at Phuket have increased continuously and rapidly. 

At present, over 20 ships call at Phuket during the high season and 8 ships call during 

the monsoon season. Star Cruises remains the biggest player in this region as two 

ships (i.e., SuperStar Virgo and SuperStar Libra) call at Phuket on a weekly basis, 

year round. Cruise tourism has been successful in terms of the number of cruise ships 

and passengers, with Phuket becoming the most visited port of call in Thailand.  

Phuket was more frequently selected to play a vital role as a scheduled port of 

call for several cruises, especially when the trend of cruise tourism has rapidly 

changed. Bigger cruise ships have increasingly called at Phuket while there was only 

one port available. Furthermore, the port was not built for cruises and the size of the 
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port was not promptly changed to accommodate large cruise ships. This was 

especially problematic during the summer season when that area was influenced by 

northeast monsoons. There were only warehouses for cargo, and the port had no 

passenger terminal, infrastructure or tourist facilities. Certainly, port infrastructure 

and facility as well as port characteristic are the main requirement for larger cruise 

ships but were unavailable at Phuket port.  

Meanwhile, as demand of larger cruise ships in this region climbed during the 

summer season, more large cruise ships added Phuket into their cruise itinerary as a 

highlight due to its reputation. Because of the restrictions of Phuket Port in terms of 

the size of port and location of port which was affected by monsoons, a new location 

was found at Patong beach for temporary usage during the summer season, or 

approximately the six months from November to April. For over a decade, a floating 

pontoon was built as a pier for large sized cruise ships to tender passengers from 

cruise ships anchoring at Patong Bay. In 2011, there was a sudden increase in the 

number of cruise passengers and cruise ships coming to Phuket. Most of them were 

on the large and mega cruise ships that were unable to call at Phuket’s Deep Sea Port. 

One temporary pontoon at Patong Beach was insufficient when more than one ship 

came calling on the same day. In this regard, one more temporary pontoon was built 

at Kalim Beach.  

The tendering operations have met with much difficulty. No passenger 

terminal, lack of assembly area for tour dispatch, no coach parking, long walking 

distances from the beach to the coach stop, uncertain weather and sea condition, hot 

temperature, lack of facilities and amenities, and traffic congestion are obstacles for 

many passengers who use the temporary pier at Patong beach. However, the 

distinctive advantage of Patong Beach is that it is close to the beach, offering quick 

access to activities, food, and shopping. As said, the limitations of port of call 

management are exacerbated by the rapid growth of cruise tourism in Phuket.   

There are barriers for the cruise industry to grow continuously. Due to the 

growth of tourism, impacts (e.g., socio-culture, economic and environment) have 

occurred (Lauzon, 2005). To keep tourism in Phuket sustainable, especially for cruise 

tourism, it requires all concerned stakeholders (Figure 2.17) to work positively with a 

high level of coordination and cooperation (Brooks et al., 2009). Forming strong links 
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among the cluster (Institute for Management Education for Thailand Foundation, 

2002) will minimize the impacts with a long term plan. Moreover, all stakeholders 

should realize that the beach and hospitality are a core competency because beaches 

and natural beauty were ranked as the most satisfying factor while hospitality was 

ranked third after food. Cultural resources were ranked fourth.  

Value will be increased if investments are made in infrastructure, accessibility, 

and good shopping places. A cooperative spirit for the tourism cluster should be 

promoted by proactively including all concerned parties with a long term strategic 

formulation under the vision of Phuket “Phuket will be one of the most attractive 

tourist destinations in the world, which sustainably and continuously generates high 

income for Thailand, with environment and natural resources preserved and social 

adversity prevented” (Institute for Management Education for Thailand Foundation, 

2002). 

 

 
 

 

Figure 2.17  Stakeholders Involved in Tourism Management in Phuket 

Source:  Adapted from Institute for Management Education for Thailand Foundation,  

                2002.  

 

The involvement of Phuket towards cruise tourism was that once the cruise 

lines deployed ships to ASEAN, Phuket was selected to play a vital role as a 
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scheduled port of call for several cruises. It started with small luxury cruise ships, 

which provided transportation and accommodation, taking high-end cruise passengers 

to visit exotic ports (Scarft, 2011). Then the cruise industry rapidly changed, and ships 

with bigger sizes frequently and increasingly called at Phuket. At that time, there was 

only one cargo port available while demand grew higher.  

The Port of Phuket is located at Makham Bay in the Western Seaboard of 

Thailand on the Andaman Sea. It was originally built for cargo. Thus, it is not a 

suitable port for cruise ships (e.g. no passenger terminal, lack of port facilities, lack of 

infrastructure, and lack of capacity) (Port of Phuket, 2014). The landscape of Phuket 

is 70% mountainous area stretching from the western range from the north to the 

south.  Also there are a number of beaches that have attracted tourists for years 

(ASEAN, 2011), Due to the natural beauty and exotic landscape the number of cruises 

coming to call at Phuket has risen as shown in Table 2.30 (Immigration department 

Phuket Office, 2014; Port of Phuket, 2014).  

 

Table 2.30  Number of International Cruise Passenger and Cruise Ship at Phuket Port 

  

Year No. of Cruise Ships No. of Passengers 

2006 84 110,140 

2007 84 115,151 

2008 92 103,486 

2009 86 127,622 

2010 107 135,826 

2011 132 177,100 

2012 135 190,841 

2013 (January-October) 114 168,155 

 

Source:  Immigration Department Phuket Office, 2014. 

 

Table 2.30 illustrates the number of total cruise passenger that have increased 

continuously even as Phuket confronted some challenges from climate change, 

political instability, global economical crises, and limited facility and port 

infrastructure. It has been affected by several natural and man-made disasters during 

the past 30 years. In response, the government had collaborated with local authorities, 

private sectors as well as local communities to recover Phuket from several incidents. 

For long term preparation, Phuket has developed Tourism Risk Management 
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Strategies to unify, educate and improve cooperation and collaboration within the 

tourism industry. Integration among all concerned parties in implementing Risk 

Management Strategies at the operational level is necessary to prevent and prepare 

Phuket for risks. The Phuket tourism industry has established a partnership between 

public and private sectors. As plan implementation continues, the Phuket tourism 

industry is also learning valuable lessons related to involving vulnerable communities 

in the planning process and overcoming traditional barriers against preparedness and 

response. One particular barrier is the opinion of many on the island, who believe that 

preparedness is mainly a government responsibility. 

 

 

 

Figure 2.18  Map of Phuket and Location of Ports  

Source:  Phuket  Maps, Map of Phuket, Thailand, 2014. 

 

Cruise lines have used bigger cruise ships in Asia, targeting the middle class 

by using lower price as a strategic tool (Phuket Port, 2012). During high season 

(November-April), cruise ships have increasingly anchored off Patong Beach, and 
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have overlooked the inconvenience of disembarkation and tendering.  Asian tourists 

are more concerned with desire to access vibrant Patong Beach where they can enjoy 

themselves, browsing wares, dining at restaurants, and enjoying activities. Therefore, 

Phuket has become Thailand’s most visited port of call for cruise tourism.  In 

conclusion, there are three regular ports currently used for cruise ships in Phuket as 

shown in Figure 2.18.  

1) Port of Phuket  

The port of Phuket is located on the western seaboard of Thailand in the 

Andaman Sea at 07 49’.0 N. 98 24’.0” E. It stands at Makham Bay which is on the 

eastern coast of Phuket island. It is approximately 40 kilometers from Phuket 

International Airport and 15 kilometers from Phuket town (Figure 2.18). Access for 

vessels entering or leaving the port is via a 120 meter wide channel dredged to 9.0 

meters and 15.5 kilometers in length. There is a 360 meter turning basin at the north 

end of the quay. The tidal range at spring tide is 2.7 meters. The port of Phuket has 

two berths with a total quay length of 360 meters and a 30 meter wide apron. The 

depth of water along the quay is 10 meters. The port is designed to serve both cargo 

vessels and cruise ships (Chaophaya Terminal International, 2014).  This port has 

served cruise tourism as a port of call for almost 30 years, but the number of cruise 

passengers tends to decrease continuously. The reasons for this decline are its 

geographic location, size, and port conditions which are inappropriate for large cruise 

ships during the summer season.       

2) Patong Jetty 

This is a temporary jetty built during the summer season when sea 

conditions and weather patterns permit (Figure 2.19). It is used as a supplemental port 

when the port of Phuket is not available or unable to accommodate new arrivals. Most 

of the cruise ships that anchor off Patong Bay are the large and mega sized cruise 

ships and tender their passenger to Patong Jetty. Patong Jetty has served Star Cruises 

almost two decades and it has later been used by other cruise lines for years. The 

strength of this particular jetty is its access to Patong town which is only a 10 minute 

walk from the jetty.  However, the operation of this jetty is more complex due to the 

lack of infrastructure and facilities for cruise tourism as well as traffic congestion at 

the jetty area (SEA Tours, 2014).   
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Figure 2.19  Location of Patong Jetty and Kalim Jetty  

Source:  https://maps.google.com/maps 

 

3) Kalim Jetty 

This is another temporary jetty used during the summer season (Figure 

2.17). It has only been used in recent years, after more cruise ships have visited 

Phuket port and have caused both Phuket port and Patong jetty to reach capacity. The 

concept of this jetty is similar to Patong jetty using tendering operations to transfer 

cruise passengers to Kalim beach. Accessibility to Patong beach which is the most 

known tourist area is not difficult. Cruise passengers can either take a local taxi 

known as tuktuk or walk to Patong beach where numerous activities await them (SEA 

Tours, 2014).  

 

2.4.3  Tourism Components in Phuket  

Phuket has become a world class tourist destination (TAT, 2014). The number 

of international tourist arrivals in 2012 was 4.77 million, mainly from China, with 

Russia as a new emerging market. The government has invested over USD 500 

million for infrastructure development throughout the island to retain growth in 

tourism (C9 Hotelwork, 2013). Diversity of tourist activities and attractions, 

hospitality of the people, and tropical weather are the main motivations that attract 

Patong jetty 

Kalim jetty 
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tourists to visit Phuket (TAT, 2014). Tourism attractions and activities can be divided 

into various groups based on characteristics. International tourists in Phuket spend the 

majority of their money on accommodation which accounts 30%, this is followed by 

shopping at 24%, dining at 19%, entertainment at 16% and local transport at 10% (C9 

Hotelwork, 2013). It should be noted that attractions and activities account more than 

a half of all expenses at 59%.  

Various activities and attractions have been continuously created to fulfill the 

diverse needs of a wide range of tourists. In addition, a large investment from the 

government has been approved for infrastructure, facilities and amenities (e.g., 

international airport expansion, underpass at Central Festival, Tesco Lotus at Koh 

Kaew intersection, and Patong tunnel). A budget at USD 5.8 million has been 

approved to construct a passenger terminal at the port of Phuket, but the project is still 

pending due to environmental approval (C9 Hotelwork, 2013).   

Tourism products are important factors in attracting tourists as well as cruise 

passengers (Davodoff & Davidoff, 1994; ASEAN, 2002; Tourism Queensland, 2006; 

TEC inc, 2007; Tan, 2009; London, 2010b; Gibson, 2012; Cruise Gateway North Sea, 

2012; Brada et al., 2012; Busby & O’Neill, 2013; Tongzon & Heng, 2013).  The 

attractions and activities are a valuable tourist product at Phuket’s port of call (see 

Table 2.31).   

 

2.5  Conclusion   

  

In conclusion, this chapter draws ideas from literature review relevant to 

cruise tourism and port of call management. From the literature review, it is found 

that port of call management is a complex issue. It not only concerns the port area but 

also the whole island of Phuket, including different factions involved in port of call 

management.  
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Table 2.31  Tourism Products in Phuket for Cruise Tourism 

  

Content Nature based  Culture based  History based Man-made  Combination 

Activity  Canoeing and kayaking 

 Jungle trekking 

 Sailing & yachting 

 Elephant riding 

 Scuba diving 

 Snorkeling 

 Sunbathing & swimming 

 White water rafting 

 Water sport 

 Food and beverage 

 Spa & massage 

 Thai cooking class 

  Entertainment & show 

 Golf 

 City tour 

 Shopping  

 Sightseeing 

 

Attraction  Khai island 

 Phi Phi island 

 Patong beach 

 Phang Nga Bay (James  

Bond) 

 Promthep cape 

 Elephant camp 

 Big Buddha Temple 

 Cashew nut factory 

 Old Phuket town 

 Sino-Portuguese mansion 

 Spa & massage parlor 

 Thai Village 

 Restaurant 

 Chalong temple 

 Prathong temple 

 Museum 

 Simon cabaret 

 Department store 

 Jewelry store, pearl shop 

 Phuket Fantasea 

 Siam Niramit 

 Souvenir shop 
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CHAPTER 3 

 

RESEARCH METHODOLOGY 

 

3.1  Introduction  

 

This chapter provides an explanation of the research methodology used in this 

study by presenting the process, data acquisition and model deduction of Phuket’s 

port of call management for the cruise industry. The framework’s main purpose is to 

examine the perception of cruise passengers toward port of call management and its 

efficiency levels. The results from both parts are employed to find the gaps and create 

a model of Phuket’s port of call management. The framework of this study is mainly 

derived from literature review. However, there is a lack of studies relevant to port of 

call management. Moreover, academic research about cruise tourism in Phuket’s port 

has never been studied and the context of Phuket’s port of call is different from other 

ports that have been researched. The researcher, therefore, employs semi-structured 

interviews and focus groups to recheck the factors extracted from literature review. 

According to Strauss and Corbin (1998), the grounded theory is commonly used to 

extract data if there are very few academic studies or if the topic of study is new.  

The selected research methodology is one of the most significant factors to 

obtain responses to the research questions. The researcher employed a mix of research 

methodology to meet the objectives of this study. According to Nind (2008), the 

qualitative method allows the researcher exploring profound perspectives and 

experiences of key informants. On the other hand, the quantitative method is a formal, 

systematic approach which incorporates numerical data to obtain appropriate 

information. 

The quantitative method was mainly undertaken to investigate the importance 

levels toward factors which affect port of call management, the efficiency levels of 

Phuket’s port of call management, and the current contexts of the cruise situation in 

Phuket. In contrast, the qualitative method was used to identify the context of the 
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cruise situation in Phuket, the importance levels toward factors affecting port of call 

management, and efficiency of port of call management in Phuket. The structure of 

this chapter is shown in Figure 3.1 and the research methodology is displayed in 

Table 3.1 and the conceptual framework in Figure 3.2. 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

Figure 3.1  Structure of Chapter 3 

 

 To obtain a model of port of call management for the cruise industry in 

Phuket, Thailand, the research objectives are defined; 

1) To analyze the current situation of the cruise tourism in Phuket, 

Thailand  

2) To evaluate the importance levels toward factors affecting port of 

call management  

3) To measure the efficiency levels of port of call management in 

Phuket, Thailand 

4) To propose a model for port of call management tailored for the 

cruise tourism in Phuket, Thailand  

3.1 Introduction 

3.2Unit of Analysis 

3.3Population and Samplings  

3.4 Research Tools 

3.5 Data Collection 

3.6 Data Analysis 

3.7 Conclusion 
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Table 3.1  Overview of Research Methodologies and Relevance to Research Objectives 

 

Objectives Research 

Methods 

Population & 

Samples 

Sample

Size 

Sampling 

Techniques 

Research 

Tools 

Data 

Analysis 

(Obj. 1) To analyze the 

current  situation of the 

cruise tourism in Phuket, 

Thailand 

 

1. Quantitative 

 

(1) Cruise passengers 

 

562 

 

Quota + Purposive +Convenience 

Sampling 

Questionnaire 

 

Descriptive and 

Inferential statistics 

2. Qualitative (1) Cruise passengers 30 Purposive + convenience sampling Semi-structured interview Content Analysis 

 

(2) Cruise staff 

(3) Land based stakeholders  

30 

30 

Purposive + convenience sampling 

Purposive + convenience sampling 

Semi-structured interview 

Semi-structured interview 

Content Analysis 

Content Analysis 

(Obj. 2) To evaluate the 

importance levels toward the 

factors affecting port of call 

management  

 

1. Quantitative 

 

(1) Cruise passengers 

 

562 

 

Quota + Purposive + Convenience 

Sampling 

Questionnaire 

 

Descriptive and 

Inferential statistics 

2. Qualitative 

(1) Cruise passengers 30 Purposive + convenience sampling Semi-structured interview Content Analysis 

(2) Cruise staff 30 Purposive + convenience sampling Semi-structured interview Content Analysis 

  (3) Land based stakeholders 30 Purposive + convenience sampling Semi-structured interview Content Analysis 

(Obj. 3) To measure the 

efficiency levels of port of 

call management in Phuket, 

Thailand 

 

1. Quantitative 

 

(1) Cruise passengers 

 

562 

 

Quota + Purposive + Convenience 

Sampling 

Questionnaire 

 

Descriptive and 

Inferential statistics 

2. Qualitative 

 

(1) Cruise passengers 30 Purposive + convenience sampling Semi-structured interview Content Analysis 

(2) Cruise staff 

(3) Land based stakeholders  

30 

30 

Purposive + convenience sampling 

Purposive  + convenience sampling 

Semi-structured interview 

Semi-structured interview 

Content Analysis 

Content Analysis 

(Obj. 4) To propose a model 

for port of call management 

tailored for the cruise 

tourism in Phuket, Thailand 1. Qualitative 

(1) Cruise passengers 30 Purposive + convenience sampling Semi-structured interview Content Analysis 

(2) Cruise staff 30 Purposive + convenience sampling Semi-structured  interview Content Analysis 

(3) Land based stakeholders 30 Purposive + convenience sampling Semi-structured interview Content Analysis 

 
1
6
5
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(Mixed Methodology)  

 

 

 
 

(Mixed Methodology)  

 

   

 

 

 

(Mixed Methodology)  

 

 

 
 

 (Qualitative Methodology) 

 

 

 

 

 

Figure 3.2  Conceptual Research Frameworks 

 

3.2  Unit of Analysis  

 

Phuket was selected as a unit of analysis to accomplish this study because it 

has been Thailand’s most visited port of call for over 20 years. Phuket offers port 

services for cruise ships in various locations due to the season. Currently, there are 3 

ports used, as shown in Table 3.2. The researcher collected population data of all ship 

sizes at all three ports to avoid bias in this study.  

 

 

 

 

Quantitative method 

- Pop: Cruise  passengers 

- Tool: Questionnaire 

 

(Obj1)To analyze the 

current situation of the 

cruise situation in Phuket, 

Thailand 

 

Quantitative method 

- Pop1: Cruise 

passengers 

- Pop2: Cruise staff 

- Pop3: Land-based 

stakeholders 

- Tool: Semi-structured 

interview  

 

(Obj2)To evaluate the 

importance levels toward 

factors affecting port of call 

management 

 

(Obj3)To measure the 

efficiency levels of port of 

call management in Phuket, 

Thailand  

 

(Obj4)To propose a model 

of port of call management 

tailored for the cruise 

tourism in Phuket, Thailand  

 

Cruise Passengers 

 Socio-Demographic  

- Gender 

- Age 

- Country and region 

- Religion 

- Education background 

- Occupation 

- Marital status 

- Income 

 Traveling patterns 

- Cruising time 

- Travel companion 

- Purpose of cruising 

- Reason for cruise 

- Preferred activity 

- Preferred attraction 

- Channel of tour purchase  

- Total spending  

- Proportion of spending  

 

Independent variables 

 

Dependent variables 
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Table 3.2  Details of Ports for the Cruise Industry in Phuket, Thailand 

 

No. Port Name Location Characteristics 

1. Phuket Deep Sea Port Makham Bay, in the south 

west coast of Phuket 

Cargo port owned by Harbor Department and Chao 

Phraya Terminal International is a concessionaire 

2. Patong Pier Patong Beach Temporary pontoon owned by locals 

3. Kalim Pier Kalim Beach Temporary pontoon owned by locals 

 

3.3  Population and Samplings 

  

3.3.1  Population  

Many studies (e.g., Gibson, 2006; UNWTO, 2010; Ogawa, et al, 2011; 

Kizielewicz, 2012) categorize cruise ships by several measurement tools (e.g., 

capacity, dimension, speed, tonnage, price, features, trip duration, product or service). 

However, the researcher classifies the cruise ship by using the tonnage or size 

according to Gibson (2006) which is appropriate for this study as the size of the cruise 

ship affects the port’s carrying capacity and capability. In addition, the passengers in 

different ship sizes have different travelling behavior, attitudes and perceptions 

toward port of call management (Gibson, 2006; Cruise Gateway North Sea, 2012). 

The population of this study is the cruise passengers who cruise in ships of all sizes 

and visit Phuket’s port of call. Table 3.3 displays the cruise ship categories by size. 

 

Table 3.3  Ship Category by Size  

 

Ship Category Weight (Gross Registered Tonnage or GRT)  

Mega cruise ship 90,001GRT-up  

Large cruise ship 60,000-90,000 GRT 

Medium cruise ship 30,000-60,000 GRT 

Small cruise ship 3,000-30,000 GRT  

 

Source:  Adapted from Gibson, 2006. 
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 Ideally, the researcher wished to collect data from the entire population but 

that proved infeasible and costly. Therefore, the sampling represents the population 

without studying the entire population. The sample is a portion of the elements taken 

from the entire population which represent the whole population (Black and 

Champion, 1976). The population of this study is defined into 3 groups which are 

shown in Table 3.4; 

 

Table 3.4  Population of the Study 

 

Population Criteria 

1. Cruise passengers All cruise passengers who cruised any of the ports in Phuket in 2013, on any 

sized cruise ship. 

2. Cruise staff Cruise staff who work collaboratively with port of call operations.  

3. Land based stakeholders People from the shore side involved in port of call operations. This includes 

public, private, and community sectors.  

 

The major population of this study is the cruise passengers on any size of 

cruise ship that calls at the three ports of Phuket in 2013. However, the total number 

of cruise passengers in 2013 was not yet finalized until the end of the year, the 

researcher, therefore, estimated the total population (N) by using all cruise ships that 

call throughout the year and multiplied the total capacity of each cruise ship as shown 

in appendix (Ship 2013). In conclusion, the total population (N) for this study was 

calculated to be 257,238 people.  

 

3.3.2  Sample Size 

Since the population is unknown, this study is appropriate for non-probability 

sampling methods. The researcher formulated a rational justification in using the 

appropriate sampling procedure (Salant & Dillman, 1994: 58; Raj, 1972: 4); 

1) Identify the target population as precisely as possible and in a way 

that makes sense in terms of the purpose of study. 

2) Put together a list of the target populations from which the sample is 

selected. 

3) Select the sample and decide on a sampling technique.  

4) Make an inference about the population. 
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 As mentioned, the number of the cruise passengers in 2013 could not be 

identified until the end of 2013.Therefore, the researcher employed the number of 

cruise passengers visiting Phuket in 2012 as a total population (N). There were 

190,841 passengers as shown in Table 3.5 (Phuket Immigration Office, 2013) who 

travelled to Phuket by cruise ship to any of the three ports in Phuket in 2012.  

 

Table 3.5  Number of Cruise Passengers and Cruise Ships in Phuket  

 

Year No. of Cruise Ships No. of Passengers 

2006 84 110,140 

2007 84 115,151 

2008 92 103,486 

2009 86 127,622 

2010 107 135,826 

2011 132 177,100 

2012 135 190,841 

2013 (January-October) 114 168,155 

 

Source:  Phuket Immigration Office, 2013. 

 

According to the table of Yamane (1973), a sample size (n) is calculated by 

using the sample size of Yamane at a 95% significance level which comes to a sample 

size of 399.16 in this particular study. 

 

 

Formula n= 
 

 

When n: Size of sample 

  N: Size of target population, which is 

 e: Inconsistency from sampling at 95% confidence level. 

 

 

 

 

 

 

 

21 Ne

N
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  Therefore,    n =       
2(0.05)841,1901

190,841


 

 

     n =       
)0025.0(841,1901

  190,841


 

    

     n =        
1025.4771

 190,841


 

    

      n =        
1025.478

  190,841
 

 

 

 

 

 

Therefore, the appropriate sample size is 400.   

Table 3.6 shows the sample sizes for each size of cruise ship. An appropriate 

sample size is one that adequately answers the research question (Mashall, 1996). The 

samples of each cruise ship were calculated from the proportion of total cruise 

passengers on each size. Since the sample sizes for mega and small cruise ship are 

small, it is inappropriate to represent their sizes for comparison. In addition, Mashall 

(1996) states that a study of small sample sizes does not answer research questions. 

The sampling error of a small sample is unavoidable bias.  The researcher, therefore, 

adjusted the number of samples of two particular cruise ship sizes (mega and small 

cruise ship) from 30 and 8 to 100 (n) for each category. To sum up, the total sample 

size is 562.   

 

 

 

 

 

n =        399.16 or  400 
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Table 3.6  Total of Cruise Passengers in Phuket, Thailand 2012 and Sample Sizes 

 

Cruise Passenger (2012) Total Number Total in % n=400 Adjusted n 

Total cruise passengers  190,841    

- Mega Cruise Ship   8% 30 100 

- Large Cruise Ship   52% 207 207 

- Midsize Cruise Ship  39% 155 155 

- Small Cruise Ship  2% 8 100 

Grand Total 190,841 100% 400 562 

 

3.3.3  Sample Technique 

The study applies three non-probability sample techniques to reduce the 

population to appropriate sample sizes. A major part of this study is the quantitative 

methodology, and the particular research techniques employed are shown on Figure 3.3; 

1) Quota Sampling Technique 

Two types of quota sampling are proportional and non-proportional. 

Proportional quota sampling is appropriate for populations with different 

characteristics. In the current study, the population was grouped by the ship size (i.e., 

small, midsize, large, and mega). Passengers from each ship size had different 

characteristics as well (Gibson, 2006; Cruise Gateway North Sea, 2012). 

Consequently, this study employed proportional quota sampling to determine cruise 

passengers from all ship sizes, according to the proportion of the population for each 

size.  

2) Purposive Sampling Technique 

Purposive sampling techniques were used to identify cruise passengers 

who cruised and experienced Phuket port. The researcher collected data at ports from 

passengers, after they came back from onshore activities that were either arranged by 

tour operator or by themselves.  
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    2) Samples 

 

     

 

 

 

1) Target population 

 

 

 

 

 

 

 

 

 

     

 

 

Figure 3.3  Sample techniques 

 

Cruise passengers 

Visiting Phuket Port 

N=190,841 

 

Cruise passengers 

   (Mega cruise ship) 

   n=100 

 

Cruise passengers 

(Large cruise ship) 

n=207 

 

Cruise passengers 

(Midsize cruise ship) 
n=155 

 

Cruise passengers 

(Small cruise ship) 

n=100 

 

Cruise passengers 

Joined a tour arranged by a tour operator or 

visited Phuket port by their own  

n=562 

 

 

Cruise passengers 

Collected data as respondents came 

back to port 

n=562 

Quota Sampling Purposive Sampling  Convenience Sampling  Sampling Technique 
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  Purposive sampling is a technique that enables an initial understanding 

of the situation. In addition, it helps identify and differentiate the needs of one or 

more relevant groups. It produces a sample where included groups are selected 

according to specific characteristics. With such a sample, group differences can be 

compared and contrasted and a range of experiences can be summarized (ACAPS, 

2011:4). This technique is chosen for quality of data gathered, thus the reliability and 

competence of the respondents must be evaluated (Tongco, 2007: 147). It is suitable 

as this study concerns itself with situation, need, specific site characteristics, a variety 

of samples, as well as a range of experiences.   

3) Convenience Sampling Technique 

 Convenience sampling technique was used in correspondence to 

purposive and quota sampling techniques. Meanwhile, the techniques used for 

qualitative research method were also quota sampling, purposive sampling, and 

convenience sampling techniques. 

 

3.4  Research Tools  

 

 To meet the research objectives, tools were critically designed to feed certain 

input into the research framework. A combination of research tools were employed to 

satisfy the particular objectives. The tools selected were questionnaires, focus groups 

and semi-structured interviews. 

 

3.4.1  Questionnaire  

A questionnaire was purposefully designed to relate to the research objectives 

which are usually associated with quantitative research. Its advantage is that it can 

collect data from a large sample population in a cost effective manner, which can 

easily be converted by statistical software (Ackroyd & Hughes, 1981; Brady, 1992; 

Popper, 2004). In addition, Brady (1992) confirms that respondents feel comfortable 

giving anonymous responses. Most importantly, surveys can be clearly defined.  

3.4.1.1  Construction of the Survey 

  In collecting data to answer this study, research tools were developed 

and piloted to ensure that data would be well collected. Brady (1992: 245) explains 

the tool development steps; 
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1) Determine the objectives of the questionnaire; 

2) develop the questionnaire after determining an appropriate 

format; 

3) check the validity of items; 

4) pilot the questionnaire using a small but representative 

sample (The sample should have the same distribution of categories as the final 

sample); 

5) refine the items based on the pilot study; 

6) administer the refined questionnaire to the whole sample 

(but do not include those participated in the pilot test). 

3.4.1.2  Content of the Questionnaire  

The questionnaire was designed to measure the key variables in the 

framework. Cruise passengers were asked about the importance levels toward factors 

affecting port of call management and the efficiency levels of port of call 

management in Phuket, Thailand, using 6-point rating scales that have higher trends 

of discrimination and reliability than oddly numbered scales (Rungson Chomeya; 

2008). Their perceptions were measured on 24 questions which were comprised of 

four parts:  

1) Part A: Travelling Patterns 

   Travelling patterns (e.g., cruising time, travel companion, 

purpose for cruise, reason for cruise, preferred activity and attraction, total money 

spent at port) (Gibson, 2006) were essential for the study (Lui, 2006). These data will 

be tested for statistical significance toward port of call management.   

2) Section B: Importance levels of port of call management 

and efficiency levels of Phuket’s port of call 

   A 6-point Likert scale was used to evaluate the importance 

levels toward the factors affecting port of call management and the efficiency levels 

of port of call management in Phuket, Thailand. The respondents indicated their 

perception toward the reviewed variables. The score ranged from 1 to 6 with both 

positive and negative statements (Table 3.8 and 3.9). More important variables were 

assigned higher values, as the following evaluation criteria. 
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3) Section C: Respondent’s socio-demographic profile 

Questions were designed to determine characteristics of the 

respondents. Gender, age, country of residence, religion, education, occupation, 

marital status and average monthly income were significant elements of the study 

(Lui, 2006; Port-Net, 2007; TEC Inc, 2007) and they were vital to the results of the 

research objectives.  

4) Section D: Open area for suggestions  

The open-ended area for suggestion on Phuket’s port of call 

management is provided.  

The range of the result can be divided to 6 ranges as shown in 

the Table 3.7.  

Mean scores between 5.21-6.00 reveal extremely important variables. 

Mean scores between 4.36-5.20 reveal important variables. 

Mean scores between 3.51-4.35 reveal somewhat important variables. 

Mean scores between 2.66-3.50 reveal somewhat unimportant variables. 

Mean scores between 1.81-2.65 reveals unimportant variables. 

Mean scores between 1.00-1.80 reveals not important at all variables.  

 

Table 3.7  Criteria for Scoring Importance Levels of Port of Call Management 

 

Statement Extremely 

important 

Important Somewhat 

important 

Somewhat 

unimportant 

unimportant Not important 

at all 

Positive 6 5 4 3 2 1 

Negative        

 

Similarly, the range of the result can be divided to 6 ranges as 

presented in Table 3.8. 

Mean scores between 5.21-6.00 reveal extremely efficient variables. 

Mean scores between 4.36-5.20 reveal efficient variables. 

Mean scores between 3.51-4.35 reveal somewhat efficient variables. 

Mean scores between 2.66-3.50 reveal somewhat inefficient variables. 

Mean scores between 1.81-2.65 reveals inefficient variables. 

Mean scores between 1.00-1.80 reveals not efficient at all variables.  
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Table 3.8  Criteria for Scoring Efficiency Levels toward Port of Call Management in  

                  Phuket, Thailand 

 

Statement Extremely 

efficient 

Efficient Somewhat 

efficient 

Somewhat 

inefficient 

Inefficient Not efficient at 

all 

Positive 6 5 4 3 2 1 

Negative       

 

3.4.1.3  Reliability and Validity of the Questionnaire 

  A pretest refers to a trial test of an instrument to identify faults. It is 

crucial to determine if all questions are understandable (Polit & Hungler, 1995). Thus, 

a well-developed instrument is a useful tool to meet the research objectives.  

1) Index of Item-Objective Congruence (IOC) 

Validity aims to make research components of a particular tool 

meaningful (Drost, 2011: 114), correct and appropriate. An index of item-objective 

congruence (IOC) was determined by experts to examine each item for its content 

validity. Its purpose was to fully assess readability, clarity, and comprehensiveness. It 

concluded with approval to include items in the final questionnaire. Trochim (2006) 

states that the concepts and behavior should be transformed effectively into functional 

and operational reality. Experts were those involved in the cruise industry sector and 

academic field relevant to cruise tourism as shown in Table 3.9.  

 

Table 3.9  Experts for Index of Item-Objective Congruence (IOC) 

 

Name Position Area of expert 

Assistant Prof. Dr. Aree 

Tirasatayapitak 

Lecturer in Hospitality and Tourism, Prince of 

Songkla University, Phuket Campus  

Tourism management in 

Phuket 

Dr. Hirun Prasarnkarn Vice President,  

Phuket Rajabhat University  

Research statistics and 

research methodology 

Mr. Robert Kinkhorst Cruise Ambassador and Cruise Consultant, 

Prestige Cruise Holding, inc 

Cruise expert for 25 years 

Mr. Krai Panyarachun Director of Inbound, SEA Tours Co., Ltd. Shore excursion agent for 

cruises in Thailand 

Mr. Chatapat Boonyawan Ex-Tour Manager, 

Star Cruises 

Works with various ports 

in Asia 
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 Item ratings from experts were used for calculations. An IOC 

score of more than 0.5 indicates good content validity. In addition, comments on 

format and wording were also included. Most questions scored high validity, with 

only two questions below 0.5. Therefore, those two particular questions were adjusted 

according to the comments from the experts (See appendix IOC form). 

2) Pilot Test  

   A major concern for measurements is consistency, also called 

reliability. A measurement should be stable even it is done under different situations, 

or conditions (Bollen, 1989). The same result should be obtained even it is performed 

by a different person (Nunnally, 1978). Reliability is a major consideration when a 

psychological test is used to measure some attribute or behavior (Rosenthal & 

Rosnow, 1991). Therefore, the pretest was conducted on 30 cruise passengers who 

visited Phuket in October, 2013, by two ships of Star Cruises. The results generated 

from reliability analysis indicated a high degree of reliability and the validity of the 

proposed measurement.  The pretest resulted in an Alpha statistic of 0.965.  

 

3.4.2  Semi-structured Interview 

A semi-structured interview is one of the most practical and effective tools, 

among qualitative methods, to identify specific and profound issues from relatively 

few key informants. It helps each informant have more time and an opportunity to 

share feelings, perspectives, and attitudes. The interviewer has plenty of time to probe 

and obtain in-depth responses since respondents tend to express themselves more 

freely (Marshall, 1996). This study employed a semi-structured interview as a critical 

tool in collecting data in the first stage of data gathering. It was used before 

questionnaire design, to confirm which factors affect port of call management, based 

on literature review. More importantly, semi-structured interviews allowed the 

researcher to meet the objectives of the study, by reflecting the perspectives of three 

populations: cruise passengers, cruise staff, and land based stakeholders.   

After factors which affect port of call management had been extracted from 

literature review, the researcher designed a semi-structured interview for key 

informants. This process was performed to confirm the reviewed factors and to collect 

data in response five questions; 
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1) What cruise situations are relevant to Phuket’s port of call? 

2) What are the criteria for port of call selection?  

3) What are the strengths of Phuket’s port of call? 

4) What are the weaknesses of Phuket’s port of call? 

5) What should Phuket urgently improve as a port of call? 

 

3.4.3 Focus Group 

A qualitative research method which eliciting descriptive data from the 

particular population subgroup is called a focus group. A group of 8-12 people are 

usually gathered together for discussion on a focused issue. This technique is useful in 

exploring topics that an investigator does not know well, especially in applied 

research (Bender & Ewbank, 1994:63). Rich, detailed, and valid data always comes 

out from the group’s perspective (Steckler et al., 1992). For these reasons, this 

researcher used a focus group to collect data in support of the qualitative results.  

A focus group was used to find profound data from key informants involved in 

the port of call operations. The focus group was designed to collect data and confirm 

which factors affect port of call management, based on literature review. 

To run the focus group, the researcher lent a hand to SEA Tours Co., Ltd (Thailand’s 

leading shore excursion agent) under the budget of Asian Cruise Services Networks 

(ACSN), which hosted a conference among the network’s members on the issue 

cruise tourism in Asia, strengths and weaknesses of port of call management in Asia. 

The conference was held on September 28-30, 2013 at Patong Resort Hotel, Phuket, 

Thailand. The researcher was able to get a diverse sample, and had run the focus 

group among port representatives from 14 different Asian countries. 

 

3.5  Data Collection  

 

In accordance to the conceptual framework of this study,  the first stage of 

data collection was conducting semi-structured interviews followed by the focus 

group. This step was carried out to study the factors affecting port of call management 

and to confirm findings of the reviewed literature. As the literature relevant to port 
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management is quite general, the researcher employed these two tools to get results 

and confirmation before designing the questionnaire. 

The researcher carried out the pilot test in Phuket during November – 

December, 2013 which is the cruise season. The pilot test collected data from all three 

ports and all ship sizes to minimize the possibility of bias. The researcher spent time 

at ports where the ships were and asked the cruise passengers to answer the 

questionnaire after spending time at Phuket’s port of call. At the same time the pretest 

surveys were utilized, the semi-structured interviews mentioned above were being 

conducted.  

 

3.6  Data Analysis  

  

3.6.1  A Computer Program “Statistical Package for Social Science 

(SPSS) Version 21  

Once the data were collected, an accurate data analysis tool was selected to 

transform data to more useful information. A computer program called “Statistical 

Package for Social Science version 21 (SPSS) was used to analyze the data. 

Questionnaire data were analyzed with descriptive and inferential statistics. While the 

data from semi-structured interviews and the focus group was analyzed through 

content analysis.  

 Quantitative data were analyzed with descriptive and inferential statistics. 

Descriptive statistics is an approach that details to the measurement of phenomena 

based on different perspectives or characteristics of a population. On the other hand, 

inferential statistics (e.g., t-test, f-test, correlation, regression, Chi-Square) employs 

data to make inferences or estimations about the entire population. It tests for group 

differences and associations.  

 

3.6.2  Content Analysis  

Qualitative data from semi-structured interviews and the focus group were 

analyzed by content analysis. Content analysis is a research tool that transforms data 

to provide contextual knowledge, facts and new insight (Krippendorff, 1980). Its 
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objective is to compress or broaden the narrative of a particular phenomenon. As 

such, the outcome of the analysis is a conceptual description of the phenomenon that 

will be used to build the model (Elo & Kyngas, 2007).  

 

3.6.3  Importance – Performance Analysis (IPA) 

Importance – Performance Analysis (IPA) is a tool to study the gap between 

levels of importance and levels of performance. It analyzes the strengths and 

weaknesses of a particular study. As chapter 2 discussed, a number of studies used 

IPA as a tool to evaluate effectiveness by measuring performance as evaluation 

criteria.   

 

3.7  Conclusion  

 

As table 3.10 and figure 3.4 summarize, this chapter describes the research 

methodology the researcher used for data collection and data analysis. Sources of data 

were from both primary and secondary sources to make the study more valid. 

Secondary sources came from literature review while the primary sources were the 

quantitative results of a questionnaire which utilized non-probability sampling. 

Further primary sources were in the form of qualitative results gathered from the 

semi-structured interviews. The quantitative findings and results of the study were 

analyzed by SPSS software while qualitative results were analyzed by content 

analysis.    

 

Table 3.10  Three Groups of Population and Research Tools 

 

No Population Data Collection Tools Sample Size Objective Obtained 

1 Cruise passengers Questionnaire 562  

  Semi-structured interview 30  

2 Cruise staff Semi-structured interview 30  

3 Land based stakeholders Semi-structured interview 30  
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Figure 3.4  Research Design 

Focus Group 

- Experts in cruise tourism 
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CHAPTER 4 

 

RESEARCH FINDINGS AND DISCUSSION 

 

4.1  Introduction   

 

The purposes of this chapter are to analyze, interpret and summarize the main 

findings from questionnaires of cruise passengers’ perceptions on the efficiency of 

Phuket’s port of call management and the importance of a port of call management in 

general. In addition, the findings from semi-structured interviews from cruise staffs, 

land based stakeholders and cruise passengers are in response to the objectives, and 

most importantly to propose a model of port of call management for cruise tourism in 

Phuket, Thailand.  

The findings and discussion of this research are divided into four parts. The 

first part is an introduction of the chapter. The second part is comprised of descriptive 

results which cover the fundamental statistical analysis of the respondents’ socio-

demographic profiles and travelling patterns, the qualitative results from semi-

structured interviews, the importance levels of port of call management and the 

efficiency levels of Phuket’s port of call management. The third part presents and 

discusses the findings based on the objectives. The forth part proposes a model of 

Phuket’s port of call management.    

The results of data analysis presented below are based on data collected from 

562 samples used in quantitative research methodology, and 46 interviewees from 

qualitative research methodology. 

 

4.2   Descriptive Results 

 

As chapter three mentioned, this research employed mixed research 

methodologies. This part, therefore, consists of both quantitative descriptive results 

and qualitative descriptive results.  
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4.2.1 Quantitative Descriptive Statistic Results 

The results of quantitative descriptive statistic are divided into four parts 1) the 

descriptive statistic results of the socio-demographic profiles of the cruise passengers, 

2) the descriptive statistic results of the travelling patterns of the cruise passengers, 3) 

the descriptive statistic results of the importance levels on port of call management 

and the efficiency levels of Phuket’s port of call management and 4) the qualitative 

descriptive results from semi-structured interviews.   

4.2.1.1 Descriptive Statistic Results of the Respondents’ Socio-

demographic Profiles  

Quantitative data was collected from 562 questionnaire surveys, and the 

results of the descriptive statistics of socio-demographic characteristics of the 

respondents consist of gender, age, country of residence, religion, education, 

occupation, marital status, and average monthly income (Table 4.1).  

From a total of 562 respondents, 323 were male and 239 are female, 

accounting for 57.5% and 42.5%, respectively. The age of respondents ranged from 

11–86 years. The largest age groups were aged between 31-40 years old and 51-60 

years old, accounting for 19.8% and 19.6%, respectively. Up to 19.6% of the 

respondents ranged between 41-50 years old. The smallest group with only 3.9%, 

were aged between 1-20 years old. The majority of the respondents were married, 

accounting for 76.5%, followed by those who are single, at 19.6%. Almost half of the 

respondents, (49.1%) held a bachelor’s degree. Those who held more than a 

bachelor’s degree accounted for 26.9%. The minority are those whose education 

background is below bachelor’s degree, at24.0% (Table 4.1).  

From 562 respondents, 318 (56.6%) were from Asia whereas 97 

(17.3%) were from Europe. 90 (16%) of the respondents were from America and 57 

of them (10.1%) were from Australia. No one was from Africa. Focusing on the 

country of residence, 93 respondents (16.5%) were from Singapore, followed by 75 

respondents (13.3%) from USA, 65 respondents (11.6%) from Malaysia, 56 

respondents (10%) from Australia, 40 respondents (7.1%) from UK, 33 respondents 

(5.9%) from China, 28 respondents (5%) from Philippines, 25 respondents (4.4%) 

were from Indonesia and India equally. On the other hand, fewest were from Taiwan, 

Cambodia, Nepal and Brunei, accounting for 0.2% each (Table 4.1).  
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287 respondents (51.1%) were Christians, while 154 of them 

(27.4%) were Buddhists (Table 4.1).  

A total of 189 of the respondents (33.6%) were private-business 

employees and 134 respondents (23.8%) were retired. 92 respondents (16.4%) were 

business owners while 75 of them (13.3%) were civil servants. 31 of them (5.5%) 

were students and 23 of them (4.1%) were housewives. Only11 respondents (2%) 

were temporary workers/freelancers, 3 of them (0.5%) were unemployed and 1 of 

them (.2%) worked for an NGO. 

Referring to monthly income, the largest group, with 199 

respondents (35.4%) had an average income less than THB 100,000 while 150 of 

them (26.7%)had an average income between THB 100,001-200,000. 66 respondents 

(11.7%) at THB 200,001-300,000, 18 respondents (3.2%) at THB 300,001-400,000, 

17 of them (3%) at above 600,000 while only 12 respondents (2.1%) receive THB 

400,001-500,000 and THB 500,001-600,000 equally (Table 4.1). 

 

Table 4.1  Frequency and Percentage of Respondents based on Socio-demographic  

                  Profiles 

   

Socio-Demographic Profiles Frequency Percentage (%) 

Gender  

Male 323 57.5 

Female 239 42.5 

Age 

31-40 years old 111 19.8 

51-60 years old 111 19.8 

41-50 years old 110 19.6 

61-70 years old 101 18.0 

21-30 years old 55 9.8 

Above 70 years old 52 9.3 

1-20 years old 22 3.9 

Marital status 

Married 430 76.5 

Single  110 19.6 

Divorced/Widows 22 3.9 
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Table 4.1  (Continued) 

 

  

Socio-Demographic Profiles Frequency Percentage (%) 

Education 

Bachelor degree 276 49.1 

Below bachelor degree 151 26.9 

Above bachelor degree 135 24.0 

Region of residence  

Asia 318 56.6 

Europe 97 17.3 

America 90 16.0 

Australia 57 10.1 

Country of residence 

Singapore 93 16.5 

America 75 13.3 

Malaysia 65 11.6 

Australia 56 10.0 

UK 40 7.1 

China 33 5.9 

Philippines 28 5.0 

Indonesia 25 4.4 

India 25 4.4 

Germany 22 3.9 

France 16 2.8 

Japan 15 2.7 

Thailand 14 2.5 

Canada 13 2.3 

Switzerland 7 1.2 

Belgium 6 1.1 

Hong Kong 6 1.1 

Korea 5 .9 

Scotland 4 .7 

Vietnam 3 .5 

Austria 2 .4 

Netherlands 2 .4 

Maldives 2 .4 

New Zealand 1 .2 
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Table 4.1  (Continued) 

 

  

Socio-Demographic Profiles Frequency Percentage (%) 

Nepal 1 .2 

Taiwan 1 .2 

Cambodia 1 .2 

Brunei 1 .2 

Religion 

Christianity 287 51.1 

Buddhism 154 27.4 

Brahmanism/Hinduism 34 6.0 

Islam 32 5.7 

Others 33 5.9 

     - Free thinker (24) (4.3) 

     - Jewish (4) (.7) 

     - Zoroastrian (2) (.4) 

     - Latter Day Saint (Mormon) (1) (.2) 

     - Unitarian Universalist (1) (.2) 

     - Atheist (1) (.2) 

Irreligion 12 2.1 

Taoism 10 1.8 

Occupation 

Private business employee 189 33.6 

Retired 134 23.8 

Business owner 92 16.4 

Civil servant 75 13.3 

Student 31 5.5 

Housewife 23 4.1 

Temporary worker/freelance 11 2.0 

Other 4 .7 

             - NGO (1) (.2) 

       - Own Employed (3) (.5) 

Unemployed 3 .5 

Income (Thai Baht) 

Below 100,000 199 35.4 

100,001-200,000  150 26.7 

200,001-300,000  66 11.7 
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Table 4.1  (Continued) 

 

  

Socio-Demographic Profiles Frequency Percentage (%) 

300,001-400,000  18 3.2 

Above  600,000  17 3.0 

400,001-500,000  12 2.1 

500,001-600,000  12 2.1 

 

4.2.1.2 Descriptive Statistic Result of Traveling Patterns  

The results of the descriptive statistics of the respondents’ travelling 

patterns are divided by ship size, ship name, calling time, port name, cruising time, 

accompanying group, purpose of cruising, reason of cruising, preferred experiences 

(preferred attractions and preferred activities) at port and experiences (channel of tour 

purchase, total spending) at port as the following; 

1) Ship Size 

The data are collected from the respondents of all ship sizes 

that called at Phuket during the data collection period. 207 of the respondents (36.8%) 

traveled on large cruise ships, followed by 155 respondents (27.6%) on midsize cruise 

ships. 100 respondents (17.8 %) traveled on mega cruise ships, which is equal to those 

who traveled on small cruise ship (Table 4.2). 

 

Table 4.2  Frequency and Percentage the Respondents based on Ship Size 

 

Ship Size Frequency Percentage (%) 

Large Cruise Ship 207 36.8 

Midsize Cruise Ship  155 27.6 

Mega Cruise Ship 100 17.8 

Small Cruise Ship  100 17.8 

Total 562 100.0 

 

2) Ship Name 

  The large group, or 154 respondents traveled on the SSV (large 

cruise ship), accounting for 27.4%, followed by 73 respondents (13%) who traveled 

on the SSR (midsize cruise ship). Moreover, 67 of the respondents (11.9%) traveled 
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on the Mariner of the Seas (mega cruise ship). The smallest group is 10 respondents 

(1.8 %), travelling by Voyage of Discovery (small cruise ship) as exhibited in Table 4.3.  

 

Table 4.3  Frequency and Percentage of the Respondents based on Cruise Ship 

  

Cruise Ship  Frequency Percentage (%) 

SSV 154 27.4 

SSR 73 13.0 

Mariner of the Seas 67 11.9 

Costa Victoria 53 9.4 

Azamara Journey 38 6.8 

Diamond Princess 33 5.9 

Seabourn Legend 32 5.7 

Seven Seas Voyager 27 4.8 

Soleal 23 4.1 

Aegean Odyssey 19 3.4 

Seabourn Odyssey 17 3.0 

Deutschland 16 2.8 

Voyager of Discovery 10 1.8 

Total 562 100.0 

 

3) Calling Time  

Up to 306 respondents (54.4%) cruised to Phuket port in the 

morning while 123 respondents (21.9%) and 99 respondents (17.6%) cruised to 

Phuket port in the afternoon and night time, respectively. Only 34 respondents (6%) 

cruised to Phuket port in the evening (Table 4.4). 

 

Table 4.4  Frequency and Percentage of Respondents based on Cruise Ship Call Time 

  

Call Time Frequency Percentage (%) 

Morning 306 54.4 

Afternoon 123 21.9 

Overnight 99 17.6 

Evening 34 6.0 

Total 562 100.0 
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4) Port Name 

As there are three ports provided for cruise tourism in Phuket, 

most respondents, or 245 respondents (43.6%) docked at Patong jetty, followed by 

175 respondents (31.1%) at port of Phuket and 142 respondents (25.3%) at Kalim 

jetty (Table 4.5).  

 

Table 4.5  Frequency and Percentage of Respondents Based on Port Name 

 

Port Name Frequency Percentage (%) 

Patong Jetty 245 43.6 

Port of Phuket 175 31.1 

Kalim Jetty 142 25.3 

Total 562 100.0 

 

5) Cruising Time 

From 562 respondents, 251 or 44.7% respondents were first 

time cruisers while 92 or 16.4% respondents were second time cruisers. 46 or 8.2% 

respondents were fifth times cruiser and 36 or 6.4% respondents cruised between 11-

20 times. Only 7 respondents (1.2%) cruised more than 20 times (Table 4.6).  

 

Table 4.6  Frequency and Percentage of Respondents Based on Cruising Time 

 

Cruising Time Frequency Percentage (%) 

1 Times 251 44.7 

2 Times 92 16.4 

5 Times 46 8.2 

11-20 Times 36 6.4 

4 Times 32 5.7 

3 Times 26 4.6 

9 Times 18 3.2 

7 Times 17 3.0 

8 Times 15 2.7 

10 Times 13 2.3 

6 Times 9 1.6 

More than 20 Times 7 1.2 

Total 562 100.0 
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6) Travel Companion 

Most of the respondents (550) traveled with companions, up to 

97.9 % while only 12 respondents (2.1%) traveled alone. The majority of the 

respondents (241) traveled with a spouse/lover, accounting for 42.9%, followed by 

those who traveled with their family (215); accounting for 38.3%. 82 respondents 

(14.6%) traveled with a friend/colleague and 12 respondents (2.1%) traveled with 

other people such as a school program, students, close friends, or group tours (Table 

4.7). 

 

Table 4.7  Frequency and Percentage of Respondents Based on Travel Companion 

 

Travelling Companion  Frequency Percentage (%) 

Travel alone 12 2.1 

Travel with companion 550 97.9 

Spouse/Lover 241 42.9 

Family 215 38.3 

Friend/Colleague  82 14.6 

Others 12 2.1 

- School program (1) (.2) 

- Students (1) (.2) 

- Close friends (8) (1.3) 

- Group tour (1) (.2) 

- Passengers (1) (.2) 

Total  562 100.0 

 

Regarding travelling companions, The majority, or 276 

respondents (50.2%) traveled with two people, those who traveled with four people 

(65), account for 11.8% which is equal to those who travel with five people (65) 

(Table 4.8). 
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Table 4.8  Frequency and Percentage of Respondents Based on Number of  

                  Companions 

 

Number of Companion  Frequency Percentage (%) 

2  276 50.2 

3 35 6.4 

4 65 11.8 

5 65 11.8 

7 25 4.5 

11-30 21 3.8 

6  18 3.3 

8 14 2.5 

9  14 2.5 

10 6 1.1 

51-100  5 .9 

31-50  4 .7 

100 persons up 2 .4 

Total 550 100.0 

 

7) Purpose of Cruising  

When responding to their purpose for cruising, 399 respondents 

(71%) traveled for leisure while 116 respondents (20.6%) cruised for leisure & 

education. There are 29 respondents (5.2%) travelling for leisure & business (Table 4.9). 

 

Table 4.9  Frequency and Percentage of Respondents Based on Purpose of Cruising 

 

Purpose of Cruising  Frequency Percentage (%) 

Leisure 399 71.0 

Leisure & education 116 20.6 

Leisure & business 29 5.2 

Education & business 9 1.6 

Education 5 .9 

Business 2 .4 

Others 2 .4 

- Pleasure (1) (.2) 

- Adventure (1) (.2) 

Total 562 100.0 
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8) Reason of Cruising  

The reasons for cruising are demonstrated on Table 4.10. 

Respondents were asked to give the top three reasons.  The first reason was often new 

experiences, port of call, and premium service onboard, accounting for 46.1%, 15.1% 

and 14.8%, respectively. Meanwhile, the top three responses of the second reason to 

cruise were convenience, port of call, and premium service onboard, at 29.5%, 19.9% 

and 16.9%, respectively. The top three responses given as the third reason to cruise 

were value for money, diversity of activities, and convenience, accounting 24.7%, 

22.4%, and 19.6%, respectively. 

 

Table 4.10  Frequency and Percentage of Respondents Based on Reason of Cruising 

 

Reason of Cruising  First reason Second reason Third reason 

Frequency Percentage Frequency Percentage Frequency Percentage 

New experience 259 46.1 39 6.9 56 10.0 

Port of call 85 15.1 112 19.9 62 11.0 

Premium service onboard 83 14.8 95 16.9 64 11.4 

Convenience 75 13.3 166 29.5 110 19.6 

Value for money 29 5.2 60 10.7 139 24.7 

Diversity of activity 25 4.4 89 15.8 126 22.4 

Others 6 1.1 1 .2 5 .9 

Total 562 100.0 562 100.0 562 100.0 

 

9) Preferred Experiences at Port  

  The preferred experiences focus mainly on activities and 

attractions that the respondents would prefer during a visit at Phuket’s port. The 

respondents were allowed to choose their preferred activities and attractions as much 

as they wished.  

(1) Preferred Tourism Activities at Port  

416 respondents (74%) prefer food & drink, while 341 

respondents (60.7%) prefer the city tour as the second most popular activity. In the 

meantime, sightseeing (325) and spa & massage (306) ranked third and fourth, 

accounting for 57.8% and 54.4%, respectively. However, shopping (294), 

entertainment & show (289), elephant riding (267), and canoeing & kayaking (206) 
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are activities that account 52.3%, 51.4%, 47.5% and 36.7% respectively. On the other 

hand, the least preferred activity was golfing, accounting for only 10.1% (Table 4.11). 

 

Table 4.11  Frequency and Percentage of Respondents Based on Preferred Activities  

                    at Phuket Port 

  

Preferred Activities at Port Frequency Percentage (%) 

Food & drink 416 74.0 

City tour 341 60.7 

Sightseeing 325 57.8 

Spa & massage 306 54.4 

Shopping 294 52.3 

Entertainment & show 289 51.4 

Elephant riding 267 47.5 

Canoeing & kayaking 206 36.7 

Snorkeling 141 25.1 

Sunbathing & swimming 96 17.1 

Sailing & yachting 85 15.1 

Thai cooking class 80 14.2 

Water sport 74 13.2 

White water rafting 72 12.8 

Jungle trek 64 11.4 

Scuba diving 62 11.0 

Golfing 57 10.1 

 

(2) Preferred Tourism Attraction at Port 

The majority of the respondents (326) prefer Phi Phi island 

& Maya bay at the highest percentage, accounting for 58.0% while 319 respondents 

(56.8%) prefer Phang Nga bay (also called James Bond Island). 308 respondents 

(54.8%) prefer spa & massage parlors. Meanwhile, Patong beach, the cashew nut 

factory, Big Buddha temple, the elephant camp, Chalong temple were the following 

preferred attractions accounting for 53.9%, 51.1%, 46.1%, 45.6%, 42.2%, respectively. 

The least preferred attractions were Prathong temple, Sino Portuguese mansion, and 

Siam Niramit, accounting for only 14.6%, 16.5%, and 16.7%, respectively (Table 4.12).  
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Table 4.12  Frequency and Percentage of Respondents Based on Preferred Attractions  

                    at Phuket Port 

 

Preferred Attractions at Port Frequency Percentage (%) 

Phi Phi island & Maya bay 326 58.0 

PhangNga bay (James Bond) 319 56.8 

Spa & massage parlor 308 54.8 

Patong beach 303 53.9 

Cashew nut factory 287 51.1 

Big Buddha temple 259 46.1 

Elephant camp 256 45.6 

Chalong temple 237 42.2 

Souvenir shop 198 35.2 

Phuket Fantasea 173 30.8 

Simon cabaret 169 30.1 

Thai Village 166 29.5 

Old Phuket town 151 26.9 

Museum 132 23.5 

KoKhai island 127 22.6 

Department store 117 20.8 

Jewelry store & pearl shop 103 18.3 

Promthep cape 102 18.1 

Siam Niramit 94 16.7 

Sino Portuguese mansion 93 16.5 

Prathong temple 82 14.6 

 

(3) Experiences at Port  

(1) Channel of Shore Excursion Purchase  

382 respondents (68%) purchased the shore excursion 

at Phuket port, from the ship while 180 respondents (32%) did not purchase one 

(Table 4.13). 
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Table 4.13  Frequency and Percentage of Respondents Based on Channel of Tour  

                    Purchase 

  

Channel of Tour Purchase  Frequency Percentage (%) 

Onboard the cruise ship 382 68.0 

Not onboard the cruise ship 180 32.0 

Total 562 100.0 

 

(2) Total Spending at Port 

Regarding total spending at Phuket port, 472 respondents 

(84%) spent below THB 5,000 per person, 68 respondents (12.1%) spent between 

THB 5,000-10,000 and 16 respondents (2.8%) spent THB 10,001-15,000. Only 1 

respondent (0.2%) spent above THB 30,000 (Table 4.14).   

 

Table 4.14  Frequency and Percentage of Respondents Based on Total Spending at  

                    Phuket port 

 

Total Spending at Port (THB) Frequency Percentage (%) 

Below 5,000  472 84.0 

5,000-10,000  68 12.1 

10,001-15,000  16 2.8 

15,001-20,000 5 .9 

Above 30,000  1 .2 

Total 562 100.0 

 

(3)  Estimation of Expenses at Port  

   The expenses in each activity during the visit at Phuket 

port are illustrated on Table 4.15; refer to Visits & Entertainments, 7.8% of the 

respondents spent 11-20% and 6.9% spent 21-30% while the majority of the 

respondents did not spend for visit and entertainment (0%), accounting for 74.4%. Up 

to 15.5% of the respondents spent 41-50% for a tour ashore and up to 10.9% spent 51-

60%. However, the majority of respondents did not spend for tour ashore (0%), 

accounting 23.7%. In regard to shopping, up to 22.6% of the respondents spent 11-

20%, followed by those who spent 0%, up to 18.7% and 16.9% spent21-30%. In the 
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meantime, 22.8% of the respondents spent 11-20% for food, 18.3% spent 21-30% and 

12.6% spent1-10% while 36.8% did not spend (0%) money on food. Up to 10% of the 

respondents spent11-20% for transportation while 5.3% of them spent1-10%. 75.3% 

of the respondents spent nothing on transportation.  



197 

Table 4.15  Frequency and Percentage of Respondents Based on Estimation of Proportion (%) on Expenses at Phuket port 

 

Expenses Visits &entertainments Tour ashore Shopping Food Transportation Other 

 Frequency Percentage Frequency Percentage Frequency Percentage Frequency Percentage Frequency Percentage Frequency Percentage 

0% 418 74.4 133 23.7 105 18.7 207 36.8 423 75.3 546 97.2 

1-10% 21 3.7 15 2.7 79 14.1 71 12.6 30 5.3 14 2.5 

11-20% 44 7.8 38 6.8 127 22.6 128 22.8 56 10.0 1 .2 

21-30% 39 6.9 29 5.2 95 16.9 103 18.3 41 7.3 1 .2 

31-40% 15 2.7 37 6.6 49 8.7 23 4.1 8 1.4 0 0.0 

41-50% 13 2.3 87 15.5 58 10.3 14 2.5 3 .5 0 0.0 

51-60% 0 0.0 61 10.9 16 2.8 5 .9 1 .2 0 0.0 

61-70% 1 .2 42 7.5 15 2.7 4 .7 0 0.0 0 0.0 

71-80% 7 1.2 44 7.8 9 1.6 1 .2 0 0.0 0 0.0 

81-90% 0 0.0 19 3.4 1 .2 0 0.0 0 0.0 0 0.0 

91-100% 4 .7 54 9.6 6 1.1 4 .7 0 0.0 0 0.0 

Total 562 100.0 562 100.0 562 100.0 562 100.0 562 100.0 562 100.0 

 

 

 

 

 

 

 

 
1
9
7
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4.2.1.3 Descriptive Statistics on Importance Levels toward Factors 

Affecting Port of Call Management and Efficiency Levels of 

Phuket’s port of call management  

The quantitative data were collected from 562 respondents who were 

cruise passengers cruising to Phuket port on all four cruise ship sizes. This part 

examines the importance level of port of call management and evaluates the 

efficiency levels of Phuket’s port of call management. Both levels of importance and 

efficiency are evaluated by employing six-level evaluation, with level six referring to 

“extremely important” and “extremely efficient” whereas level one stands for 

“extremely unimportant” and “extremely inefficient”. Therefore, the gaps between 

the importance levels and efficiency levels are used for proposing the model of 

Phuket’s port of call management.  

From data collection, the importance level toward “tourism products 

and service” on port of call management is at extremely important level (x̄=5.29). 

When considering into each variable, it is found that the levels of importance of all 

variables are positive; “tourism attraction” is extremely important, with the highest 

mean score (x̄=5.42 or 52%) while “service provider” (x̄=5.39 or 50.9%), “value for 

money” (x̄=5.37 or 51.1%), “tourism activity” (x̄=5.31 or 45.2%) are extremely 

important. Meanwhile, “shore excursion management” (x̄=5.16 or 51.8%) and 

“tourism amenity” (x̄=5.14 or 50%) are important, with the lowest mean score (Table 

4.16/18).  

The efficiency of “tourism products and service” of Phuket’s port of 

call management are at an efficient level (x̄=4.96). When considering each variable, 

the efficiency levels of all variables are positive at efficient level: “service provider” 

is efficient, with the highest mean score (x̄=5.14 or 43.2%), followed by “tourism 

attraction” (x̄=5.13 or 45.4%), “value for money” (x̄=5.12 or 48%),“tourism activity” 

(x̄=5.07 or 51.1%), “shore excursion management” (x̄=4.85 or 45.4%). Even though 

“tourism amenity” was rated the lowest mean score (x̄ =4.46), it was still deemed 

efficient by 43.6% of respondents. They rated tourism amenity as somewhat efficient 

and 37.7% rated it at efficient level (Table 4.17/18).  
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Results also indicated that “safety performance” is at the extremely 

important level (x̄=5.54). When considering each variable, it is found that the 

importance levels of all variables are positive scores at extremely important; “safety 

& security onshore” is extremely important, with the highest mean score (x̄=5.74 or 

77.2%) while “health & sanitation” (x̄=5.57 or 62.3%), “cleanliness” (x̄=5.49 or 

56.2%) and “emergency plan” (x̄=5.38 or 50.5%) with the lowest mean score (Table 

4.19/21).  

In the meantime, the efficiency of “safety performance” on Phuket’s 

port of call management are at the efficient level (x̄=4.78). When considering each 

variable, the efficiency levels of all variables are positive with efficient levels: “safety 

& security onshore” is at the efficient level, with the highest mean score (x̄=5.06 or 

48%), followed by “health & sanitation” (x̄=4.82 or 47%), “cleanliness” (x̄=4.66 or 

47.7%) and “emergency plan”, with the lowest mean score (x̄ =4.58 or 45.6%) (Table 

4.20/21).  

According to “port conditions”, the findings reveal that the importance 

levels of port conditions is at the extremely important level (x̄=5.28). When 

considering each variable, the importance of all variables are at extremely important 

levels except for the port characteristic; “port facility” is extremely important, with 

the highest mean score (x̄=5.42 or 55.5%) while “port infrastructure” (x̄=5.38 or 

54.4%), “connectivity” (x̄=5.33 or 45.6%), “climate & sea conditions” (x̄=5.32 or 

48.4%), “port management” (x̄=5.27 or 40.2%). Even “accessibility” is rated as 

extremely important (x̄=5.23) but most respondents (51.8%) rated it at the important 

level. Meanwhile, “port characteristic” was rated at important level (x̄=5.04 or 

53.6%), with the lowest mean score (Table 4.22/24).  

In terms of the efficiency levels of port conditions on Phuket’s port of 

call management, it is illustrated that the efficiency are at the somewhat efficiency 

level (x̄=4.32). When considering each variable, the efficiency levels of variables 

under port conditions of Phuket’s port of call management are varied at different 

scores. “Climate & sea conditions is efficient with the highest mean score (x̄=5.12 or 

45.4%) while “port characteristic” (x̄=4.71 or 38.3%), “accessibility” (x̄=4.67 or 

51.2%), “port management” (x̄=4.46 or 38.4%) are at the efficient level.  Even 

“connectivity” is at the efficient level (x̄=4.43) but the majority of respondents 
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(43.4%) rated it at somewhat efficient level. On the other hand, “port facility” (x̄=3.50 

or 33.3%) is at somewhat efficient level and “port infrastructure” is at somewhat 

inefficient level, with the lowest mean score (x̄=3.41 or 34.2%) (Table 4.23/24).  

The importance levels of “political condition, tourism policy and 

regulations” is at the important level (x̄=5.19). When considering each variable, the 

importance levels of all variables are positive; “immigration formality & custom 

regulation” (x̄=5.45 or 54.8%) and “political stability” (x̄=5.45 or 54.3%) are equal at 

extremely important level, with the highest mean score while “national cruise policy” 

(x̄=5.11 or 51.8%), “social acceptance” (x̄=5.02 or 52.3%) and “collaboration of 

stakeholders” (x̄=4.94 or 54.1%) are at the important level (Table 4.25/27).  

Meanwhile, the efficiency of “political condition, tourism policy and 

regulatory” on Phuket’s port of call management are at the efficient level (x̄=4.41). 

When considering each variable, the efficiency levels are varied. “Immigration 

formality and custom regulations” is at the extremely efficient level, with the highest 

mean score (x̄=5.34 or 51.4%). “Social acceptance” was rated at the efficient level (x̄

=4.42) but the majority of respondents (46.3%) rated it somewhat efficient. On the 

other hand, “collaboration of stakeholders” (x̄=4.30 or 49.6%) and “national cruise 

policy” (x̄=4.27 or 45.6%) are somewhat efficient. “Political stability” has the lowest 

mean score (x̄ =3.77 or 35.2%) which is somewhat efficient level (Table 4.26/27).  
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Table 4.16  Importance Levels toward Tourism Products and Service 

 

                                       Level 

 

Tourism products & service 

Not important 

at all 

Unimportant Somewhat  

unimportant 

Somewhat  

important 

Important Extremely 

important 

Freq. % Freq. % Freq. % Freq. % Freq. % Freq. % 

Tourism attraction - - - - 3 0.5 48 8.5 219 39.0 292 52.0 

Tourism activity - - 58 10.3 4 0.7 4 0.7 242 43.1 254 45.2 

Tourism amenity - - - - 9 1.6 87 15.5 281 50.0 185 32.9 

Service provider - - - - 5 0.9 58 10.3 213 37.9 286 50.9 

Shore excursion management 1 0.2 2 0.4 3 0.5 80 14.2 291 51.8 185 32.9 

Value for money - - 2 0.4 7 1.2 59 10.5 207 36.8 287 51.1 
 

 

Table 4.17  Efficiency Levels toward Tourism Products and Service 

 

           Level 

 

Tourism products & service 

Extremely 

inefficient 
Inefficient 

Somewhat 

inefficient 
Somewhat efficient Efficient Extremely efficient 

Freq. % Freq. % Freq. % Freq. % Freq. % Freq. % 

Tourism attraction 1 0.2 2 0.4 13 2.3 171 30.4 255 45.4 121 21.5 

Tourism activity 1 0.2 3 0.5 10 1.8 94 16.7 287 51.1 167 29.7 

Tourism amenity - - 8 1.4 44 7.8 245 43.6 212 37.7 53 9.4 

Service provider - - 1 0.2 10 1.8 102 18.1 243 43.2 206 36.7 

Shore excursion management - - 2 0.4 13 2.3 171 30.4 255 45.4 121 21.5 

Value for money 1 0.2 1 0.2 14 2.5 87 15.5 270 48.0 189 33.6 
 

 

 
2
0
1
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Table 4.18  Comparison of Importance Levels and Efficiency Levels on Tourism Products and Service  

 

Tourism products & service IMPORTANCE Levels of port of call management EFFICIENCY Levels of PHUKET’s port of  call management 

X S.D. meaning X S.D. meaning 

Tourism attraction   5.42 .669 Extremely important 5.13 .789 Efficient 

Tourism activity   5.31 .742 Extremely important 5.07 .780 Efficient 

Tourism amenity   5.14 .727 Important 4.46 .825 Efficient 

Service provider  5.39 .706 Extremely important 5.14 .785 Efficient 

Shore excursion management 5.16 .727 Important 4.85 .790 Efficient 

Value for money 5.37 .749 Extremely important 5.12 .789 Efficient 

Total 5.29 .505 Extremely important 4.96 .573 Efficient 

 

Table 4.19  Importance Levels toward Safety Performance 

 

                                 Level 

 

Safety performance 

Not important 

at all 

Unimportant Somewhat  

unimportant 

Somewhat  

important 

Important Extremely 

important 

Freq. % Freq. % Freq. % Freq. % Freq. % Freq. % 

Safety & security on shore - - - - 2 0.4 14 2.5 112 19.9 434 77.2 

Health &sanitation - - - - - - 32 5.7 180 32.0 350 62.3 

Cleanliness - - 1 0.2 3 0.5 30 5.3 212 37.7 316 56.2 

Emergency plan 2 0.4 4 0.7 4 0.7 40 7.1 228 40.6 284 50.5 
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Table 4.20  Efficiency Levels toward Safety Performance 

 

                                    Level 

 

Safety performance 

Extremely 

inefficient 
Inefficient 

Somewhat 

inefficient 
Somewhat efficient Efficient Extremely efficient 

Freq. % Freq. % Freq. % Freq. % Freq. % Freq. % 

Safety & security on shore 1 0.2 5 0.9 11 2.0 100 17.8 270 48.0 175 31.1 

Health &sanitation 1 0.2 5 0.9 28 5.0 145 25.8 264 47.0 119 21.2 

Cleanliness 3 0.5 7 1.2 50 8.9 147 26.2 268 47.7 87 15.5 

Emergency plan 5 0.9 8 1.4 31 5.5 195 34.7 256 45.6 67 11.9 

 

Table 4.21  Comparison of Importance Levels and Efficiency Levels on Safety Performance 

  

Safety performance  IMPORTANCE Levels of port of call management EFFICIENCY Levels of PHUKET’s port of  call management 

X S.D. meaning X S.D. meaning 

Safety & security on shore 5.74 .514 Extremely important 5.06 .821 Efficient 

Health & sanitation 5.57 .600 Extremely important 4.82 .864 Efficient 

Cleanliness 5.49 .641 Extremely important 4.66 .924 Efficient 

Emergency plan 5.38 .761 Extremely important 4.58 .886 Efficient 

Total 5.54 .496 Extremely important 4.78 .747 Efficient 
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Table 4.22  Importance Levels toward Port Conditions 

  

        Level of importance 

 

Port conditions  

Not important 

at all 

Unimportant Somewhat  

unimportant 

Somewhat  

important 

Important Extremely important 

Freq. % Freq. % Freq. % Freq. % Freq. % Freq. % 

Connectivity  - - - - 7 1.2 56 10.0 243 43.2 256 45.6 

Accessibility - - 1 0.2 8 1.4 56 10.0 291 51.8 206 36.7 

Port facility - - 2 0.4 10 1.8 51 9.1 187 33.3 312 55.5 

Port Characteristic - - - - 11 2.0 10 18.5 301 53.6 146 26.0 

Climate & sea conditions - - - - 12 2.1 68 12.1 210 37.4 272 48.4 

Port management  1 0.2 - - 7 1.2 55 9.8 273 48.6 226 40.2 

Port infrastructure 1 0.2 - - 9 1.6 68 12.1 178 31.7 306 54.4 

 

Table 4.23  Efficiency Levels toward Port Conditions 

  

           Level of efficiency 

 

Port conditions  

Extremely inefficient Inefficient Somewhat inefficient Somewhat efficient Efficient Extremely efficient 

Freq. % Freq. % Freq. % Freq. % Freq. % Freq. % 

Connectivity    12 2.1 49 8.7 244 43.4 198 35.2 59 10.5 

Accessibility 1 0.2 15 2.7 45 8.0 130 23.1 288 51.2 83 14.8 

Port facility 17 3.0 85 15.1 178 31.7 187 33.3 70 12.5 25 4.4 

Port characteristic 1 0.2 9 1.6 47 8.4 165 29.4 215 38.3 125 22.2 

Climate & sea conditions - - - - 25 4.4 82 14.6 255 45.4 200 35.6 

Port management  3 0.5 8 1.4 57 10.1 215 38.3 216 38.4 63 11.2 

Port infrastructure 21 3.7 89 15.8 192 34.2 178 31.7 60 10.7 22 3.9 

 
2
0
4

 



205 

Table 4.24  Comparison of Importance Levels and Efficiency Levels on Port Conditions 

  

Port conditions  IMPORTANCE Levels of port of call management EFFICIENCY Levels of PHUKET’s port of  call management 

X S.D. meaning X S.D. meaning 

Connectivity  5.33 .705 Extremely important 4.43 .871 Efficient 

Accessibility 5.23 .697 Extremely important 4.67 .927 Efficient 

Port facility 5.42 .758 Extremely important 3.50 1.119 Somewhat inefficient 

Port characteristic 5.04 .723 Important 4.71 .969 Efficient 

Climate & sea conditions 5.32 .767 Extremely important 5.12 .816 Efficient 

Port management  5.27 .711 Extremely important 4.46 .909 Efficient 

Port infrastructure 5.38 .782 Extremely important 3.41 1.111 Somewhat inefficient 

Total 5.28 .558 Extremely important 4.32 .663 Somewhat efficient 

 

Table 4.25  Importance Level toward Political Condition, Tourism Policy and Regulatory  

 

                                          Level of Importance  

 

Political condition, tourism policy and regulatory 

Not important at 

all 

Very 

unimportant 

Somewhat  

unimportant 

Somewhat  

important 
Very important 

Extremely 

important 

Freq. % Freq. % Freq. % Freq. % Freq. % Freq. % 

Immigration formality and custom regulation - - 1 0.2 5 0.9 41 7.3 207 36.8 308 54.8 

Political stability - - 1 0.2 3 0.5 44 7.8 209 37.2 305 54.3 

National cruise policy - - 5 0.9 8 1.4 83 14.8 291 51.8 175 31.1 

Collaboration of stakeholders 1 0.2 6 1.1 17 3.0 107 19.0 304 54.1 127 22.6 

Social acceptance - - 6 1.1 8 1.4 104 18.5 294 52.3 150 26.7 
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Table 4.26  Efficiency Levels toward Political Condition, Tourism Policy and Regulation 

  

                                        Level of efficiency 

 

Political condition, tourism policy and regulation 

Extremely 

inefficient 
Inefficient 

Somewhat 

inefficient 

Somewhat 

efficient 
Efficient 

Extremely 

efficient 

Freq. % Freq. % Freq. % Freq. % Freq. % Freq. % 

Immigration formality and custom regulation - - 3 0.5 14 2.5 62 11.0 194 34.5 289 51.4 

Political stability 8 1.4 50 8.9 182 32.4 198 35.2 71 12.6 53 9.4 

National cruise policy - - 13 2.3 87 15.5 256 45.6 148 26.3 58 10.3 

Collaboration of stakeholders - - 11 2.0 65 11.6 279 49.6 161 28.6 46 8.2 

Social acceptance - - 10 1.8 58 10.3 260 46.3 155 27.6   

 

Table 4.27  Comparison of Importance Levels and Efficiency Levels on Political Condition, Tourism policy and Regulatory 

  

Political condition, tourism policy 

and regulation 

IMPORTANCE Levels of port of call management EFFICIENCY Levels of PHUKET’s port of  call management 

X S.D. meaning X S.D. meaning 

Immigration formality and custom 

regulation 

5.45 .685 Extremely important 5.34 .812 Extremely efficient 

Political stability 5.45 .677 Extremely important 3.77 1.123 Somewhat efficient 

National cruise policy 5.11 .765 Important 4.27 .923 Somewhat efficient 

Collaboration of stakeholders 4.94 .812 Important 4.30 .850 Somewhat efficient 

Social acceptance 5.02 .778 Important 4.42 .916 Efficient 

Total 5.19 .572 Important 4.41 .680 Efficient 
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4.2.1.4 Descriptive Statistics of the Overall Efficiency of Phuket’s Port 

of Call Management and Possibility to Revisit Phuket Port 

Overall, Phuket’s port of call management is efficient (x̄=4.57) while 

the respondents would like to revisit Phuket port if it were on a cruise itinerary (x̄

=4.99) (Table 4.28).  

 

Table 4.28  Overall Efficiency Levels of Phuket’s Port of Call Management and  

                     Possibility to Revisit Phuket  

 

Items X S.D. meaning 

Overall efficiency of Phuket’s ports of call 4.57 .778 Efficient 

Revisit with the cruise if Phuket is port of call 4.99 .918 Revisit 

 

4.2.1.5 Suggestions on Phuket’s Port of Call Management  

From a total of 562 respondents, 431 gave additional suggestions on the 

open-ended part of questionnaire. Some gave more than one suggestion, totaling 648 

suggestions.  

A total of 137 respondents (31.78%) suggest on “port facility development” 

as the top rank while 83 respondents (19.25%) raise “port infrastructure development” 

as the second highest rank. Meanwhile “traffic congestion” is the third top ranking 

topic with 62 respondents making suggestions (14.38%). In addition, “port 

construction”, “long walk from tour assembly area to vehicle parking”, “inefficient 

tendering operation”, “no toilet at jetty”, and “no passenger terminal”, accounted for 

10.44%, 10.44%, 8.58%, 7.19%, 5.10%, respectively. Other suggestions in smaller 

percentages are shown below in Table 4.29. 
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Table 4.29  Suggestions on Phuket’s Port of Call Management  

  n=431 

Suggestions on Phuket’s Port of Call Management  Frequency Percentage (%) 

Port facility development  137 31.78 

Port infrastructure development  83 19.25 

Traffic congestion  62 14.38 

Port construction  45 10.44 

Long walking from tour assembly area to vehicle parking  45 10.44 

Inefficient tendering operations  37 8.58 

No toilet at the jetty  31 7.19 

No passenger terminal  22 5.10 

Good tourist guide 19 4.40 

Slow disembarkation procedure  19 4.40 

Develop more diverse tourism products  17 3.94 

Destruction of natural beauty  16 3.71 

Shopping stop is not worth  13 3.01 

Bad manner of local taxi at pier 12 2.78 

Price overcharged  12 2.78 

No shuttle bus service from port to town  11 2.55 

Poor signage of main attraction  9 2.08 

Lack of cultural and historical attraction  9 2.08 

Lack of cultural tourism attraction  7 1.62 

No local community participation in tourism management  6 1.39 

Toilet is not clean 5 1.16 

Lack of assistance for elderly passenger  5 1.16 

No wifi service 5 1.16 

Lack of assistance from government  5 1.16 

Fixed price for taxi  4 0.93 

Muslim food improvement  4 0.93 

No proper guideline and signboard at restaurant  4 0.93 

No welcome performance at pier 2 0.46 

Tour program is not interesting  

 

2 0.46 
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4.2.2 Qualitative Descriptive Results 

As mentioned in chapter three, the research design of the study mixes 

methodologies in order to extract profound information to support the numeric data 

from the quantitative method. Therefore, a semi-structured interview was employed as 

a tool to collect data from the demand and supply sides relevant to Phuket’s port of 

call management.  

4.2.2.1 Respondents’ Profiles 

To obtain reliable data, the populations relevant to Phuket’s port of call 

management are divided into three groups for the semi-structured interview:  1) land 

based stakeholders, 2) cruise staff and 3) cruise passengers (Table 4.30).  

 

Table 4.30  Respondents’ Profile from Semi-Structured Interviews 

  

Respondents Total (46 persons) Position  

Land based stakeholders 

 

Public sectors  

(7 persons) 

Phuket’s Parliament Member (1) 

Provincial Strategic Planner (1) 

Tourism & Sport Department (1)  

Tourist Police (1) 

Traffic Police (1) 

Immigration (1)  

Marine Department (1) 

Private sectors  

(13 persons) 

Tour Operator Executive (3) 

Shore Excursion Staff (3) 

Port Authority (1) 

Shipping Agent (2) 

Tourist Guide (2) 

Business Owner (2) 

Local community  

(3 persons) 

Villager (1) 

Taxi Driver (1) 

Pontoon Owner (1) 

Association/ 

Educational institution  

(2 persons) 

University Lecturer (1)  

Association(1) 

Cruise staffs 

 

Management Team 

 (9 persons)  

Captain (2) 

Cruise Director (1) 

Hotel Manager (1) 

Executive Assistant Manager (1) 

Shore Excursion Manager (3) 

Cruise Ambassador & Cruise Consultant (1)   
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Table 4.30  (Continued) 

 

Respondents Total (46 persons) Position  

 Operational Staffs 

 (5 persons) 

Front Office Staff (2) 

Tour Staff (2) 

Security Officer (1) 

Cruise passenger 

 

Cruise Passenger  

(7 persons) 

Mega Cruise Ship (2) 

Large Cruise Ship (2)  

Midsize Cruise Ship (1) 

Small Cruise Ship (2)  

  

 A total of 46 people participated in the interviews. The land based 

stakeholders consist of four involved sectors. The first group is public sector, 

comprising of seven interviewees who are responsible for the tourism policy and 

tourism strategic plan formulation. The second group is from the private sector and 

involved in the port of call management at Phuket port. This group consists of 13 

people, including tour operator executives, shore excursion agent’s staff, port 

authorities, shipping agents, tourist guide and business owners. Meanwhile, the third 

group is from the local community, consisting of villagers, taxi drivers and pontoon 

owners. Lastly, there are university’s lecturers and association members who are 

experts in tourism management in Phuket. 

   The names and positions of the interviewees were coded to maintain 

ethic standards of research; LB stands for land based stakeholders, CS stands for 

cruise staff and CP stands for cruise passengers. 

4.2.2.2 Interview Questions 

To answer the research objectives, data was collected from semi-

structured interviews, comprising of five questions:  

1) What is the cruise situation relevant to Phuket’s port of call? 

2) What are the criteria of port of call selection?  

3) What are the strengths of Phuket’s port of call? 

4) What are the weaknesses of Phuket’s port of call? 

5) What should Phuket urgently improve as a port of call?  

The results of the first question are used to answer the first objective of 

the study while the findings of the second question are the second objective. The 
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results revealed from the third and the fourth questions are to answer the third 

objective and the results from the fifth questions are used as a guideline to propose the 

model of Phuket’s port of call, which is the forth objective.  

4.2.2.3 Interview Results of the First Interview Question 

The research findings of semi-structured interview are identified by the 

group of respondents in order to summarize the views of each group toward the 

research questions.  

The first question “What are the cruise situations relevant to Phuket’s 

port of call?” is meant to address the first objective of the study “To analyze the 

current context of cruise situation in Phuket, Thailand”, the conclusions of the results 

are identified in separate groups of interviewees (Table 4.31) and the findings from 

three groups of interviewees are summarized descriptively as follows. 

1) The Growth of Global Cruise Tourism 

 The land based stakeholders and cruise staff responded that 

global cruise tourism has grown rapidly. Higher numbers of cruise ships have been 

launched. Meanwhile, cruise tourism has confronted external threats such as the 

uncertainty of fuel prices and exchange rates as well as the economic crisis affecting 

cruise tourism in other regions such as Europe. Therefore, major cruise lines have 

targeted the Asian market by using big cruise ships and reduce the cruise duration, 

while the small cruise ships keep targeting the same target of Americans and 

Europeans. Meanwhile, cruise passengers respond that there are more cruise packages 

sold to various destinations and the price of the cruise packages are cheaper.  

2) Growth of Cruise Tourism in Asia  

   There is consensus among three groups of the sample 

population.  Cruise tourism has significantly grown in Asia, proven by the higher 

number of cruise ships deployed in Asia. Asia has been an emerging cruise region 

because of its exotic destinations. Moreover, bigger cruise ships, often from the older 

fleets, have been sent to Asia increasing the total number of ships. Singapore is 

known as the hub of cruise tourism in this region while Phuket is also popular as a 

cruise destination.  
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3) Cruise Ship  

   The findings from all groups of interviewees show that the 

size of cruise ships is becoming bigger in scale. The size of cruise ships varies from 

10,000 to 100,000 GRT, or more. Small cruise ships offer premium products and 

services for aging and retired cruise passengers, while the big cruise ships target 

different groups of cruise passengers, mainly Asians.   

4) Target Group of Cruise Tourism & Cruise Passengers 

The perspectives of land based stakeholders are that the target 

group of cruise tourism is changed from aging to middle age passengers. There is also 

a shift to younger passengers with families. Furthermore, the findings from cruise 

staff are that the target group has shifted to the middle class while some said that the 

new target for cruise tourism is more diverse, covering family, couples and middle 

aged or generational mix. New targets are mainly from China and India, as well as 

Singapore, Korea, Japan and Malaysia. On the other hand, there is no finding from 

cruise passengers on this issue. Only one interviewee responded that Indians and 

Malaysians are the new target group of cruise tourism and they are new experienced 

cruise passengers. Americans and Europeans are the main targets for long cruises, 

using small cruise ships. Asians prefer short cruise and visits at port every day.  

5) Port Development in Asian Countries  

  The findings from land based stakeholders and cruise staff 

revealed that Singapore and Hong Kong are the hubs for cruise tourism in Asia. Due 

to the significant growth of cruise tourism in Asia, many ports in Asia have been 

developed to chase opportunities. Singapore, a hub of ASEAN cruise tourism and a 

comprehensive homeport, China, Japan, and Vietnam have invested to develop ports 

in response to the growing industry and to accommodate the bigger cruise ships; 

similarly, cruise passenger respond that many ports have been developed.  

6) Demand of Ports 

The results from all groups are consensual. Cruise lines 

currently seek new, exotic, and diverse ports of call when creating their cruise 

itineraries as cruise passengers are concerned about value for money. Visiting exotic 

and diverse ports of call is worthwhile and attracts potential customers to cruise. 
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7) Motivation for Cruising  

In the view of land based stakeholders, the motivations for 

cruising are value for money, activities onboard and onshore while cruise tourism is 

still a new experience in Asia. The perspective of cruise staff on motivation for 

cruising are safety, tourism products and onboard activities, convenience and one stop 

service. They add that the up-market or aging groups cruise in the small cruise ships 

as they expect exotic and new ports whereas the younger passengers, in the large 

cruise ships, prefer short cruises. Therefore, connectivity between ports is important 

for them. The motivations to cruise, in the view of cruise passengers from small cruise 

ships, are activities onboard, diverse itineraries, premium service, valued tourism 

products, and professional staff. 

8) Growth of Phuket Port  

The response from the land based stakeholders illustrates that 

Phuket is a popular port of call in the region that has been added as a highlight in the 

cruise itinerary. Phuket has become one of the most attractive ports of call while 

Singapore is a comprehensive homeport in the region. More cruise ships have called 

at Phuket during high season. Consensus among three groups’ responses shows that 

most ships are becoming bigger.   

9) Higher Number of Cruise Ships, Passengers in Phuket 

  The land based stakeholders stated that the number of cruise 

ships and cruise passengers has increased rapidly in Phuket as it is a highlight port in 

the region. Mega and large cruise ships increase continuously while the capability of 

the port of Phuket to accommodate these massive ships is very limited due to the lack 

of capacity and infrastructure as the port was built for cargo, not for cruises. 

Therefore, two temporary pontoons have been set up at Patong beach and Kalim 

beach to accommodate these particular ship sizes during the summer. Currently, more 

mega and large cruise ships have called at these two jetties for the past few years. Port 

of Phuket is then kept available for small and midsize cruise ships during summer. 

Main targets of cruise tourism in Phuket are Malaysians, Singaporeans and Indians. 

They usually come with their family of 5-10 people.  

10) Tourism Products & Service 

Patong beach is popular for cruise passengers, in the view of 

land based stakeholder, with shopping and eating being the favorite activities for 
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Asians. In addition, Asian cruise passengers also love shows and iconic tourism 

attractions and expect excellent service and high quality. The development of 

activities onshore is required, as suggested by the cruise staff. They add that cultural 

activities should be available for aging passengers. However, the tours in Phuket are 

more interesting than other ports.  

11) Cruise Tourism Policy  

Only land based stakeholders presented their perspectives on 

cruise tourism policy. As the public sector in Phuket is unaware of cruise tourism, 

cruise tourism has not been developed. Cruise tourism in Phuket is driven by the private 

sectors. In addition, collaboration between various stakeholders is required. The 

interviewees from public sectors add that Phuket’s policy is to promote the marina 

and yacht together with MICE, medical, as well as to develop manpower for tourism.   

12) Good Contribution of Cruise Tourism to Community 

The cruise tourism has benefited the community. It has 

generated employment opportunities in various sectors.  

13)  Expenses at Port 

The results from interviews of stakeholders are varied but most 

of them confirm that average spending of cruise passengers at Phuket port is 

approximately THB 3,000. However, cruise passengers on smaller cruise ships spend 

a higher amount, at about THB 3,500. Cruise staff responded that most of the cruise 

passengers spend money on food, shopping, tours, and transportation. 

14) Safety  

All relevant stakeholders agree that safety is the number one 

concern, especially for cruisers from the U.S. The Marine Department focuses on 

safety at port according to international laws. The safety level is identified into three 

levels and Phuket is at level one which is a safe destination, according to land based 

stakeholders. In addition, the weather affects cruise tourism due to monsoons, 

therefore large cruise ships are sometimes unable to call at port of Phuket.  

15) Accessibility to Home Port  

   In the views of the cruise passengers, accessibility to 

homeport is a major concern when choosing the cruise package. Airlines and cruises 

have combined and are known as air-sea, offering cruise passengers to conveniently 

access the homeport for cruise ship embarkation.  
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Table 4.31  Research Findings from Semi-Structured Interviews on the Cruise Situation Relevant to Phuket’s Port of Call 

  

Question 1: What are the cruise situations relevant to Phuket’s port of call? 

Issues & 

Respondents 

Land based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passengers 

(7 interviewees) 

Growth of 

global cruise 

tourism 

(LB1) Economic crisis affects other regions (Europe) 

(LB2/3) Rapid growth of global cruise tourism 

(LB3/15/18/22) Cheaper cruise packages 

(LB16) Asian is the main target for big cruise ship and European& US 

are for smaller cruise ship 

(LB17/18/21/23) Higher number of cruise ships  

(LB19) Uncertainty of fuel price and exchange rates 

(CS5/11) Growth of cruise tourism  

(CS6) More Asian crews hired 

(CS7) Cheaper cruise package 

(CP1/7) More cruise package sold to 

various destinations 

(CP4) Cheaper cruise package  

Growth of 

cruise tourism 

in Asia region   

(LB1) Cruise growth in Asia and Phuket 

(LB2/22/24) More cruise ships deployed to Asia 

(LB4) Major cruise lines step to Asia 

(LB8) Phuket is the most popular port of call and Singapore is a 

homeport 

(LB9) More big ships in Asia and Phuket  

(LB11) Introduction of cruise tourism in Asia 

(LB15/23) Singapore is hub of ASEAN. 

(LB23) More competitors 

(CS1/5/14) Increase of Asian cruiser. 

(CS1/5/6)Asia is emerging region. 

(CS2) ASEAN is popular region. 

(CS5/9/14/15) More cruise ships call in Asia 

(CS6/11/12) Bigger cruise ships in Asia 

(CS8/9) Asia is a fast growing region with 

economic growth and high number of 

population. 

(CS11) Old fleets shifted to Asia 

(CS15) Singapore: a hub of cruise 

(CP2/3) Growth of cruise tourism in Asia 

(CP3) Higher number of cruise passenger  

(CP4) Cruise tourism introduction in 

Asia 

(CP6) Asia is an emerging region.  

(CP7) Asia is exotic.  

Cruise Ship  (LB3) More ships built and launched 

(LB4) Small cruise ship for aging/large ships for younger passengers 

(LB4/11/15/16/17/18/19/22/23) Bigger size  

(CS1/2/3/5/7/8/12/14) Bigger sizes (CP1/4/6) Bigger sizes 

(CP6) Small cruise is a premium for 

aging and retired 

 

 
2
1
5
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Table 4.31  (Continued) 

 

Question 1: What are the cruise situations relevant to Phuket’s port of call? 

Issues & 

Respondents 

Land based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passengers 

(7 interviewees) 

 (LB21/24) Size of cruise ships varies from 10,000 to above 100,000 

GRT 

(LB24) Large cruise ships target Asians, midsize ones targets mixed 

group and small ones target US, European aging passengers 

 (CP7) Big and small cruise ships target 

different groups 

(CP7) Small cruise ships offer premium 

service, less people, good staff 

Target group 

of cruise 

tourism & 

cruise 

passengers 

(LB3/22) Shift from aging to middle aged 

(LB15) Shift to younger and family  

(LB2/19/24) U.S., European - main targets for long cruise / Asian for 

short cruise 

(LB5) European cruise ships target aging for long cruise 

(LB5) Asian is emerging due to proximity to port and economic 

growth in Asia 

(LB9/10/22) Main target groups are Asia from China, Korea, Japan, 

Singapore and Malaysia 

(LB11) Singaporean – main target of mega ship 

(LB15) Higher number of cruise passengers  

(LB19) Main target from China and India 

(LB22) High expectation of cruise passenger 

(CS2) Middle class  

(CS6) More diverse  

(CS7) Shift to family, couples, middle aged 

(CS12) Japan, Singapore, Korea, India, China 

(Multigenerational mix)   

(CS14) Singapore, Malaysia, India, China, 

Japan 

(CS2) US, a target group of cruise tourism/ 

Asian, an emerging group 

(CS7) Asia is a new target/prefer short 

cruise/everyday at port 

(CS8/10) China and India are new targets 

(CS11) Up market & aging (60-70 years) on 

small cruise ship for longer cruise 

(CP3) Indian, Malaysian  

(CP3) New experienced cruise 

passengers 

Port 

development 

in Asia 

(LB1) Singapore & Hong Kong are Asia’s cruise hub 

(LB1) Many port development in Asia 

(LB2) Asia – a diverse region with value for money 

(LB2) Singapore - efficient home port  

(CS1) Port capacity improvement  

(CS2) More port development 

(CS9) Port development for large & mega 

cruise ships 

(CP3) More port development  

2
1
6
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Table 4.31  (Continued) 

 

Question 1: What are the cruise situations relevant to Phuket’s port of call? 

Issues & 

Respondents 

Land based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passengers 

(7 interviewees) 

 (LB4) Big number of exotic ports in Asia and Thailand  

(LB4) Possibility to call year round in Asia 

(LB9) Singapore is efficient port 

(CS12) Destination improvement  

Demand of 

ports  

(LB1) Exotic, unique, value for money, new attraction of Asia 

(LB2) New destinations and exotic ports highly required 

(CS3/5/12) New and exotic port with value of 

money required  

(CS10) New port of call required. 

(CP5) Port with value for money required 

(CP5) Exotic port with differentiation 

(CP6) Exotic port with less tourists 

Motivation of 

cruising  

(LB2) Value for money  

(LB3) Activities onboard/onshore  

(LB22) Cruise tourism in Asia is a new experience.  

(CS2) Safety for decision making  

(CS2) Tourism product & onboard activity  

(CS11) Up market & aging (60-70 years) on 

small cruise ship prefer exotic and new ports, 

younger in large cruise ship for short cruise 

(CS15) Love short cruise, good connectivity 

(CS15) Convenience and one stop service 

(CP4) Activities onboard  

(CP6) Diverse itinerary  

(CP6) Premium service, valued tourism 

product, activity and service onboard, 

professional staff onboard offered by 

small cruise are motivation of cruising 

Growth of 

Phuket cruise 

tourism  

(LB3/23) Phuket – popular port in the region 

(LB3) Two ships of Star Cruises call at Phuket weekly 

(LB5/6/10/17) Higher number of ship calls 

(LB6) More Singaporean cruisers  

(LB7) Growth of cruise tourism  

(LB7/8/13) Bigger size of the cruise ships  

(LB13) More ships call at Phuket during high season 

(CS4) More mega cruise ships in Phuket 

(CS10) Bigger size of the cruise ship 

 

(CP1) Growth of cruise tourism in Phuket 

with more ships  

 

2
1
7
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Table 4.31  (Continued) 

 

Question 1: What are the cruise situations relevant to Phuket’s port of call? 

Issues & 

Respondents 

Land based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passengers 

(7 interviewees) 

 (LB23) Majority of cruisers are European, Asians. 

(LB23) Asians cruise in the large cruise ship for shorter cruise and 

US, Europeans are with the small cruise ship for longer cruise. 

  

Phuket’s port   (LB4) Main target – Malaysian, Singaporean, Indian  

(LB5) Ships call mostly in the morning till the evening 

(LB6) More ships at Patong jetty/only small & midsize ships at port of 

Phuket 

(LB7) Two temporary pontoons built at Patong area to accommodate 

larger cruise ships 

(LB8) Phuket is an important port in the region if effective 

(LB9/19/20) More mega cruise ships at Patong jetty 

(LB12) Port of Phuket is a cargo port not cruise port 

(LB13/15) Asians are main cruisers, coming with 5-10 pax  

(LB15/19) Four ports for cruise used but three are used 

(LB19) Phuket is significant port of call for most cruise lines 

(LB23/24) Lack of capacity to accommodates the mega cruise ship 

(LB23/25) Only one tugboat available 

(LB24) Lack of infrastructure  

(LB25) Two types of ships call; regular and irregular 

(LB25) Port of Phuket is for small, midsize cruise ship. 

(CS4) More Singaporean & Malaysian cruisers 

(CS4) Indian cruisers-first time 

cruiser/adventure tour 

(CS4) Singaporean cruisers-shopping  

(CS4) Chinese cruisers-premium tours    

(CS6/7/10) A highlight port  

(CS9) Reputation of Phuket 

 

 

 
2
1
8
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Table 4.31  (Continued) 

 

Question 1: What are the cruise situations relevant to Phuket’s port of call? 

Issues & 

Respondents 

Land based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passengers 

(7 interviewees) 

Tourism 

products & 

service 

(LB9) Popularity of Patong beach for cruise passengers 

(LB11) Shopping & eating – Asian’s favorite activities  

(LB13) Asians love shopping, shows, and iconic attraction 

(LB19) Excellent service and high quality  

(CS3) Develop activities onboard & onshore 

(CS3) Cultural activities required for aging 

(CS10) Tours in Phuket are more interesting. 

(CP2) More activities onboard provided 

Cruise 

tourism 

policy 

(LB9/18/21,23) Need collaboration with various stakeholders for 

cruise tourism 

(LB12) Unawareness of public sector to cruise tourism  

(LB12) No cruise tourism development 

(LB12/14/25) Cruise tourism led by private sector 

(LB14/17) Phuket promotes a marina and yacht as an international 

destination 

(LB17) Projects and activities launched for tourism development by 

Tourism & Sport Department under the national tourism policy 

(LB17) 4M – man power, marina, MICE, medical  

  

Contribution 

from cruise 

tourism  

(LB1/5/6/7/14/16) Good contribution to community 

(LB6) Participation of community  

(LB16) Job opportunities  

(CS15) Economic impact on port  

Expenses at 

port 

(LB7/10) Average spending at THB 3,000  

(LB9) Average expense (exclude tour) of cruisers in smaller cruise 

ships at  

USD 150 and those in larger at USD 100 

(CS4/14) Average expenses at USD 100 

minimum 

(CS14) Main expenses are food, transportation, 

and shopping. 

 

 
2
1
9
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Table 4.31  (Continued) 

 

Question 1: What are the cruise situations relevant to Phuket’s port of call? 

Issues & 

Respondents 

Land based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passengers 

(7 interviewees) 

 (LB9/24) Main expenses – Shopping, food, transportation, tour 

(LB10) Higher spending is European  

(LB10) Shopping, eating, sightseeing are main expenses 

(LB11) Average expenses at THB 2,000 (Tour excluded) 

(LB13) Average expenses at THB 3,00-4,000 

(LB19) Average expenses at THB 2,500 (shopping and food at THB 

1,000/tour THB 1,500) 

(LB22) Average expense at THB 4,000-5,000 (40% for tour, the rest 

shopping and dining) 

  

Safety  (LB8) Safety required especially for US cruiser 

(LB8/14/25) Three levels of safety and Phuket is level one, a safe port 

(LB18/20) Good safety at port  

(LB18/19/20) Safety is the first priority.  

(LB21,24/25) Marine department concerns on safety by international 

laws 

(LB7) UnpredicTable weather affects cruise tourism in Phuket 

(LB24) Monsoons prevent large cruise ships calling at port of Phuket 

(CS11) Safety is important.   

Accessibility    (CP1) Air-sea – easy accessibility 

(CP5) Easy accessibility to homeport 

 
2
2
0
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4.2.2.4 Interview Results of the Second Interview Question  

The second question “What are the criteria of port selection, addresses 

the second objective of the study “To evaluate the importance levels of factors 

affecting port of call management.” The conclusions of the findings are summarized 

in as the followings; (Table 4.32).  

1) Tourism Products & Service 

 The responses from most of the land based stakeholders, cruise 

staff and cruise passengers show that attractive tourism attractions and activities are 

the main criteria for port selection. Furthermore, they should be diverse and rich. 

Culture should be available at port. In the view of the cruise staff, uniqueness and 

popularity of the tourism attractions and activities are a requirement. While 

differentiated tourism products are important for cruise passengers. 

2) Tourism Amenity  

All groups of the respondents confirm that tourism amenity is 

also a criterion for port selection.  

3) Value for Money  

All groups of population respond that value for money is 

important for port selection. Price should be affordable, according to land based 

stakeholders. The port charge is attractive, as responded by the cruise staff.  

4) Service Provider 

All groups of interviewees show significant responses that 

hospitality and service quality are the main criteria, while quality of human resources 

is also important in the view of the land based stakeholders. Language skill is crucial, 

in the view of the cruise passengers. 

5) Port 

Criteria of port selection, in the views of land based 

stakeholders, cruise staff, and cruise passengers are the reputation of the port, exotic 

port with product differentiation, port location, port characteristic, port conditions, 

capability to accommodate the mega cruise ships, port attractiveness, geographic 

location, and uniqueness and authenticity of the port. However, the cruise passengers 

view an appropriate port and welcome performance upon arrival as other criteria for 

port selection. 
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6) Port Infrastructure & Facility  

Port infrastructure and port facilities are very important port 

selection criteria, in the views of all populations. All groups of interviewees are 

consensual.  

7) Port Management  

Port management is another criterion when selecting a port. 

Both land based stakeholders and cruise staff insist that well organized port 

management is required. In addition, stakeholders are very interested to become 

involved with the operation process.  

8) Connectivity  

Connectivity between ports is viewed by all three groups as one 

of criteria of port selection  

9) Accessibility 

Land based stakeholders and cruise staffs view that 

accessibility from port to town and main attractions are important. In addition, quality 

of transportation is vital, suggested by the cruise staff.  

10) Weather & Sea Conditions 

Weather, seasonality and sea condition are the critical for port 

selection, as responded by land based stakeholders and cruise staff. 

11) Immigration  

Land based stakeholders insist that immigration should be 

effective.  

12) Cruise Tourism Policy  

Cruise tourism policy should be formulated by the government 

sector, according to the land based stakeholders, while cruise staff view that cruise 

promotion is really a concern of the public sector. Moreover, a privilege offered by 

the port is required when selecting a port.  

13) Safety Performance 

The majority of all respondents agree upon the importance of 

safety and security. Additionally, food hygiene is also a concern. 

 

 



223 

14) Social Acceptance 

Land based stakeholders and cruise staff view that acceptance 

of the local community and social acceptance are means of port selection, while cruise 

passengers see contribution to the community as crucial in port selection.  

15) Shore Excursion Management 

Shore excursion management is vital as a port of call while 

effective tour agents are insisted by cruise staff.  

16) Collaboration of Stakeholders 

Cruise staff deems support and collaboration among 

stakeholders as important.  

17) Political Issue 

Cruise staff and cruise passengers view political stability as 

important when selecting a port.   
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Table 4.32  Research Findings from Semi-Structured Interviews on the Criteria of Port of Call Selection 

 

Question 2: What are the criteria of port of call selection? 

Issues & 

Respondents 

Land Based Stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passengers 

(7 interviewees) 

Tourism Products 

& Service  

(LB1) Diversity of tourism products and culture 

(LB2/5/9/11/13/16/17) Attractive tourism attractions and activities 

(LB3/14) Tourism products 

(LB13) Variety of activities and attractions to fulfill diverse needs 

(LB18) Rich and diverse attractions and activities 

(CS3/7/10/11/12) Diverse and good attractions & activities 

(CS4/6) Tourist attractions  

(CS5) Tourism products 

(CS9/12) Uniqueness and popularity of tourism sites and activity 

(CS11) Cultural attractions for aging passengers 

(CP3) Tourism products 

(CP5) Diverse tourism 

attractions 

(CP6) Differentiation of 

tourism products 

Tourism Amenity (LB4/13) Tourism amenities (CS5) Amenity  (CS2/7) Amenities 

Value for money   (LB1) Affordable price  

(LB24) Value for money 

(CS1) Value for money  

(CS2/12) Port charges  

(CP2) Value  

(CP4) Value for money 

Service provider  (LB2) Quality of human resources  

(LB2) Service quality 

(LB22) Hospitality  

(CS3/6) Hospitality  

(CS3/6) Service quality  

(CP5) Language skill  

(CP5/7) Hospitality  

Port    (LB2/17) Reputation of port 

(LB2) New and exotic port with product differentiation  

 (LB4/7/8/24/25) Port location 

(LB4/8/17) Port characteristic  

(LB6/18) Port  

(LB7/19/21) Port conditions  

(LB13/17) Capability to accommodate mega cruise ships 

(LB15/19/23/24) Port attractiveness  

(LB15/22) Geographic location 

(LB16/21) Uniqueness of port /Authenticity of port 

(CS7) Popular destination  

(CS1/13/14) Port attractiveness 

(CS2) Port management  

(CS3) Capacity for all cruise ship sizes 

(CS6/10) Port location  

(CS7/8) Possibility to handle big cruise ships 

(CS11) Port standards  

(CS13) Port conditions 

(CS14) Port characteristics  

(CP3) Reputation  

(CP1) Port attractiveness 

(CP2) Capacity for big cruise 

ships 

(CP2) Appropriate port 

(CP4) Port location  

(CP5) Well constructed port  

(CP6) Welcome performance 

upon arrival 

Port infrastructure 

& Facility  

(LB2/3/4/8/9/11/12/13/21/22/23/24) Port facility and infrastructure  (CS2/5/6/11/14) Port facility  

(CS3/4/5/6/7/10/14) Port infrastructure  

(CP1/3/4/7) Port facility  

(CP4) Port infrastructure  

 
2
2
4
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Table 4.32  (Continued) 
 

Question 2: What are the criteria of port of call selection? 

Issues & 

Respondents 

Land Based Stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passengers 

(7 interviewees) 

Port management (LB4) Fully functioning port management 

(LB15) Operations process  

(LB15) Port management of all involved stakeholders 

(CS13) Organized port management   

Connectivity (LB21/23) Connectivity  (CS2/7/8/9) Connectivity  (CP1/4) Connectivity  

Accessibility  (LB4/7) Accessibility to town and attraction (CS1/2/10) Accessibility 

(CS11) Quality of transportation  

 

Weather & sea 

conditions  

(LB7) Seasonality and weather patterns  

(LB19) Weather and sea conditions  

(CS4) Weather, sea conditions &  seasonality   

Immigration (LB2/5) Effective immigration procedures    

Cruise tourism 

policy  

(LB2) Privilege offered by port  

(LB9) Government policy on cruise tourism  

(CS13) Cruise promotion by public sector  

Safety 

performance   

(LB2/3/4/5/6/7/8/9/11/12/14/15/18/19/21/22/23/24/25) Safety & 

security  

(LB15) Food hygiene  

(CS1/4/5/6/7/8/9/10/11/12/13/14) Safety  

(CS2/5) Security  

(CS5/9/13) Hygiene  

(CP1/3/4/7) Safety  

Social acceptance (LB13) Social acceptance 

(LB17) Acceptance of local community  

(CS3) Community acceptance  (CP5) Contribution to local 

community  

Shore excursion 

management 

(LB15) Tour creation  (CS2/5/14) Effective tour agents  

(CS14) Shore excursion management 

 

Collaboration of 

stakeholders 

 (CS3) Support from stakeholders 

(CS4) Collaboration among stakeholders  

 

Political issue   (CS4/11) Political stability  

(CS6) Peace  

(CP3) Political stability  

 
2
2
5
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4.2.2.5 Interview Results of the Third Interview Question  

The third research objective about the efficiency levels of Phuket’s port 

of call management is addressed by the respondents under the third question of 

interview “What are the strengths of Phuket’s port of call?” as summarized (Table 

4.33).  

1) Tourism Products & Service  

In the views of land based stakeholders, cruise staff and cruise 

passengers, the strengths of Phuket are tourism attractions and activities which are 

attractive, diverse, and unique. In addition, the natural attractions are good, the 

shopping experience and facilities are fun. Customs, history, culture and nightly 

entertainment are diverse. Meanwhile, cruise passengers insist that Patong beach 

provides impressive and unique activities while Phang Nga bay is fantastic with 

excellent food.  

2) Tourism Amenity   

Only the cruise staff view that tourism amenities such as 

hospital and store are good in Phuket.  

3) Value for Money 

Value for money is strength of Phuket’s port of call as viewed 

consensually by all groups of respondents.  

4) Service Provider 

Service quality, hospitality, friendliness and people are 

strengths of Phuket’s port of call, in the views of all respondent groups. In addition, 

flexibility and fulfillment of staff for cruise passengers are strengths, in the view of 

cruise staff.  

5) Port 

In the views of land based stakeholders, cruise staff and cruise 

passengers, Phuket has a great reputation as an international tourist destination while 

the land based stakeholders and cruise staff declare that Phuket is a premium 

destination with a great geographic location. Additionally, cruise ships can visit 

Phuket year round and the temporary port in Patong beach is charming, as said by 

land based stakeholders.   
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6) Connectivity  

Land based stakeholders and cruise staff view connectivity as 

strength of Phuket’ port of call, while no cruise passenger mentions it.  

7) Accessibility  

Land based stakeholders and cruise staff views claim easy 

access to attractions.  

8) Weather & Sea Conditions  

All groups of respondents view the weather and seasonality 

favorably.  

9) Immigration 

Land based stakeholders and cruise staff say that the 

immigration formalities are effective and convenient. .  

10) Cruise Tourism Policy  

Land based stakeholders from the public sector insist that 

Phuket positions itself in international marine tourism.  

11) Safety Performance 

All groups view Phuket as a safe destination with clean food. 

12) Shore Excursion Management  

The tour operators in Phuket are effective, and tour guides are 

informative, as viewed by land based stakeholders and cruise passengers. 

Additionally, the tours in Phuket are sold well onboard, as responded by ship staff.  
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Table 4.33  Research Findings from Semi-Structured Interviews on Strengths of Phuket’s Port of Call 

 

Question 3: What are the strengths of Phuket’s port of call? 

Issues & 

Respondents 

Land Based Stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passenger 

(7 interviewees) 

Tourism Products 

& Service  

(LB1/3/9/17/21) Attractive tourist attractions and activities  

(LB2/4/6/7/8/11/14/17/19) Good natural attractions  

(LB9/13/20/22,24) Diverse attractions  

(LB4/10/13/19/20/22,24) Diverse activities  

(LB7/9) Unique of tourism products  

(LB7) Fun shopping experience at Patong beach 

(LB8) Shopping facility  

(LB15) Great natural and cultural attractions   

LB21) Diverse customs, history, culture, nightly entertainment  

(LB23/25) Beautiful scenery  

(CS1/11) Tourism products 

(CS2/3/5/6/14) Beautiful beaches, nature, islands 

(CS2) Great activities  

(CS4/5/8/10/14) Diverse activities 

(CS10) Diverse attractions  

(CS7/8/12) Nice tourist attractions 

(CS11) Number of accommodations 

(CP1/3/7) Nice islands and beaches 

(CP1) Good food  

(CP2/4) Impressive activities at 

Patong beach  

(CP2) Tourism attraction  

(CP3) Diverse activities  

(CP4) Good, unique activities at 

Patong beach 

(CP5) Fantastic Phang Nga Bay 

(CP5/7) Excellent food  

Tourism Amenity  (CS9) Good amenity (hospital, store)   

Value for money   (LB3/16/17) Value for money (CS1/2/4/8/12/13) Value for money  (CP3) Value for money  

Service provider  (LB1/2/12/20) Service quality  

(LB4/11/12/14/15/16/23) Hospitality of service staff 

(LB7/12) Nice people  

(LB9) Good human resources  

(LB11) Sense of humor  

(LB17/20) Friendliness of local people 

(LB21) Charming of Thai people 

(CS14) Service quality  

(CS3/5/6/9/11) Hospitality & service mind of locals  

(CS5/6/9) Friendliness of Thai people 

(CS10) Flexibility   

(CS13) Fulfill the needs of passengers 

(CP5) Service quality  

(CP1/6) Nice people  

(CP2/5) Friendliness of people 

    

 
2
2
8
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Table 4.33  (Continued)   

 

Question 3: What are the strengths of Phuket’s port of call? 

Issues & Respondents Land Based Stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passenger 

(7 interviewees) 

Port    (LB2/3/13/14/17/20) Reputation  

(LB2) Premium destination  

(LB8/9/21/23) Geographic location   

(LB12) Year round visit  

(LB20/24) International tourist destination  

(LB21) Charming pontoon at Patong beach 

(CS4/11/12/13) Reputation  

(CS1/2) Geographic location  

(CS11) Attractiveness 

(CP3) Reputation  

Connectivity (LB4/8/14) Easy connectivity (CS2/6/9/11) Connectivity   

Accessibility  (LB7) Easy access to Patong beach 

(LB10/12) Easy accessibility to attractions  

(CS2/11) Easy accessibility   

Weather & sea 

conditions  

(LB9/12) Weather and seasonality  (CS9) Weather  (CP5/6) Nice weather  

Immigration (LB5/8/19/21/23/25) Convenient immigration formality  (CS3/4/7/10/13/14) Effective and convenience 

immigration formality  

 

Cruise tourism policy  (LB14/21) Position in international marine tourism   

Safety performance   (LB2/6/8/13/14/18/20/21/23/25) Safe destination  

(LB9) Safety policy  

(LB13) AccepTable food hygiene  

(LB22) Average safety level  

(CS4/6/7/8/9/10/12/14) Safe destination for passengers 

and crew 

(CS9) Clean food  

(CP5/6) Safe  

(CP6) Cleanliness  

Shore excursion 

management 

(LB15) Good tour guides 

(LB22) Efficient tour operators  

(CS7/10/14) Effective tour operator  

(CS8) Exciting tours 

(CS10) Good tour sale onboard 

(CP5) Informative guide 

 
2
2
9
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4.2.2.6 Interview Results of the Forth Interview Question  

 The interview question, “What are the weaknesses of Phuket’s port of 

call? deals with the third research objective about the efficiency levels of Phuket’s 

port of call management (Table 4.34).  

1) Tourism Products & Service  

Land based stakeholders and cruise staff view that there is a 

lack of cultural and historical attractions. A weakness, in the perspective of cruise 

passengers, is a lack of activities for kids and aging passengers. Additionally, land 

based stakeholders also view the attractions as being undifferentiated.   

2) Tourism Amenity 

Respondents from all groups informed the interviewer that the 

weaknesses in terms of tourism amenities at Phuket’s port of call are limited space at 

Patong beach and no amenities at temporary pontoons such as toilets.  

3) Value for Money 

Only one member of cruise staff insisted that the price is too 

high. 

4) Service Provider 

Lack of etiquette by service providers, and lack of skilled 

human resources are viewed by land based stakeholders as weaknesses of Phuket’s 

port of call. All groups of respondents agree on inappropriate manners of the taxi 

team at pier. Additionally, some service staff lack language skills, as seen by cruise 

passengers and land based stakeholders.  

5) Overall Port 

Both land based stakeholders and cruise staffsay that the port is 

ineffective for large cruise ships and the port is below international standards. In 

addition, there is not enough capacity when more ships arrive on the same day.  

6) Port of Phuket 

In the view of land based stakeholders, Phuket is weak in 

accommodating large cruise ships. They cannot come year round, due to weather, 

multiple cruise ships on the same day cause problems, and some port characteristic 

are inadequate (depth, length, width). Also, ISPS of port of Phuket has already 

expired. In addition, small ports, lack of capacity during high season, weather & 
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seasonality are viewed as weaknesses by land based stakeholders and cruise staff. 

Cruise passengers reflect that the port is small.   

7) Temporary Pontoon at Patong and Kalim Beach 

Poor tendering operations, long walking distance from beach to 

vehicle parking for tours, slow tour dispatch, inconvenient port, congestion, and lack 

of space at jetties are weaknesses of temporary pontoons, in the view of land based 

stakeholders. Cruise staff agree with land based stakeholders but there are some 

additional aspects about the weaknesses of temporary pontoons such as poor 

operation, a limited assembly area for tours, low standards, unsafe pontoons and 

insufficient pontoons for large cruise ships during the season. According to 

passengers, inconvenient port, long walking distance to vehicles, no waiting area 

during tour assembly, unprofessional tour dispatch on the beach, poor tendering 

operations for aging group, unsafe port, and poor port are weaknesses of the 

temporary pontoons.   

8) Port Infrastructure & Facility 

Port infrastructure and facilities are weaknesses according to all 

groups of interviewees. In addition to these issues, some of them suggest that there is 

no passenger terminal, no breakwater, few tugboats, and low capacity of port. 

9) Accessibility 

Traffic congestion is a serious weakness of Phuket’s port of 

call, which is seen by all groups of respondents. In addition, they all view that the 

public transportation is poor, while the price of vehicle rental is expensive.  

10)   Cruise Tourism Policy 

Land based stakeholders and cruise staff reflect that the public 

sector is lacking in a variety of issues. They do not formulate comprehensive tourism 

policy, promote cruises, assist operations, improve the port, and generally seem to 

lack knowledge about the cruise industry. 

11)   Safety Performance 

In terms of safety performance, inadequate number of security 

staff and police are viewed by the land based stakeholders. Cruise staff state that there 

is no emergency plan, and cruise passengers view that people drive too fast in Phuket. 
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12)   Social Acceptance 

   Lack of local participation, unfair benefit sharing, and 

conflicts of interest among stakeholders are weaknesses as viewed by land based 

stakeholders. In the meantime, cruise staff view conflict of interest as a weakness of 

Phuket’s port of call.  

13)   Shore Excursion Management  

The land based stakeholders view a shortage of third language 

speaking tour guides, a shortage of suppliers, lack of competency of tour guides, no 

bargaining power with cruise lines, and price cutting by new entrants.  

14)   Collaboration of Stakeholders 

Lack of cooperation from government, local authorities and 

among stakeholders are weaknesses seen by land based stakeholders and cruise staff. 

15)   Political Issue 

Land based stakeholders and cruise passengers think that 

political instability is a weakness of Phuket’s port of call.  

16)   Tourism Impacts  

Overcapacity, environmental impacts, overcrowding during 

high season, labor migration, unclean beaches, and shortages of resources when more 

than one ship comes calling, are weaknesses of Phuket’s port identified by land based 

stakeholders. Some cruise staff and cruise passengers view interruptions by illegal 

sellers on the beach, poor hygiene, lack of cleanliness, and crowds at the beach as 

weaknesses.  
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Table 4.34  Research Findings from Semi-Structured Interviews on Weaknesses of Phuket’s Port of Call   

 

Question 4: What are the weaknesses of Phuket’s port of call? 

Issues & Respondents Land Based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passenger 

(7 interviewees) 

Tourism Products & 

Service  

(LB2) No diversity of attractions 

(LB2/4/9) Lack of cultural and historical attractions 

(CS3/5) Lack of cultural and historical attractions  (CP4) No activities for kids and 

aging cruisers 

Tourism Amenity (LB17/23) No parking spaces at Patong beach 

(LB18/19) No amenities at temporary pontoon  

(CS2) Poor amenities 

(CS11) No parking at Patong beach 

(CP2) No toilet at jetty  

(CP4) Poor amenities at pier  

(CP6) Poor toilet at the site 

Value for money    (CS4/6) Price overcharged  

Service provider  (LB1/11) Inappropriate manner of taxi team a pier  

(LB3) Lack of etiquette of service provider 

(LB11) Lack of language skill for certain service staffs  

(LB17) Lack of skilled human resources  

(CS2/5/14) Malfunction of taxi service (CP3) Language barrier of locals  

(CP4) Pressure from taxi drivers  

 

Overall Port  (LB6/10/11) Port below international standards  

(LB13) Insufficient port for cruise tourism  

(LB8/17/23) Ineffective port for big cruise ships  

(LB15) Over-demand  

(CS3/10) Not enough ports when more ships come on 

the same day 

(CS8/9/13) Low capacity of port 

 

 

Port of Phuket   (LB1) No year round capacity for large cruise ships at port 

of Phuket 

(LB1) No capacity for multiple cruise ships at the same 

time 

(LB1/9/24/25) Weather and seasonality are the obstacles of 

port of Phuket. 

(LB8) Depth, length and width of port are inappropriate. 

(CS11) Low quality of port of Phuket 

(CS12) Windy at port of Phuket during summer  

CS14) Small port for large cruise ship 

(CP7) Small port for big ships 

 

 
2
3
3
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Table 4.34  (Continued) 

 

Question 4: What are the weaknesses of Phuket’s port of call? 

Issues & Respondents Land Based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passenger 

(7 interviewees) 

 (LB8/24) Port built for cargo not for cruises  

(LB8) ISPS of port is expired. 

(LB9/13/18/19/21/24) Low capacity to accommodate large 

cruise ship 

(LB14/25) Port is small.   

(LB22) Lack of capacity during high season 

  

Temporary pontoon at 

Patong and Kalim 

beach 

(LB1/8/14) Poor tendering operations  

(LB11) Long distance walking from beach to vehicle 

parking for tour passenger (Patong jetty) 

(LB16) Slow tour dispatch 

(LB22) Inconvenient port  

(LB23) Congestion at temporary pontoon  

(LB23) Lack of space at jetty  

(CS2) Poor operations at Patong jetty 

(CS2/7/8/11) Limited assembly space for tours 

(CS2/9/10) Long walking to vehicle parking  

(CS3/9/10/14) Difficult tendering operations at Patong 

jetty 

(CS3) Low standard of Patong jetty  

(CS8/12) Unsafe pontoon   

(CS9) Not enough pontoon for large cruise ship 

(CS12) Inconvenient port 

(CS12) Time consuming during tour dispatch  

(CP1) No convenient port 

(CP1/4) Long walking to vehicles  

(CP1) No waiting area 

(CP2) Unprofessional tour dispatch 

on the beach  

(CP2) Tendering operation is hard 

for aging tourist  

(CP3) Unsafe port 

(CP5) Poor port  

Port infrastructure & 

Facility  

(LB2/4/5/6/13/14/15/17/21/22/23/24) Poor port 

infrastructure and facility  

(LB18/19) No passenger terminal 

(LB25) Lack of tugboat  

(LB25) No breakwater  

 

(CS1) Low capacity of port/  

(CS1/2/4/7/10/13) Poor facility and infrastructure 

(CS9) No passenger terminal  

(CS2/3) Poor port facility and 

infrastructure  

(CP4) No passenger terminal 

 
2
3
4
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Table 4.34  (Continued) 

 

Question 4: What are the weaknesses of Phuket’s port of call? 

Issues & Respondents Land Based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passenger 

(7 interviewees) 

Accessibility  (LB4/9/12/15/18/20/22) Traffic congestion  

(LB11) Poor transportation conditions and lack of 

maintenance  

(LB12/17/20) No public transportation system  

(LB12/17) Expensive vehicle rental  

(CS2/3/5/6/7/9/10/11/12/14) Traffic congestion  

(CS5) No public bus from port to town 

(CS11) No shuttle bus provided to town 

(CP1/4/5) Busy traffic  

(CP7) No shuttle bus provided to 

town 

Cruise tourism policy  (LB1/12/17/18/21/23) No cruise policy formulation from 

public sector 

(LB7) No improvement plan for port 

(LB9) Unclear government policy 

(LB11/15) Lack of assistance from public sector 

(LB12) Ineffective public sector 

(LB13) No involvement from public sector 

(LB13/18/22) Lack of knowledge of public sector about 

cruise tourism 

(LB7) No cruise tourism promotion  

(LB21) Reactive cruise tourism development and 

improvement  

(CS1) No assistance from government for cruise 

tourism 

(CS1/14) No cruise tourism improvement  

(CS4/13) Poor and reactive government policy 

(CS14) No action on cruise tourism from government  

 

 

Safety performance   (LB12) Not enough security staff 

(LB17) Shortage of man power at police station 

(CS8) No emergency plan (CP3) People drive too fast  

    

 

 
2
3
5
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Table 4.34  (Continued) 

 

Question 4: What are the weaknesses of Phuket’s port of call? 

Issues & Respondents Land Based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passenger 

(7 interviewees) 

Social acceptance (LB7) Lack of local participation  

(LB14) Unfair benefit sharing from cruise tourism  

(LB15/23/24) Conflict of interest among stakeholders  

(CS1) Strike from conflict of interest   

Shore excursion 

management 

(LB11) Shortage of third language speaking guides  

(LB11/13/15) Shortage of suppliers, tour guides, and 

coaches during peak season 

(LB13) Lower quality, competency and quantity of tour 

guides 

(LB19) Bargaining power of cruise lines 

(LB19) New entrants cut prices  

  

Collaboration of 

stakeholders 

(LB7) Lack of cooperation from government or local 

authority  

(LB17/24) Lack of collaboration among stakeholders 

(LB18) No cooperation between crossed sectors 

(CS1) Lack of collaboration from involved parties for 

port of call management 

 

Political issue  (LB2) Political instability  (CS1/8) Political instability   

Tourism Impacts  (LB3/15) Over capacity 

(LB3) Environmental impact 

(LB8) Overcrowd during high season  

(LB17) Labor migration  

(LB20) Unclean beaches 

(LB24) Shortage of resources when several ships call 

(CS6) Interruption of illegal seller on the beach 

(CS6) Hygiene and cleanliness of the beach 

(CP6) Crowded beaches 

(CP6) Interrupted by sellers on the 

beach 

 
2
3
6
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4.2.2.7 Interview Results of the Forth Interview Question  

 To find data in order to propose a model for Phuket’s port of call, 

interviewees were asked the fifth question “What should Phuket urgently improve as 

a port of call?”as summarized in Table 4.35.  

1) Tourism Products & Service 

Tourism attractions and activities should be developed and 

diversified. Land based stakeholders suggested that cruise tourism products should be 

promoted. In the meantime, cruise staff suggests that cultural and indoor activities 

should be created, especially for aging groups, which accords with some suggestions 

from the cruise passengers. Activities for crew should be provided. One more 

suggestion from the cruise passengers is to design tours by combining cultural and 

natural activities.  

2) Tourism Amenity  

All are consensual in terms of tourism amenities. They all 

suggest improving the toilets, phones, and even providing exchange service.  

3) Service Provider 

The land based stakeholders and cruise staff suggest that taxi 

service management and training should be improved. In addition, land based 

stakeholders and cruise passengers would like to see more information given to cruise 

passengers.  

4) Overall Port 

Port extension, port development for year round calls by large 

cruise ships and improvement plans should be urgently considered, as advised by land 

based stakeholders, cruise staff, and cruise passengers. 

5) Port of Phuket 

Only the cruise staff made suggestions about the port itself.  

They said that it should be improved for large cruise ships. Port development should 

be integrated with other projects. In addition, Phuket should benchmark port 

development with other successful ports such as Singapore.  

6) Temporary Pontoon at Patong and Kalim Beach 

The land based stakeholders, cruise staff and cruise passengers 

all suggested that tendering operation should be safer.  
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7) Port Infrastructure & Facility  

Most of the land based stakeholders suggest that the port 

infrastructure and facilities should be improved. The cruise terminal should be also 

developed. Break waters should be built to extend calls year round. New tugboats 

should be supported by the public sector budget.  

8) Port Management 

Land based stakeholders and cruise passengers suggest 

improving port management. The port should be clean and all shops should be well 

managed.  

9) Accessibility  

Public transportation should be improved to minimize traffic 

congestion, as suggested by land based stakeholders and cruise staff. Accessibility to 

the main attractions should be improved and transportation should be annually 

checked.  

10) Immigration  

Land based stakeholder suggests transparent immigration 

formality.  

11) Cruise Tourism Policy 

The land based stakeholders and cruise staff suggested port 

development, cruise tourism development, cruise tourism policy & promotion, 

involvement of the public sector, collaboration of all stakeholders, roles for the public 

sector, and a budget for development. In addition, the public sector needs to learn 

about the cruise industry and conduct research on cruise passenger behavior. The 

cruise passengers also suggest that cruise tourism policy should be proactive and well 

planned.  

12) Safety Performance 

Integrating safety, hiring more police, and providing stricter 

safety are suggestions from land based stakeholders and cruise staff.  

13) Social Acceptance 

Land based stakeholders and cruise staff recommend 

minimizing conflicts of interest, and practicing fair contribution.  
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14) Shore Excursion Management  

The cruise passengers propose tour packages designed to visit 

various sites. 

15) Collaboration of Stakeholders 

All groups of respondents urge cooperation from all sectors, 

collaboration, and integration among stakeholders.  

16) Political Issue 

The cruise staff advised stable politic situations. 

17) Tourism Impacts  

The suggestions from land based stakeholders are to minimize 

tourism leakage, and social impacts. In addition, tourism should be made more 

sustainable by asking for community participation. In developing the port, a project 

should be studied. Cruise staff, advocated tourism zoning and studying cruise 

passenger behavior.   
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Table 4.35  Research Findings from Semi-Structured Interviews on Weaknesses of Phuket’s Port of Call  

 

Question 5: What should Phuket urgently improve as a port of call? 

Issues & Respondents Land Based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passenger 

(7 interviewees) 

Tourism Products & 

Service  

(LB1) Develop tourism products  

(LB2) Create diverse activities and attractions 

(LB3) Promote activities 

(LB16) Relevant products promotion 

(CS3) Cultural and indoor activities creation  

(CS5) New and cultural activities development 

(CS12/13) Activities for crews at port  

(CP5) Tour design with a good 

combination of cultural and natural 

activities  

(CP6)  Develop cultural activities 

Tourism Amenity (LB9/10/13/15) Tourism amenity improvement (toilet, 

phone)  

(CS6) Amenity improvement (toilet)  (CP4/5/6) Amenities (toilet, 

exchange) 

Service provider  (LB1/8/17/24) Better management for taxi service  

(LB3) Training for all concerns 

(LB7) Satisfy cruise passengers 

(LB9/11) Competency training of labor and HR 

development 

(LB16/20) Language and service quality training for HR 

(LB24) Information staff at port from TAT 

(CS8) Training and development for HR 

(CS14) Taxi management  

(CP4) Information counter at port  

 

Overall Port  (LB6/12/15/16/19) Urgent port development and 

improvement plan  

(LB7/9/11/21/22/23) Port extension for year round call (T-

jetty) 

(CS1) Develop the port for large ships, year round  

(CS11/13) Port enlargement for large cruise  

(CP1/4) Urgent port development  

(CP7) Port improvement  

(CP3) Port extension  

Port of Phuket    (CS5) Port improvement for large cruise ships 

(CS9) Port built with other projects 

(CS10) Develop port, benchmarking Singapore  

 

 

 
2
4
0
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Table 4.35  (Continued) 

 

Question 5: What should Phuket urgently improve as a port of call? 

Issues & Respondents Land Based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passenger 

(7 interviewees) 

Temporary pontoon at 

Patong and Kalim 

beach 

(LB19) Improvement of tendering operation  

(LB21) Temporary built with safety 

(CS8/9/14) Pontoon improvement for safety  

(CS9) Tendering operations effectiveness  

(CS9) Port development for year round call  

 (CP1) Port tendering management 

Port infrastructure & 

Facility  

(LB2/3/4/6/12/14/21/22) Port infrastructure & facility 

improvement  

(LB6/21/22) Cruise terminal development  

(LB6/8/23/25) Break water, and dolphin to minimize 

obstacles for year round call 

(LB23/25) New tugboats supported by public sector 

budget  

(CS2/3/4/6/7/9/10/11/12/13/14) Urgent port 

infrastructure and facility development 

(CS4) Crew recreation center 

(CS9/14) Cruise terminal development  

(CS11) Restaurant at port with hygiene 

(CS2/6) Port infrastructure and 

facility development 

(CP5) Passenger terminal 

development   

 

Port management (LB2) Port management improvement  

(LB23) Clean port with well managed shop stalls   

 (CS2) Port management 

improvement 

Accessibility  (LB9/12/14/20/22) Public transportation system 

development  

(LB9) Accessibility improvement to the main attractions  

(LB11) Annual check of transportation  

(CS2/9/10) Minimize traffic congestion minimization 

(CS5) Improve public transport system  

(CS6) Control traffic  

 

Immigration (LB1) Transparency of immigration formalities    

Cruise tourism policy  (LB1/5/8) Urgent port development such as infrastructure  

(LB1/4/25) More budget for cruise tourism development  

(LB1/23) Long term cruise tourism plan 

(CS1) Government role as a cruise tourism leader 

(CS4/13) Involve the government sector with cruise 

tourism development 

(CP3) Proactive cruise tourism 

policy  

(CP6) Well planned cruise tourism  

 

 
2
4
1
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Table 4.35  (Continued) 

 

Question 5: What should Phuket urgently improve as a port of call? 

Issues & Respondents Land Based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passenger 

(7 interviewees) 

 (LB2/11/12/14/17) Proactive national cruise policy 

formulation  

(LB3) Research cruise passenger behavior  

(LB3/5) Cruise tourism promotion  

(LB7/13/15) Government drives cruise tourism  

(LB9/10) Government involvement in cruise tourism  

(LB13) Cruise knowledge enhancement for public sectors 

(LB17) Collaborative networks with other ports 

(LB17) Focus on quality not quantity of tourists 

(LB22) Public sector as a leader of cruise development and 

coordination from all sectors for sustainability 

(LB24) Cruise policy implementation 

(CS5) Cruise tourism improvement  

(CS7/10) Cruise tourism policy  

(CS9/11) Integrated cruise tourism promotion 

(CS11) Involvement of public sector   

(CS11) Cruise tourism policy formulation  

(CS12) Budget for cruise tourism development  

 

policy 

Safety performance   (LB18) Integration for safety  

(LB18/20) More police  

(CS1) Strict safety for cruise lines 

 

 

Social acceptance (LB8/11) Minimize conflicts of interest  

(LB15) Fair contribution from cruise tourism  

(CS1) Minimize conflict of interest 

(CS7) Fair benefit sharing  

 

Shore excursion 

management 

  (CP1) Design tour package to 

various sites 

Collaboration of 

stakeholders 

(LB3) Cooperation from all sectors  

(LB4/12/13/14) Collaboration among stakeholders 

(CS3) Collaboration of public and private sectors to 

create the tourism activities 

(CP6) Collaboration of stakeholder  

 
2
4
2
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Table 4.35  (Continued) 

 

Question 5: What should Phuket urgently improve as a port of call? 

Issues & Respondents Land Based stakeholders 

(25 interviewees) 

Cruise Staff 

(14 interviewees) 

Cruise Passenger 

(7 interviewees) 

 (LB7) Integration of all stakeholders 

(LB19/23) Full integration of all stakeholders for cruise 

development  

(LB25) Integration with other types of tourism for an 

investment of port 

(CS10) More collaboration from all stakeholders  

(CS12) All stakeholders work hard for cruise tourism 

 

Political issue   (CS3) Political stability   

Tourism Impacts  (LB15) Minimize tourism leakage 

(LB17) Tourism sustainability/ Community participation 

(LB18) Minimize social impact  

(LB23) Sustainability of Phuket’s authenticity  

(LB23/25) Focus on project development such as Chalong 

pier  

(CS2) Research cruise passenger behavior 

(CS6) Tourism zoning  

 

 
2
4
3
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4.3   Discussion by Objectives  

 

This part provides a summary of research results and discusses the findings 

from both quantitative and qualitative data employed for this study, based on research 

objectives 1-3. The findings from primary data and secondary data are blended to 

respond to objective 4, in proposing a model for Phuket’s port of call management, as 

shown in the final part of this chapter. 

 

4.3.1 Research Objective 1: The Current Situation of the Cruise Tourism 

in Phuket, Thailand  

As the ultimate objective of this study is to propose an appropriate model for 

Phuket’s port of call, the study should discover the cruise tourism situation in Phuket 

is as critical data supporting model creation.  

4.3.1.1 Research Question 1: What Is the Cruise Situation in Phuket, 

Thailand?  

The findings from data collection are summarized to response the cruise 

situation in Phuket as the followings; 

1) Cruise Passenger by Region of Residence  

Since the region of residence is significant to the importance 

and efficiency levels of port of call management, cruise passenger profiles should be 

identified. The following discussion divides passengers into four regions (Table 4.36). 

(1) Cruise passengers from Asia 

Asia has been an emerging target for cruise tourism. Most 

of the cruise passengers visiting Phuket port from Asia are middle aged and cruise for 

leisure with their family, which is corresponds with the report from ASEAN (2002). 

Most of them are first time passengers, and cruise tourism is a new experience for 

them. As Asian cruisers are not keen on cruise tourism, they perceive a cruise as 

transportation to travel to the ports. The cruise itself is a small portion of their 

experience, compared to the ports of call. With this result, they prefer cruising during 

the night and visiting the port during the day, expecting “every day at a port” with a 

short duration of cruising, complying with the study of Pavlic (2013). Most of the 

cruise line operations targeting the Asian market deploy large and mega cruise ships, 
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create a cruise itinerary between 3-7 days with lower price of cruise packages as 

motivation, as supported by ASEAN (2002); European Commission (2009); Ministry 

of Tourism, Government of India (2005); Hull & Losekoot (2012).  

In addition, this particular target group usually travels with 

their family with an average number of 5-10 people. The low price strategy is a 

successful marketing tool which major cruise lines have implemented with good 

outcomes, in accordance with the studies of WTO (2010) and the annual report of 

Genting Hong Kong Limited, (2011), Royal Caribbean Cruises Ltd (2012), Carnival 

Corporation and PLC, (2012).Moreover, the cruise package (e.g., diverse onboard 

activities, ports in itinerary, cruise duration, connectivity between port, low price for 

the third and fourth people joining the same room) is designed according to the 

target’s preferences and travel behavior, as supported by the studies of Busby & 

O’Neill (2013) and CLIA (2013). With an average monthly income below THB 

100,000, a cruise package with lower prices and a destination with value for money is 

the best choice for Asian passengers, as explored by WTO (2010). Undoubtedly, 

Carnival and RCCL have deployed more cruise ships into Asia, especially the larger 

cruise ships. They are targeting intra-regional Asian cruisers, in accordance with 

Wood (2002); Wu (2005); ECLAC (2005); UNWTO (2011).  

(2) Cruise passengers from America  

Americans are the main target group of global cruise 

tourism. But within Asia, they are not targeted, due to long distance. With an average 

of five cruises already experienced, the destination choices for this target are totally 

different from a typical Asian cruiser. Americans prefer longer cruise durations and 

perceive cruising at sea as a great part of their cruise experience. American cruisers 

are aged and retired, travelling mainly with a spouse/lover with a higher average 

monthly income at THB 100,000-200,000. To attract Americans, cruise packages are 

designed to focus on premium products and high service quality instead of lower cost, 

in accordance to the study of CLIA (2014). The cruise lines offer small and midsize 

cruise ships, using onboard activities, comprehensive service, exotic ports of call, and 

onshore activities as motivation, as mentioned by CLIA (2013).  

(3) Cruise passengers from Australia  

The cruise passengers from Australia are old couples and 

retired with an average monthly income of THB 100,000-200,000. Most of those who 
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cruise on small and midsize ships are experienced cruisers who aim at leisure and 

education. Those who use large and mega cruise ships are the first time cruisers for 

leisure. 

(4) Cruise passengers from Europe  

The European passengers are mostly aged and prefer 

cruising on small cruise ships with a spouse/lover for longer durations and even world 

cruises. The average monthly income is THB 100,000-200,000 per person. As they 

are experienced cruisers who always cruise more often than Asian passengers, the 

purpose of cruising is not only leisure but also education. The cruise packages are 

designed toward experiences onboard and onshore, as supported by Port-Net (2007); 

European Commission (2009); CLIA (2014). They want to enjoy and experience the 

culture of exotic destinations, in accordance to study of Busby & O’Neill (2013).  

2) Cruise Passengers by Socio-demographic Profiles and 

Travelling Patterns (Table 4.36) 

(1) Gender 

Most of the cruise passengers at Phuket’s port are male 

(57.5%). The result of this study counters the study of CLIA (2014) that states that the 

majority of cruise passengers are female at 51%. However, the differing proportion 

between male and female passengers is not substantial, especially as so many cruise 

passengers travel with spouse/lover (42.9%). 

(2) Age 

The age of the cruise passengers who visit Phuket port 

ranks from below 20 years to above 70 years. However, the majority are between 31 

to 70 years old, which complies with various studies (ASEAN, 2002; Greenwood & 

Barron, 2005; Liu, 2006; Port-Net, 2007; European Commission, 2009; WTO, 2010) 

that cruise passengers tend to shift from aging group to a multi-generational mix. 

Focusing on each size of cruise ship, the average age of cruise passengers on mega 

cruise ships are between 41-50 years old (22%) while those on large cruise ships age 

between 31-40 years. In addition, the smaller cruise ships target mainly cruise 

passengers with an average age range of 61-70 years. The midsize cruise ship’s main 

targets are aged between 51-60 years while.  

Looking closer at the average age of cruise passengers from 

each region of residence, the cruise passengers from America are aged between 61-70 
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years while the majority of Asian cruise passengers are aged between 31-50 years. 

Meanwhile, the cruise passengers from Australia are aged between 50-70 years. In 

contrast, the age of cruise passengers from Europe correlates to ship size as the age of 

most passengers on mega cruise ship is 31-40 years while those on the other ship sizes 

are much older. To sum up, the average ages of cruise passengers have fallen, 

reflecting a multigenerational mix, as per several studies (ASEAN, 2002; WTO, 2010; 

CLIA, 2014). 

(3) Marital status 

The majority of the cruise passengers from all ship sizes 

and all regions of residence are married (76.5%). The result of this study is similar to 

various studies of Liu (2006); Dowling (2006); CLIA (2014) which found cruise 

passengers’ marital status as 68%, 78% and 67%, respectively.  

(4) Education background 

With regard to the educational background, the cruise 

passengers hold mainly a bachelor degree (49.1%), almost identical to the results of 

CLIA (2014) showing that 49% of the cruise passengers are college graduates. 

However, a significant number of cruise passengers possess less than a bachelor 

degree (26.9%) and more than a bachelor degree (24%). In conclusion, the cruise 

passengers are varied and well educated. With a high percentage of well-educated 

passengers, most of the cruise passengers expect exotic ports of call while their 

purposes for cruising are for leisure and education, which matches several studies 

(Ontario Ministry of Tourism, 2006; European Commission, 2009), in that cruise 

passengers are more experienced in travelling and expect an experience from visiting 

port.  

(5) Region of residence 

Most of the cruise passengers in Phuket are from Asia 

(56.6%), as confirmed when CLIA (2014) found that Asians are an emerging target 

group with continuous growth. It corresponds with several studies (ASEAN, 2002; 

Port-Net, 2007) that intra-region travelling is today’s trend in tourism. In addition, the 

image of cruise tourism is no longer solely for elite or rich people, but it is for 

everyone. Because of the larger sizes of cruise ship that generates an economy of 

scale and offer affordable prices, more Asians cruise now. Most importantly, Phuket 
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is a great destination offering a high value for money, especially for Asians. From 

interviewing all groups of the respondents, most of them affirm that the strengths of 

Phuket that attract cruise passengers are its reputation, value for money, diverse 

attractions, and activities.  

Meanwhile, Europeans are the second largest group of 

cruise passengers identified by region of residence (17.3%). The cruise season in 

Phuket starts from November to April, which is the time for European to escape cold 

weather. Most cruise lines set Asian itineraries around warm weather. When cruise 

lines create a cruise itinerary for this particular market, based on either a world cruise 

or a long duration cruise. 

Due to connectivity issues and long distances, few 

Americans choose to cruise in Asia (16%), even if this group is the main target of the 

global cruise industry. To sum up, most of Americans and Europeans cruise in smaller 

cruise ships while the majority of Asians travel aboard the larger cruise ships.  

(6) Country of the Cruiser 

The top ten countries of residence for passengers visiting 

Phuket port are Singapore, U.S.A., Malaysia, Australia, UK, China, the Philippines, 

India, Indonesia, and Germany respectively. ASEAN (2002) and PATA (2011) stated 

that intra-regional cruising increases significantly. In addition, the emerging cruise 

passengers are Indian and Chinese, as confirmed by CLIA (2014), while the 

passengers from America and UK are the main cruisers of small and midsize ships 

visiting Phuket port during the summer season. 

(7) Religion 

The majority of cruise passengers are Christian, followed 

by Buddhists. No previous study relevant to cruise passengers examined religion. 

However, it was found that the cruise passengers visiting Phuket port have diverse 

religions, especially Islamic cruise passengers who are from Singapore and Malaysia. 

(8) Occupation 

The highest percentage of the cruise passengers who visited 

Phuket port were private business employees, at (33.6%), while those are retired 

occupied second place (23.8%). In the meanwhile, the target groups of mega cruise 

ships are almost equal between retired and working people. While the main cruise 



249 

passengers on large cruise ships are private-business employees. In contrast, those 

who cruised on midsize and small cruise ships were mainly retired. When looking 

closely at the region of cruise passengers, it can be concluded that those from U.S.A. 

and Australia are mainly retired while those from Asia are mainly private business 

employees. On the other hand, those from Europe and cruise with the mega and large 

cruise ships are private business employees while those from Europe, cruising with 

midsize and small cruise ship are retired. As affirmed by Port-Net (2007), there is an 

emergence of budget cruise tourists while cruise lines implement price as a strategy 

(lower priced packages or discounted fares) and shorter cruise durations (Pavlic, 

2013) to attract mass markets (UNWTO, 2011; CLIA, 2013).  Bigger cruise ships 

which capitalize on economies of scale have been continuously deployed (Hull & 

Losekoot, 2012).  

(9) Income 

The largest segments of cruise passengers had an average 

income below THB 100,000 per person (35.4%) and THB 100,001-200,000 

respectively. The cruise passengers on small cruise ships earn the highest income 

while those from America, Australia, and Europe earn higher income than those from 

Asia. It was found that those from America, Europe and Australia are higher end 

passengers who are the main target of the smaller cruise ships, as referred by several 

studies (Gibson, 2006; Liu, 2006; Scarft, 2011). As aforementioned by Gibson (2006), 

the target had shifted from high end to the middle class and middle aged group, and 

the lower average incomes of the passengers are a main indicator of this particular 

trend. In addition, the lower average incomes will inevitably affect the cruise 

itineraries and package rates (Busby & O’Neill, 2013).  

(10)  Ports in Phuket 

There are three main ports used for cruise tourism in Phuket 

as claimed by SEA Tours (2014), ranking from Patong jetty, port of Phuket, and 

Kalim jetty respectively. Mega and large cruise ships anchor off at Patong and Kalim 

jetties during high season, from November to April, as the weather and sea conditions 

around Patong beach area permits cruise ships to anchor off. From semi-structured 

interviews, it was found that the port of Phuket is not big enough for large cruise ships 

and the draft is not deep enough. In addition, the wind from northeast monsoons 
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during November to April is strong. Small cruise ships mainly used port of Phuket as 

the port conditions can only accommodate small ships.  

(11)  Cruising Time 

Most passengers in Phuket were first time cruisers (44.7%) 

but those who use small ships (e.g., Americans, Australians and Europeans) were 

experienced, cruising an average of 11-20. The cruise passengers from America had 

experienced a cruise five times, on average, as North American is the global cruise 

target group and they have known cruise tourism for a long time. The experienced 

cruisers or repeat passengers expect an exotic port of call with diverse activities and 

attractions, in accordance with several studies (Ontario Ministry of Tourism 2006; 

European Commission, 2009; Busby & O’Neill, 2013).  

(12)  Travel Companion  

The majority of cruise passengers cruise with companions 

(97.9%). Most of them cruise with a spouse/lover (42.9%) or family (38.3%). A 

common group size is two people (50.2%). The majority of passengers from mega, 

midsize, and small ships cruise with a spouse/lover, agreeing with the report from 

UNWTO (2010), while those on large ships cruise with family. Undoubtedly, the 

large cruise ships mainly target families (Port-Net, 2007). 

(13)  Purpose of Cruising 

Most of the cruise passengers cruise for leisure (71%). 

However, passengers on small cruise ship mainly cruise for leisure & education. 

These results match those of Gibson (2006). 

(14)  Reason of Cruising 

Most passengers, especially first timers, purchased the 

cruise package for a new experience, convenience, and value for money respectively 

(WTO, 2010).  

(15)  Preferred Activities of Cruise Passenger 

The most preferred activity for cruise passengers in Phuket 

is food and drink while city touring and sightseeing rank number two and three, 

respectively. In addition, spa & massage, shopping, and entertainment are also 

preferred activities when visiting Phuket port. Phuket demonstrates itself as a relaxing 

port of call with various recreational activities and entertainment offered. This is 
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consistent with the interviews finding that food, massage, and shopping are top ranked 

activities. 

(16)  Preferred Attractions of Cruise Passenger 

From quantitative data collection, it was found that most 

cruise passengers prefer iconic tourist attractions. This is proved from the two most 

preferred attractions. Phi Phi Island & Maya Bay and Phang Nga Bay (James Bond 

Island) are the most preferred attractions at Phuket port. The results are consistent 

with the qualitative data collected from interviews that islands and beaches, especially 

Phi Phi Island and Phang Nga Bay, are strengths of Phuket that the cruise passengers 

always want to experience. Moreover, recreational attractions are also preferred by 

cruise passengers (e.g., spa & massage parlors, shopping, temples, and entertainment).  

(17)  Channel of Tour Purchase 

Most respondents purchased a tour from the ship (67.97%) 

which is slightly different from the study of G.P. Wild & BREA (2009) which stated 

that 80% of passengers purchase tours from the cruise ship. Cruise passengers from 

Europe purchased the tour from the ship at the highest percentage while those from 

Australia rank second and those from Asia ranked third. Considering tour purchase 

based on ship size, it was found that those who cruise with mega cruise ships 

purchased a tour from the ship at the highest percentage, followed by those on small 

ships. However, most passengers purchased a tour from the ship. This runs counter to 

the qualitative data described below.  

(18)  Total Spending at Port 

Most passengers spent approximately THB 2,001-3,000 per 

person. Those on the small ships spent higher, at approximately THB 3,001-4,000 per 

person. Both the qualitative and quantitative results cohere with the studies of Wood 

(2002) and G.P. Wild & BREA (2009). The proportions of expenses are mainly for 

tours ashore, followed by visit & entertainment, shopping, food, and transportation. 

3) Cruise Ship Profiles 

In this study, cruise ships are identified by using four size 

categories, according to Gibson (2006). As the size of cruise ships highly affects 

Phuket’s port of call, further focus on the characteristics of each size is warranted. 
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The above Table 4.37 summarizes the details of ship name and size of the cruise ships 

call during November to December 2013.  

(1) Mega cruise ship 

From interviews, it was confirmed that mega cruise ships 

will call at Phuket port in higher numbers in 2015-2016. During cruise season of year 

2012, the mega cruise ships that called at Phuket throughout the year were small in 

number at around 8% compare to total cruise passengers in Phuket. One year later, it 

increased rapidly in number in year 2013 up to approximately 38% of total cruise 

passengers (using the statistic of November and December, 2013 as a 2-month base). 

This is consistent with the trend of the cruise tourism from various studies (ASEAN, 

2002; Wood, 2002; Wu, 2005; ECLAC, 2005; TEC inc, 2007; Port-Net, 2007; 

European Commission, 2009; UNWTO, 2011; Hull & Losekoot, 2012; CLIA, 2013) 

that the size of cruise ships is getting bigger in scale and targeting younger cruisers. 

The major cruise lines that deploy these particular ships to Phuket port are RCCL, 

Princess, and Costa. To accommodate this ship category effectively, there are critical 

issues (e.g., port infrastructure, port facility, and suppliers) for Phuket to consider.  It 

is important, because this type of cruise ship contributes the highest benefit to the 

locals due to the high number of cruise passenger per call 
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Table 4.36  Cruise Passenger’s Profiles at Phuket’s Port of Call 

 

Variables /Ship Size Mega Large Midsize Small Overall 

Gender Male Male Male Male Male 57.5% & Female 42.5% 

 America Male (68.8% Male (66.7% Male (57.5% Female (67.9%)  

 Asia Male (60.7%) Male (57.2%) Male (62.2%) Male (75%)  

 Australia  Female (58.8%) Male (56.3%) Male (57.1%) Female (50%)  

 Europe Female (54.5%) Male (60%) Male (66.7%) Male (59.3%)  

Age 41-50 years (22%) 31-40 years (28.5%) 51-60 years (23.2%) 61-70 years (34%) Age ranges from 31-70 years old 

 America 

 

61-70 years (43.8%) 

 

31-40 years (33.3%) & 61-

70 years (33.3%) 

61-70 years (30%) 

 

61-70 years (39.3%) 31-40 years (19.8%) 

 

 Asia 41-50 years (33.9%) 31-40 years (30%) 31-40 years (27%) 61-70 years (37.5%) 51-60 years (19.8%) 

 Australia 61-70 years (29.4%) 

 

51-60 years (50%) 

 

51-60 years (28.6%) & above 70 

years (28.6%) 

61-70 years (60%) 

 

41-50 years (19.6%) 

 

 Europe 31-40 years (36.4%) 31-40 & 61-70 years (40%) 41-50 & 61-70 & above 70 years 

(25.9%) 

51-60 years (27.8%) 61-70 years (18%) 

Marital status Married Married Married Married  Married (76.5%) 

Education Bachelor degree Bachelor degree Bachelor degree Bachelor degree Bachelor degree (49.1%) 

Region of residence 

 America 

 Asia 

 Australia  

 Europe 

Asian 

16% 

56% 

17% 

11% 

Asian 

2.9% 

87% 

7.7% 

2.4% 

Asian 

25.8% 

47.7% 

9% 

17.4% 

European 

28% 

8% 

10% 

54% 

Asia (56.6%) 

Europe (17.3%) 

America (16%) 

Australia (10.1%) 

      

      

 
2
5
3
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Table 4.36  (Continued) 

 

Variables /Ship Size Mega Large Midsize Small Overall 

Country Singapore (37%) 

Australia (16%) 

USA (14%) 

UK (9%) 

Malaysia (4%) 

India (4%) 

Japan (3%) 

Indonesia (2%) 

Hong Kong (2%) 

Canada (2%) 

China (1%) 

New Zealand (1%) 

Vietnam (1%) 

Philippines (1%)  

Thailand (1%) 

Belgium (1%) 

Scotland (1%) 

 

 

Singapore (23.7%) 

China (12.1%) 

Malaysia (11.1%) 

India (8.7%) 

Indonesia (8.2%) 

Australia (7.7%) 

Philippines (7.7%) 

Thailand (3.9%) 

Japanese (3.9%) 

USA (2.4%) 

Korea (2.4%) 

Hong Kong (1.9%) 

Vietnam (1%) 

Austria (1%) 

UK (1%) 

Maldives (.5%) 

Taiwan (.5%) 

Cambodia (.5%) 

Canada (.5%) 

Scotland (.5%) 

Nepal (.5%) 

Brunei (.5%) 

Malaysia (24.5%) 

USA (20%) 

UK (9%) 

Australia (9%) 

China (4.5%) 

Canada (4.5%)  

Philippines (4.5%)  

Indonesia (3.9%) 

Singapore (3.9%)  

Thailand (3.2%) 

France (2.6%) 

Germany (1.9%) 

Switzerland (1.9%) 

India (1.3%) 

Belgium (1.3%)  

Japan (1.3%) 

Netherland (1.3%) 

(Maldives (.6%) 

Scotland (.6%)  

 

 

USA (25%) 

Germany (19%) 

UK (15%) 

France (12%) 

Australia (10%) 

Philippines (4%) 

Switzerland (4%) 

Canada (3%) 

Belgium (3%)  

Japan (2%) 

Scotland (1%)  

Singapore (1%) 

India (1%)  

 

Singapore (16.5%) 

USA (13.3%) 

Malaysia (11.6%) 

Australia (10%) 

UK (7.1%) 

China (5.9%) 

Philippines (5%) 

India (4.4%) 

Indonesia (4.4%) 

Germany (3.9%) 

Japan (2.7%) 

Thailand (2.5%) 

Vietnam (.5%) 

Maldives (.4%) 

Cambodia (.2%) 

      

 
2
5
4
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Table 4.36  (Continued) 

 

Variables /Ship Size Mega Large Midsize Small Overall 

Religion     Christianity (51.1%) 

Buddhism (27.4%)  Brahmanism/Hinduism 3.0% 9.2% 6.5% 2% 

 Buddhism  31% 39.6% 23.9% 4% 

 Christianity 48% 35.7% 50.3% 87% 

 Islam  3% 6.3% 10.3% - 

 Taoism  - 4.3% 0.6% - 

 Irreligion 2% 1.9% 3.2% 1% 

 Others 13% 2.9% 5.2% 6% 

Occupation Retired (30%) 

 

Private business employee 

(45.9%) 

 

Retired (27.7%) 

 

Retired (47%) 

 

Private business employee 

(33.6%) 

Retired (23.8%) 

Business owner (16.4%) 

 America Retired (75%) Private business employee 

(50%)   

Retired (50%) 

Retired (45%) Retired (50%)  

 Asia Private business 

employee (28.6%) 

Private business employee 

(45.6%) 

Private business employee 

(41.9%) 

Retired (50%) 

 

 

 Australia  Retired (52.9%) 

 

Private business employee 

(50%) 

Retired (50%) 

 

Retired (90%) 

 

 

 Europe Private business 

employee (36.4%) 

Private business employee 

(40%) 

Retired (40.7%) Retired (37%)  

      

 

 
2
5
5
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Table 4.36  (Continued) 

 

Variables /Ship Size Mega Large Midsize Small Overall 

Income (THB) Below 100,000  Below 100,000 

 

Below 100,000  

 

100,001-200,000  

 

Below 100,000 (35.4%) 

100001-200,000 (26.7%) 

 America 200,001-300,000  100,001-200,000  100,001-200,000 100,001-200,000   

 Asia Below 100,000  Below 100,000  Below 100,000  100,001-200,000   

 Australia  100,001-200,000  100,001-200,000 100,001-200,000 100,001-200,000   

 Europe 100,001-200,000  100,001-200,000 100,001-200,000 100,001-200,000   

Ports for cruise tourism  Kalim jetty (52%) 

Patong jetty (48%) 

Patong jetty (61.8%) 

Kalim beach (25.1%) 

Port of Phuket (13%) 

Patong jetty (44.5%) 

Port of Phuket (31%) 

Kalim jetty (24.5%) 

Port of Phuket 

(100%) 

Patong jetty (43.6%) 

Port of Phuket (31.1%) 

Kalim jetty (25.3%) 

Cruising time 1 time (48%) 1 time (63.3%) 1 time (43.2%) 11-20 times (16%) Overall: 1 time (44.7%) 

 America 11-20 times (37.5%) 1 time (33.3%) 5 times (20%) 5 times (21.4%) America: 5 times (17.8%) 

 Asia 1 time (66.1%) 1 time (66.1%) 1 time (81.1%) 2 times (37.5) Asia: 1 time (67.9%) 

 Australia  1 time (41.2%) 

 

1 time (50%) 

 

2 times (21.4%)  

5 times (21.4%) 

11-20 times (40%) 

 

Australia: 1 time (28.1%) 

 Europe 10 times (27.3%) 1 time (40%) 

2 times (40%) 

11-20 times (22.2%) 9 times (18.5%) 

 

Europe: 2 times (18.6%) 

Travel with Companion (100%) Companion (99.5%) Companion (95.5%) Companion (96%) Travel with companion (97.9%) 

Passenger’s companion Spouse/lover (54%) Family (57.3%) Spouse/lover (43.9%) Spouse/lover 

(86.5%) 

Spouse/lover (42.9%) 

Family (38.3%) 

Number of companion - - - - Two persons (50.2%) 

Purpose of cruising Leisure Leisure Leisure Leisure & education Leisure (71%) 

Leisure & education (20.6%)  America Leisure Leisure Leisure Leisure 
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Table 4.36  (Continued) 

 

Variables /Ship Size Mega Large Midsize Small Overall 

 Asia Leisure Leisure Leisure Leisure / Leisure & 

education 

 

 Australia  Leisure Leisure Leisure Leisure & education 

 Europe Leisure Leisure Leisure Leisure & education 

Reason of cruising 

 

- - - - New experience 

Convenience 

Value for money 

Preferred activities - - - - Food & drink (74%) 

City tour (60.7%) 

Sightseeing (57.8%) 

Spa & massage (54.4%) 

Shopping (52.3%) 

Entertainment & show (51.4%) 

Canoeing & kayaking (36.7%) 

Preferred attractions - - - - Phi Phi Island & Maya Bay 

(58%) 

Phang Ngay Bay (James Bond) 

(56.8%) 

Spa & massage parlors (54.8%) 

Patong beach (53.9%) 

Cashew nut factory (51.1%) 

Big Buddha temple (46.1%) 

Elephant camp (45.6%) 

 
2
5
7

 



258 

Table 4.36  (Continued) 

 

Variables /Ship Size Mega Large Midsize Small Overall 

     Chalong temple (42.2%) 

Souvenir shops (35.2%) 

Simon cabaret (30.1%) 

Tour purchase from ship 77% 61.35% 68.39% 72% Total (67.97%) 

 America 81.3% 100% 70% 57.1% America (56.7%) 

 Asia 71.4% 58.9% 59.5% 100% Asia (62.26%) 

 Australia  82.4% 68.8% 64.3% 80% Australia (73.7%) 

 Europe 90.9% 80% 92.6% 74.1% Europe (81.4%) 

Spending at port 

 

2,001-3,000 THB 

(40%) 

2,001-3,000 THB (36.7%) 2,001-3,000 THB (33.5%) 3,001-4,000 THB 

(31%) 

2,001-3,000 THB (34.3%) 

3,001-4,000 THB (19%) 

4,001-5,000 THB (16.7%) 

Expenses on activity      Visit & entertainment (10-20%) 

Tour ashore (41-50%) 

Shopping (11-20%) 

Food (11-20%) 

Transportation (11-20%) 
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Table 4.37  Details of Cruise Ships Calling at Phuket Port during November and December, 2013 

  

Date of Call Ship Name Ship Size Calling Time Port Name Ship 

Capacity 

Passengers 

Onboard 

Passengers on 

Tour 

November  04, 2013 SuperStar Virgo  75,338 GRT (Large) 1800-0200 hrs.  Patong jetty  1,870 pax 1,750 pax 220 pax 

November 05, 2013 SuperStar Libra  42,285 GRT (Midsize) 1100-2359 hrs. Patong jetty 1,418 pax 1,350 pax 350 pax 

November 11, 2013 SuperStar Libra  42,285 GRT (Midsize) 1100-2359 hrs. Patong jetty 1,418 pax 1,400 pax 650 pax 

November 12, 2013 SuperStar Virgo  75,338 GRT (Large) 0730-1600 hrs. Patong jetty 1,870 pax 1,700 pax 750 pax 

November 12, 2013 Diamond Princess 115,85 GRT (Mega) 0900-1800 hrs. Kalim jetty 2,700 pax 2,600 pax 1,300 pax 

November 13, 2013 Seabourn Odyssey 32,000 GRT (Midsize) 0700-1500 hrs. Port of Phuket 450 pax 450 pax 206 pax 

November 13, 2013 Mariner of the Seas 138,279 GRT (Mega) 0700-2000 hrs. Patong  jetty 3,114 pax 3,040 pax 990 pax 

November 16, 2013 Costa Victoria 76,000 GRT (Large) 0900-1900 hrs. Kalim jetty 2,000 pax 1,580 pax 433 pax 

November 17, 2013 Costa Victoria 76,000 GRT (Large) 0900-1900 hrs. Kalim jetty 2,000 pax 2,200 pax 514 pax 

November 18, 2013 Seabourn Odyssey 32,000 GRT (Midsize) 0800-0000 hrs. Port of Phuket 450pax 450 pax 172 pax 

November 18, 2013 SuperStar Virgo  75,338 GRT (Large) 1800-0200 hrs. Patong jetty 1,870 pax 1,597 pax 668 pax 

November 19, 2013 SuperStar Libra  42,285 GRT (Midsize) 1100-2359 hrs. Patong jetty 1,418 pax 1,336 pax 468 pax 

November 19, 2013 Seabourn Odyssey 32,000 GRT (Midsize) 0000-1800 hrs. Port of Phuket 450 pax 450 pax 152 pax 

November 20, 2013 Seabourn Legend 10,000 GRT (Small) 0800-1800 hrs. Port of Phuket 208pax 190 pax 80 pax 

November 20, 2013 Mariner of the Seas 138,279 GRT (Mega) 1100-2000 hrs. Patong jetty 3,114 pax 3,829 pax 1,500 pax 

November 25, 2013 SuperStar Libra  42,285 GRT (Midsize) 1100-2359 hrs. Patong jetty 1,418 pax 1,438 pax 550 pax 

November 26, 2013 SuperStar Virgo 75,338 GRT (Large) 0730-1600 hrs. Patong jetty 1,870 pax 1,890 pax 500 pax 

November 27, 2013 Mariner of the Seas 138,279 GRT (Mega) 1100-2000 hrs. Patong jetty 3,114pax 3,500 pax 1,700 pax 

December 01,2013 Astor Charter  0800-1800 hrs. Port of Phuket 700pax 250 pax 120 pax 

December 02, 2013 SuperStar Virgo 75,338 GRT (Large) 1800-0200 hrs. Patong jetty 1,870 pax 1,696 pax 380 pax 

December 02, 2013 Costa Victoria 76,000 GRT (Large) 1300-1900 hrs. Kalim jetty 2,000 pax 1,500 pax 321 pax 
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Table 4.37  (Continued) 

 

Date of Call Ship Name Ship Size Calling Time Port Name Ship 

Capacity 

Passengers 

Onboard 

Passengers on 

Tour 

December 03, 2013 SuperStar Libra 42,285 GRT (Midsize) 1100-2359 hrs. Patong jetty 1,418 pax 1,330 pax 550 pax 

December 04, 2013 Mariner of the Seas 138,279 GRT (Mega) 0900-2200 hrs. Patong jetty 3,114 pax 3,450 pax 1,050 pax 

December 06, 2013 Soleal 10,944 GRT (Small) 0800-1800 hrs. Port of Phuket 264 pax 150 pax 112 pax 

December 09, 2013 SuperStar Libra 42,285 GRT (Midsize) 1100-2359 hrs. Patong jetty 1,418 pax 1,450 pax 590 pax 

December 10, 2013 SuperStar Virgo 75,338 GRT (Large) 0730-1600 hrs. Patong jetty 1,870 pax 1,750 pax 770 pax 

December 11, 2013 Aegean Odyssey 11,563 GRT (Small) 0900-2000 hrs. Port of Phuket 380 pax 240 pax 130 pax 

December 11, 2013 Mariner of the Seas 138,279 GRT (Mega) 1100-2000 hrs. Patong jetty 3,114 pax 3,480 pax 1,780 pax 

December 16, 2013 SuperStar Virgo 75,338 GRT (Large) 1800-0200 hrs. Patong jetty 1,870 pax 2,158 pax 248 pax 

December 16, 2013 Costa Victoria 76,000 GRT (Large) 1300-1900 hrs. Kalim jetty 2,000pax 1,900 pax 650 pax 

December 17, 2013 SuperStar Libra  42,285 GRT (Midsize) 1100-2359 hrs. Patong jetty 1,418 pax 1,440 pax 555 pax 

December 19, 2013 Seven Seas Voyager 42,363 GRT (Midsize) 0900-1800 hrs. Port of Phuket 700pax 590 pax 395 pax 

December 23, 2013 SuperStar Libra 42,285 GRT (Midsize) 1100-2359 hrs. Patong jetty 1,418 pax 1,490 pax 383 pax 

December 24, 2013 SuperStar Virgo 75,338 GRT (Large) 0730-1600 hrs. Patong jetty 1,870 pax 1,724 pax 412 pax 

December 26, 2013 Mariner of the Seas 138,279 GRT (Mega) 0700-2000 hrs. Patong jetty 3,114 pax 3,605 pax 1,350 pax 

December 27, 2013 Seabourn Legend 10,000 GRT (Small) 0800-1800 hrs. Port of Phuket 208 pax 190 pax 115 pax 

December 30, 2013 Mariner of the Seas 138,279 GRT (Mega) 0700-Overnight Patong jetty 3,114 pax 3,450 pax 1,250 pax 

December 30, 2013 Deutschland 22,400 GRT (Small) 0700-Overnight Port of Phuket 513 pax 310 pax 170 pax 

December 30, 2013 SuperStar Virgo 75,338 GRT (Large) 1800-0200 hrs. Patong jetty 1,870 pax 2,040 pax 424 pax 

December 31, 2013 Mariner of the Seas 138,279 GRT (Mega) 0000-1300 hrs. Patong jetty 3,114 pax 3,572 pax 1,704 pax 

December 31, 2013 Deutschland 22,400 GRT (Small) 0000-2200 hrs. Port of Phuket 513 pax 310 pax 175 pax 

December 31, 2013 Voyager of Discovery 20,186 GRT (Small) 0900-1700 hrs. Port of Phuket 698pax 559 pax 210 pax 
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Table 4.37  (Continued) 

 

Date of Call Ship Name Ship Size Calling Time Port Name Ship 

Capacity 

Passengers 

Onboard 

Passengers on 

Tour 

December 31, 2013 SuperStar Libra  42,285 GRT (Midsize) 1100-2359 hrs. Patong jetty 1,418 pax 1,436 pax 69 pax 

December 31, 2013 Azamara Journey 30,277 GRT (Midsize) 1400-0000 hrs. Port of Phuket 694pax 670 pax 497 pax 

 

Table 4.38  Conclusion of Cruise Passengers Onboard and on Tour at Phuket Port during November-December, 2013 

 

Total passenger on tour Overall Mega  Large  Midsize  Small 

Total capacity  71,432 pax (100%) 27,612 pax (38.65%) 27,944 pax (39.119%) 16,206 pax (22.687%) 2,784 pax (3.897%) 

Total passenger onboard 71,490 pax (100%) 30,526 pax (110.5%) 27,057 pax (96.83%) 15,530 pax (95.83%) 1,949 pax (70%) 

Total passenger on tour 25,613 pax (35.8%) 12,624 pax(41.35%) 7,994 pax (29.55%) 5,707 pax (36.74%) 992 pax (50.90%) 
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(2) Large cruise ship 

The main ship size calling Phuket for several years has been 

large cruise ships. Asians are the main target of several cruise lines (e.g., Star Cruises, 

RCCL, and Costa) who cruises in the ASEAN region throughout the summer season. 

Certain cruise lines (e.g., Cunard, P&O, Princess, and HAL) deploy this ship size 

carrying Europeans and Americans to visit Phuket, as a world cruise or an occasional 

call during the summer season. This ship size is decreasingly visiting Phuket, as the 

market is shared with the mega cruise ship. Noticeably, the percentage of cruise 

passengers on this ship type has dropped from 52% in year 2012 to 39% in year 2013 

(using the statistics of November and December, 2013 as a 2-month base). However, 

port requirement do not differ much between mega and large cruise ships. As revealed 

in interviews, port infrastructure and facilities are limited in accommodating this 

cruise ship size.  

(3) Midsize cruise ship 

The midsize cruise ship is the second rank of the ship size 

visiting Phuket port after large ships. This type of ship visiting Phuket can be 

categorized into two groups which are 1) regular cruise ships that call on Phuket 

weekly and 2) irregular cruise ships that visit Phuket occasionally. Star Cruises has 

deployed SuperStar Libra to cruise in Andaman Region, visiting several ports 

including Phuket and Krabi weekly. The main target market of this cruise ship is 

Malaysians. Other midsize cruise ships (e.g., Crystal Cruises, Prestige Cruise, 

Oceania, Azamara, and Seabourn) mainly target Europeans and Americans, for longer 

durations, visiting various ports including Phuket. The port in Phuket can 

accommodate this size throughout the year. On the other hand, passengers are seeking 

an exotic port, unique tourism products, and sophisticated service that ports have to 

offer.  

(4) Small cruise ship 

The small cruise ships were the first cruise ship type to visit 

Phuket port. There are several small cruise ships that call on Phuket yearly (e.g., 

Seabourn, Silver Sea, and Deutschland). Considering the total percentage of yearly 

cruise passengers, this ship size has the lowest percentage; however, it has increased 

by a very small amount. In addition, a call from this type of cruise ship enhances the 
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image of a port as a premium destination. From interviews, it was illustrated that 

Phuket is an exotic port where tourism activities are very unique and valued. In 

addition, cruise passengers were impressed by the hospitality of the people in Phuket. 

Since the port conditions for a small ship is adequate, the cruise passengers and small 

cruise lines are mainly concerned with tourism products and service.  

4) Ports for Cruise Tourism at Phuket port 

Many studies (Lekakou et al., 2009; PATA, 2011; Cruise 

Gateway North Sea, 2012) affirm that ports are an essential element for port 

management, as ports attract cruise lines to include them into a cruise itinerary. Due 

to the growth of cruise tourism in the ASEAN region, Phuket has become popular 

port of call. There has been a higher number of cruise ships visiting Phuket’s port of 

call. Therefore, three ports serve cruise tourism in Phuket; 

(1) Port of Phuket 

According to the semi-structured interviews, it was found 

that port of Phuket has been primarily built for cargo but has served cruise tourism for 

more than two decades. When cruise tourism was first introduce to Phuket, there were 

only smaller cruise ships calling at Phuket. Later, when the phenomenon of cruise 

tourism changed, the major cruise lines built cruise ships on a bigger scale and 

launched a higher number of ships to Asia and Phuket. Meanwhile, the port of Phuket 

has confronted some difficulties due to its restrictions, as the content from semi-

structured interviews show below. 

 

“Port infrastructure and facility are really poor.”(LB2) 

“Weather and seasonality (head wind & tail wind) obstructs the ship to call Phuket in certain time of 

the year.”(LB1) 

“Port is not effective. It can’t accommodate the big ship effectively.”(LB8) 

“The channel is not deep as the port was originally built for cargo. The space is limited and unable to 

accommodate the bigger cruise ship. The channel is 268 meters long and 9.5 meters deep. Some ships 

need 11 meters depth. This is why the mega cruise ships are unable to come along side at Phuket 

port”(LB21) 

“…No terminal is available…”(LB6) 

“The port of Phuket can’t accommodate the large cruise ship year round.” (CS10) 

“Port of Phuket is not very nice compare to one at Leam Chabang or port in other countries.” (CS11) 

“…Port is not convenient…” (CP1) 

“…I think the port is small for big ship...(CP7)  



264 

Most of the cruise ships that call at port of Phuket during 

the summer season are small and midsize ships, and during the rainy season large 

cruise ships come to call. From quantitative data collected during the two months of 

November to December, 2013, 31.1% of the cruise ships calling at Phuket used the 

port. Even though it is the major port of the province, it only ranked second, in terms 

of usage by cruise ships. Considering each type of cruise ship, it was found that 100% 

of small ships, 31% of midsize ships and 13% of large ships called at port of Phuket 

during these two months while no mega ships called at the port of Phuket.  

It can be concluded that the port of Phuket has limited 

conditions to serve the large and mega cruise ships, particularly due to weather, 

seasonality, port size, and limited port infrastructure and facilities.  

(2) Patong jetty 

Due to port of Phuket inability to accommodate large and 

mega cruise ships, as well as the growing number of calls to Phuket, Patong jetty was 

temporarily built to accommodate the large and mega cruise ships that usually call at 

Phuket during the summer (November – April). The jetty is a floating pontoon. 

Therefore, the cruise ships have to anchor off at Patong bay and tender boats transfer 

the cruise passengers to Patong beach. From semi-structured interviews, several 

obstacles of Patong jetty were identified; however, the good point of using Patong 

jetty is the easy access to Patong beach center, where many activities are available for 

cruise passengers.  

From quantitative data collection, it is found that 43.6% of 

all cruise ships called at Patong jetty during the two months of November – 

December, 2013. It is the busiest port in Phuket, even though it is a temporary jetty. 

Focusing on the sizes of the cruise ships that call at Patong jetty, it was found that 

61% of the large ships, 52% of the mega cruise ships, and 44.5% of the midsize ships 

called at Patong jetty during November – December, 2013. Noticeably, no small 

cruise ships called at Patong jetty.  

The disembarkation process when the ship is anchored off 

at Patong beach is to bring cruise passengers by a small tender boat to Patong beach. 

Cruise passengers who purchase the tour from the ship are led to the assembly area on 

the beach before walking approximately 400 meters to the vehicle parking lot. As the 
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beach area has limited space for tour assembly, especially when the tide is high, the 

tendering operations are extremely difficult to handle. The semi-structured interviews 

reveal attributes of Patong jetty: 

 

“Tendering operation is difficult for big cruise ship.”(LB1) 

“There is no assembly space for tour assembly at Patong beach.” (CS2).” 

“Even Patong jetty is offered for larger cruise ships which is really convenient to access the city center 

but the operation is poor as there is no assembly space for tour assembly and long walking 

distance.”(CS2) 

“Temporary pontoon in Patong doesn’t reach standard”(CS3) 

“The beach used for the tour dispatch is really small and no facilities at port are available.” (CS7) 

“Port facility is too poor. There is no terminal for waiting during the tour dispatch.” (CP2) 

“Pontoon in Patong is really charming. It is something that hardly found elsewhere.(LB21) 

“Phuket should improve the pontoon to make it more safely.”(CS8) 

“Port is not convenient. The walking distance from beach to the bus parking is really far especially for 

elderly passenger.”(CP1) 

 

To sum up, Patong jetty has become the post popular port at 

Phuket for cruise tourism, especially for the mega and large cruise ships that call 

during the summer season. As it is located right on Patong beach, easy access to the 

beach is the strongest reason for using it. However, its weaknesses are the lack of 

infrastructure, facilities, or amenities. 

(3) Kalim Jetty 

The characteristics and limitations of Kalim jetty is similar 

to Patong jetty. The main difference is the location. Due to the overcapacity at Patong 

jetty, a temporary jetty was built as a third port for cruise ships. From the quantitative 

data, 25.3% of the total cruise ships called at Kalim jetty and most of them are mega 

cruise ships (53%), large ships (25.1%), and midsize ships (24.5%). Below are some 

examples of the data about Patong jetty from semi-structured interviews. 

 

“Shopping stall along Patong is fun experience for tourists. 

When you go to Patong, everything can find there. It is just 10 minutes drive from here. It is really 

convenien”(LB7) 

“….we need to have more floating pontoon during this season. It must offer highest level of 

safety.”(CS9) 

“Port is a bit poor especially when there are a big number of passengers.”(CP5) 
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“The tendering operation for big cruise ships is really a hard time for us.” (CS9) 

“Tendering operation is too long that wastes my time.” (CP1) 

 

Due to a busy traffic of cruise ships in Phuket, this jetty was 

built and served many mega and large cruise ships. The characteristics are almost the 

same as Patong jetty. Thus, the limitations of this jetty are almost the same as Patong 

jetty.  

5) Tourism Products for Cruise Tourism  

(1) Tourism Attraction 

Tourist attractions represent an important factor that brings 

cruise ships to visit Phuket port. Natural tourist attractions are the main products. 

Iconic natural tourism attractions are extremely popular, not only with regular tourists 

but cruise passengers as well. Phi Phi Island and Phang Nga Bay are tourism 

attractions that entice most cruise passengers when they are visiting Phuket port. The 

data from semi structured interviews support that these two attractions deliver 

satisfaction to cruise passengers. Apart from these two water-related tourism 

attractions, city tours, sightseeing tours, and massage parlor are the preferred tourist 

attractions at Phuket. Noticeably, iconic tourist attractions appeal to Asian cruise 

passengers, in accordance with the report of ASEAN (2002). These findings comply 

with the studies of ASEAN (2002); TEC inc (2007); Lekakou et al. (2009); Cam 

(2011); Cruise Gateway North Sea (2012) that tourist attractions are a vital element 

that fulfill the needs of cruise passengers which is consistent with the findings from 

interviews as shown below.  

 

“Tourism attraction is another push factor for cruise passengers to come to Phuket.” (CS13) 

“Variety of tourist attraction and shopping facility are the great points of Phuket.” (LB9) 

“Tourism attraction is the selling point of Phuket. People comes to Phuket to enjoy beach, nature such 

as Phang Nga Bay, Phi Phi Island, Elephant camp and sightseeing.” (LB13) 

“Natural tourism attraction is the magnet. There are various islands and beaches in Phuket.” (CS3) 

 

(2) Tourism Activity  

Tourist activities embody one of the most important 

elements in tourism business including cruise tourism. When cruise ships call at 

Phuket port of call, several activities are offered. The activities in Phuket vary 
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according to the needs and preferences of the cruise passengers. The results of the 

study show that the most preferred activity is cuisine which is consistent with the 

interviews showing that food, massage, shopping, and entertainment are really 

pleasing for the cruise passengers. It is noteworthy that all preferred activities are 

recreation and leisure. This is in accordance with the main purpose of cruising, as 

complied with Gibson (2006) and WTO (2010), which states that the main motivation 

for cruising is relaxation. Refer to Cassidy’s (2005) study of motivation theory, which 

reveals that behaviors are needs and motivation, found in the basic physiological and 

socio-psychological needs and wants of all humans. The cruise passengers, therefore, 

show different needs when travelling, according to their basic psychology. The 

activities at ports provide strong motivation for cruise passengers. The results, 

therefore, present that Asian cruise passengers enjoy food, massage, shopping and 

entertainment while the American and European cruise passengers are concerned with 

experiencing activities at the destination. Due to diverse choices found in Phuket, 

tourist activities are strengths of being a port of call, which is also found from 

interviews. 

 

“I feel fulfilled to join the various activities at Phuket port. It is worth for the money I spent.” (CP3) 

“I love food here in Phuket. Massage is good activity to enjoy. It is unique for Thailand.” (CP4) 

“Various activities can fulfill the wide range of tourists from young to old, from poor to rich.” (LB4) 

“Value for money is the reason why Phuket is so popular. Activity they join is worth for money. 

Massage, food, water sport, shopping, swimming, snorkeling and show are the major activity for 

tourist.” (LB17) 

“I think the activities are diverse. People can ride the elephant, dive, swim, or even the massage. Food 

in Phuket is the best ever.” (CS5) 

 

The results display the importance of tourist activities at 

port. Many studies (Tourism Queensland, 2006; TEC inc, 2007; Tan, 2009; WTO, 

2010; Lekakou et al., 2009; Cam, 2011; Busby & O’Neill 2013) show that tourist 

activities at port are vital elements to draw cruise passengers. Therefore, tourist 

activities should be unique, diverse, differentiated, and provide value for money, in 

accordance to Vengesayi (2003); Ontario Ministry of Tourism (2006); Iraqi (2006); 

Lekakou et al. (2009). 
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(3) Tour Purchase from the Ship 

The data collected from semi-structured interviews, and 

displayed on Table 4.38 above, show that 35.80% of overall cruise passengers 

purchase a tour from the ship. Considering each cruise ship size, it is found that those 

cruise passengers on small cruise ships purchase the tour from the ship in the highest 

percentage, followed by those on a mega cruise ship, up to 41.35% of the total cruise 

passengers onboard. Meanwhile, those who are on a midsize cruise ship purchase the 

tour from the ship at 29.55%, which is the lowest percentage. According to the above 

data, it can be concluded that cruise passengers purchase a tour less often at Phuket 

than other ports in popular regions like the Caribbean. Referring to these studies 

(ASEAN, 2002; Gibson, 2006; Lekakou et al., 2009; PATA, 2011; CLIA, 2012; 

Baker, 2013), it is affirmed that the Caribbean is the most popular cruise destination 

where cruise passengers can explore a vast variety of tourism products and most of 

the cruise ships in the Caribbean are mega cruise ships.   

4.3.1.2 Research Question 2: What is the SWOT Analysis of Phuket’s 

Port of Call? 

In order to study the situation of cruise tourism at Phuket’s port of call 

and examine its efficiency, SWOT analysis is a leading tool to determine advantages 

and limiting factors of certain phenomena (Sabbaghi & Vaidyanathan, 2004). It will 

also help plan future development (Kessler, 2013) for Phuket port in order to position 

it as a leading port of call in Asia. Therefore, SWOT analysis is elaborated from the 

primary data extracted from semi-structured interviews. The semi-structured 

interviews of this study were collected from three population groups relevant to 

Phuket’s port of call management, which are cruise passengers, cruise staff, and land 

based stakeholders. The data from various perspectives show full dimensions of 

supply and demand side as summed up in the following discussion (Table 4.39).  

1) Strengths  

It is worth mentioning that Phuket is the most visited port of 

call in Thailand and there are more ships calling at Phuket port, according to the 

number of cruise passengers and cruise ships which continues to increase 

significantly. Because of diverse and repuTable tourism products, Phuket has become 

a main port of call in the ASEAN region. The results reveal diverse tourist products as 
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strengths of Phuket, fulfilling the different needs of diverse cruise passengers, in 

accordance to the study of Apinya Titanont and Naphawan Jane Chantraoan (2004). 

In addition, when analyzing its privileged connectivity, emphasis is placed on the fact 

that Phuket is located strategically between major ports of call in ASEAN (e.g., ports 

in Malaysia, Myanmar, India, and Singapore which is a major homeport in the area).  

Additionally the port is close to main attractions. Meanwhile, Phuket is an 

international tourist destination with high value for money attracting cruises lines to 

visit. These are the main reasons that cruise lines have added Phuket to cruise 

itineraries and made Phuket a major port of call within ASEAN.    

An exceptional advantage is the efficiency of immigration 

formalities and safety. Immigration procedures are fast and convenient, while Phuket 

is a safe destination. Moreover, weather and seasonality in Phuket is nice and the 

tourists are able to visit year round. Indeed, the other strengths of Phuket are the 

hospitality of the locals, the competent tourist guides and local tour operators. These 

excerpts from interviews showcase the strengths of Phuket’s port of call. 

 

“Tourism attraction is the selling point of Phuket. People comes to Phuket to enjoy beach, nature such 

as Phang Nga Bay, Phi Phi Island…”(LB13) 

“Hospitality of local like friendliness is good.” (LB16)  

“Phuket is the highlight port in this region. It is really known. Phuket is still the premium port for high 

end passengers.” (CS6) 

“Immigration is good. It is better than Singapore. Tourist attraction is nice. Tour operator is good.” 

(CS7) 

“Value for money is the reason why Phuket is so popular.” (LB17) 

“Attraction and activity, of course, are the strengths of Phuket.” (CS11) 

“Tourist attraction and activity are the strengths such as massage, food, beaches.” (CP2) 

 

Diverse tourist attractions, value for money, hospitality, and 

weather and seasonality are given as strengths of Phuket’s port of call, in accordance 

with many studies (Institute for Management Education for Thailand Foundation, 

2002; Apinya Titanont & Naphawan Jane Chantradoan, 2004; WTO, 2005; Handmer 

& Choong, 2006; Honey & Krantz, 2007; Ratthasak Boonyarit & Kullada Phetvaroon, 

2011; UNWTO, 2012; Thongphon Promsaka Na Sakolnakorn et al., 2013).  
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2) Weaknesses  

It was found that the major restriction imposed on Phuket’s 

port of call is that the port was originally built for cargo. Therefore, there are 

problems in port infrastructure and facilities, while the port itself is not big enough to 

accommodate the dimension of large vessels, with regard to the length and draft. 

Meanwhile, large cruise ships are unable to call at port of Phuket year round due to 

northeast monsoons. With a higher number of cruise ships calling at Phuket and the 

preponderance of large and mega cruise ships, two additional temporary pontoons 

have been built at Patong and Kalim beach with no infrastructure or facilities to 

accommodate the large cruise ships. Therefore, the ships anchor off and use tender 

boats to transfer cruise passengers back and forth. As aforementioned, the tendering 

operation for large cruise ships is a limitation. Most importantly, no cruise tourism 

policy has been formulated. Cruise tourism has no official development in Phuket, 

while other ports in Asia have already developed. Moreover, collaboration among 

related stakeholders relevant to cruise tourism in Phuket is poor.  

In addition, traffic congestion is a major obstacle in Phuket 

especially at main areas during prime time, in accordance with the result of the study 

of Thongphon Promsaka Na Sakolnakorn et al. (2013). Traffic congestion affects tour 

durations, and tours returning late may delay ship departure. Meanwhile, the public 

transport system in Phuket has never been addressed, in order to minimize traffic 

congestion.  

Due to high demand during the cruising season, supply 

shortages are challenges of Phuket’s port of call. Vehicles, tour guides, and other 

resources are in great demand. Focusing on the human resources in particular, it is 

found that language skill is a weakness and some stakeholders are unethical. The 

following interview excerpts highlight some weaknesses of Phuket’s port of call. 

 

“The port doesn’t reach the international standard. The facility is not good here. Toilet is really dirty.” 

(LB5) 

“Participation from local is the weakness.” (LB7) 

“Public sector is too slow. This is really reactive. No plan for cruise industry is formulated.” (LB12) 

“If there are many ships coming at the same day, shortage of suppliers and resources.” (LB13 

“Port is small. Port infrastructures and facilities are not efficient.” (LB14) 
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“Traffic congestion is a big problem in Phuket that affects cruise in Phuket.” (LB29) 

“Traffic is terrible so far.” (CS2) 

 “Port is not convenient. The walking distance from beach to the bus parking is really far especially for 

elderly passenger. There is no waiting area with shade at the assembly area.” (CP1) 

“There is too much traffic jams in Phuket.” (CP4) 

 

3) Opportunities 

 Since cruise tourism is growing significantly, cruise lines have 

deployed more ships to Asia. Most of the cruise ships are larger in scale, focusing on 

the new target group. Smaller cruise ships continue to visit the ports in Asia. Asia is 

an emerging region, fulfilling the needs of the cruise passengers due to its exotic 

ports, and high value. In addition, economic growth and large populations in certain 

Asian countries push cruise tourism to grow in the region. Singapore has developed 

its port and acted as a hub for cruise tourism in ASEAN. It attracts ships to cruise 

more in ASEAN by offering a well functioning homeport.  The growth of the cruise 

industry benefits various ports of call in ASEAN, in particular Phuket’s port of call.  

 

“There are many ships coming to Phuket.” (LB1) 

“Global cruise is growing in number. More ships are built and launched to the water.” (LB3) 

“More ships carrying about 2000-3000 passengers come more to Phuket and will increase next year.” 

(LB8) 

“The ship is bigger with more number of passengers.” (LB15) 

“…many major cruise lines deploying the ships in this region. This is very popular routing.” (LB22) 

“Asia is an emerging destination.” (CS1) 

“Japan, Singapore, Korean, Indian and China are the main target group for cruise industry in Asia 

and these people also come to Phuket as well. “ (CS12) 

“Destination with value for money is popular.” (CP5) 

 

4) Threats 

As many countries in Asia promote cruise tourism by 

developing ports and infrastructure to attract cruise lines, there is a threat for Phuket’s 

port of call if no action is taken to develop cruise tourism. Tourist products are not the 

only factor in port selection; there are other criteria (e.g., port, port infrastructure & 

facilities, quality of destination, service quality, and safety). Phuket risks losing its 

status as a port of call. Meanwhile, the political instability in Bangkok badly affects 
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Phuket’s tourism. Moreover, due to the mergers and acquisitions of cruise lines, the 

major cruise lines have higher negotiation power to put pressure on the local suppliers 

to offer lower rates and advantages.  

Two key factors when talking about possible threats are fuel 

prices and fluctuations in the exchange rate. They concern cruise tourism as a whole. 

Besides natural disasters, climate change and outbreaks of disease have threatened 

cruise tourism lately.    

After conducting a SWOT analysis on Phuket’s port of call, it 

can be summed up that the port, port infrastructure, and facilities urgently require 

development. In response to the growing appeal of cruising within ASEAN, 

comprehensive port development should be a crucial concern for port authorities, 

provincial government, and central government. Despite the limited conditions, 

primarily regarding the port, future expansion plans need to address accommodating 

larger cruise ships, for long term success. At the same time, Phuket’s port of call 

should retain the friendly atmosphere and impressive cruise experiences.   

 

“Political issue is an obstacle of Thailand and affects badly to Phuket.” (CS8) 

“Due to the cruise lines’ merger, this affects the local tour operators and supplies at destination as it 

makes the cruise lines more powerful and bargaining power.” (LB19) 
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Table 4.39  SWOT Analysis of Phuket’s Port of Call 

 

Strengths of Phuket’s Port of Call Weaknesses of Phuket’s Port of Call 

Cruise tourism 

- More ships continue to call at Phuket. 

- Phuket is a main port within ASEAN. 

Connectivity & accessibility 

- Geographic location between ports is proximate. 

- Easy access to the tourist attractions 

Tourist products 

- Tourist attractions and activities are diverse. 

- Natural attractions such as beaches and islands are popular among cruisers such as Phi 

Phi Island and PhangNga Bay.  

- Tourist activities can fulfill different needs of t diverse cruise passengers.  

Immigration formality 

- Immigration formalities are efficient, fast, and convenient.  

Reputation of Phuket 

- Phuket is known as an international tourist destination. 

- It is one of the most popular ports of calls in ASEAN.  

Safety & security 

- Phuket is a safe destination.  

Weather & seasonality  

- Weather in Phuket is nice and tourists can visit year round. 

Value for money 

- Phuket is a tourist destination with high value for money. 

Tour operator 

Tourist products 

- Lack of cultural and historical attractions 

Cruise tourism policy 

- No cruise policy has been formulated.  

- No plan for cruise tourism development 

Traffic congestion  

- Traffic is congested in the city area and Patong beach. 

Accessibility  

- No public transport system 

Involved stakeholders 

- Lack of collaboration from related stakeholders 

- Not enough social acceptance (Strike) 

Port  

- Port doesn’t reach international standards 

- Poor port infrastructure (no passenger terminal) 

- Poor port facility 

- Port is small and can’t accommodate large cruise ships. 

- Ship cannot call at the port of Phuket year round. 

- There are not enough ports during the peak seasons. 

- The temporary pontoon doesn’t reach standard. 

- The tendering operation is an obstacle.  

Safety & Security  

- No emergency plan  

 
2
7
3
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Table 4.39  (Continued) 

 

 

Strengths of Phuket’s Port of Call Weaknesses of Phuket’s Port of Call 

- The tour operator plays a significant role as an effective shore excursion agent and 

work well under the limitated port conditions. 

- The tour guides are informative and offer full services. 

Service quality and hospitality 

- Local people are friendly, helpful, and nice. 

- Shortage of man power  

Ethic  

- Taxis are too obvious. 

- Price is overcharged.  

- Language barriers with the service provider 

- No transparency of the immigration procedure  

- Price cutting of the tour operator 

Shortage of supply during the high season 

- There is a shortage of tour guides, vehicles, boats, and elephant during 

tourist season. 

Opportunities of Phuket’s Port of Call Threats of Phuket’s Port of Call 

Growth rate of cruise tourism 

- Cruise tourism is growing rapidly. 

- Cruise lines deploy more ships with bigger size to Asia. 

- Small cruise ships continue to visit Asian ports. 

Cruise tourism growth of Asia region 

- Asia is an emerging cruise region. 

- Asia has various exotic ports. 

- More exotic ports are required. 

- More ships have been deployed to Asia. 

- Asian passengers are a new target for cruise tourism. 

- Economic growth in Asia 

- Asia is a high number of populations. 

Political situation 

- Unstable political situation in Thailand is affects all tourist destinations in 

the country. 

Cruise lines’ negotiating power 

- Cruise liners have higher negotiation power. 

- Cruise liners want lower price from ports. 

Strong competition 

- Other ports in Asia have been developed for cruise tourism.  

- Strong competition in cruise tourism in the ASEAN region 

- Ports, port infrastructures, and port facilities are main concerns when 

selecting ports 

 

 
2
7
4
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Table 4.39  (Continued) 

 

 

Opportunities of Phuket’s Port of Call Threats of Phuket’s Port of Call 

- Asia s a high value region. 

- There are regular calls cruising in Andaman Sea throughout the year. 

Cruise tourism development in Asia 

- Singapore has developed cruise tourism and acts as a homeport. 

- Short distance between ports in Asia  

New trend of cruise passenger 

- The target group has shifted from high end to multi-generational mix. 

- A combination of air and sea travel  

- Cruise passengers concerned about value. 

Price of fuel and exchange rate 

- Uncertainty of fuel prices, and, exchange rates 

Natural disaster, climate change and outbreak 

- Natural disaster, climate change, disease outbreak are obstacles for cruise 

tourism. 
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4.3.2 Confirmatory Factor Analysis (CFA)   

According to factors affecting port of call management reviewed from 

literature in chapter two, four factors were extracted to examine the important levels 

of port of call management and to measure the efficiency levels of Phuket’s port of 

call management. Each factor consists of several variables that are related to. This 

study, therefore, test the variables that are grouped into the same factors.  

The purpose of applying confirmatory factor analysis (CFA) is to test how 

well the indicators or variables are grouped into some specific constructs that a 

researcher specifies or hypothesizes (Jöreskog & Sorbom, 1996; McDonald & Ho, 

2002). Another objective of CFA is to assess a measurement model. This assessment 

is to test the reliability and the validity of constructs. Thus, the researcher employs 

confirmatory factor analysis to test each of constructs. In using CFA, there are several 

indicators used for testing as the following explanation. 

The comparative fit index (CFI) is the indicator to analyze the model fit with 

the values ranged from 0-1. The higher value reveals the better fit; however, its value 

at .90 or higher shows an accepted model fit (Schermelleh et al., 2003). The normed 

fit index (NFI) is used for analysis the discrepancy between the chi-squared value of 

the model and chi-squared value of the null model. NFI value should range from 0-1 

and the cut off at .95 or higher which reveals good model fit. Relative fit indices (RFI) 

are employed to compare the chi-square for the model to one from a null model which 

consists of a model with all uncorrelated variables. Thus, a high chi-square poor 

model fit. The goodness of the fit index (GFI) is an indicator to measure the fit of 

model and the observed covariance matrix. The GFI ranges from 0-1 with a cutoff 

value at .9 present an accepted model fit (Schermelleh et al., 2003).  

4.3.2.1 Confirmatory Factor Analysis of Tourism Products and Service. 

The findings of CFA of “tourism products and service” shown in Figure 

4.1 reveals that chi-square test is not significantly different from zero at a level 0.05 

(x
2
 = 8.30, df = 5, p = 0.14036) and RMSEA is 0.034. It can be implied that there is a 

goodness of fit between observed data and the estimated model.  
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Figures 4.1  Results of Confirmatory Factor Analysis of Tourism Products and  

                     Service 

 

Table 4.40  Fit Indices for CFA of Tourism Products and Service Construct 

 

Parameter Criteria Valued 

Chi-square  8.30 

Chi-square /DF ≤  2 (Byrne, 1989) 1.66 

p-value ≥ 0.05 (Bollen, 1989) 0.14036 

GFI ≥ 0.90 (Schermelleh et al., 2003) 1.000 

AGFI ≥ 0.90 (Bagozzi & Yi, 1988) 0.98 

NFI ≥ 0.90 (Diamantopoulos & Siguaw, 2006) 1.000 

CFI ≥ 0.90 (Diamantopoulos & Siguaw, 2006) 1.000 

IFI ≥ 0.90 1.000 

RFI ≥ 0.90 0.99 

RMR ≤ 0.05 (Schermelleh et al., 2003) 0.0081 

RMSEA ≤ 0.05 (Browne & Cudeck, 1993) 0.000 

CN ≥ 200 1013.33 
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In Table 4.40, the model has Chi-square to degree of freedom ratio 

equal 8.30:5 (0.82) which is lower than 2. The finding presents a good fit between the 

estimated model and the observed data. And p-value is higher than 0.05 which 

demonstrates a good fit model. Form other fit indices, RMSEA of a CFA model is 

0.034 and RMR is 0.0081 which is lower than 0.5. It indicates a good fit between the 

estimated model and the observed data. Additionally, GFA (1.000), NFI (1.000), CFI 

(1.000), IFI (1.000), and RFI (1.000) are above a cut off value (0.9). Thus, these fit 

indices demonstrate a good fit. 

From Table 4.41, “tourism products and service” have standardized 

factor loading higher than 0.5. Standardized factor loading of each observed variable 

has ranged from 0.73 (tourism amenity) to 0.96 (tourism activity). All standardized 

factor loadings have a significant impact at a level of significance 0.05. R
2
 has ranged 

from 0.54 (tourism attraction, tourism amenity, value for money) to 0.92 (tourism 

activity). It can be concluded that all observed variables (tourism attraction, tourism 

activity, tourism amenity, service provider, shore excursion management and value 

for money) are parts of “tourism products and service”. 

 

Table 4.41  Factor Loading, Standard Error, t-value of Tourism Products and Service  

                    Construct 

 

Variables Factor Loading R
2
 

 S.E. t 

Tourism Attraction  0.74 - - 0.54 

Tourism Activity 0.96 0.06 21.51 0.92 

Tourism Amenity 0.73 0.05 19.96* 0.54 

Service Provider  0.86 0.06 20.23* 0.74 

Shore Excursion Management  0.81 0.06 19.32* 0.65 

Value for Money 0.74 0.05 19.10* 0.54 

 

Note:  Chi-square= 8.03  df=5  p=0.36519  RMSEA=0.000 

           *p<0.05 
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4.3.2.2 Confirmatory Factor Analysis of Safety Performance 

The findings of CFA of “safety performance” displayed in Figure 4.2 

reveals that chi-square test is not significantly different from zero at a level 0.05 (x
2
 = 

0.96, df = 2, p = 0.61987) and RMSEA is 0.000. It can be implied that there is a 

goodness of fit between observed data and the estimated model. 

 

 

Figures 4.2  Results of Confirmatory Factor Analysis of Safety Performance  

 

In Table 4.42, the model has Chi-square to degree of freedom ratio 

equal 0.96:2 (0.48) which is lower than 2. The finding presents a good fit between the 

estimated model and the observed data while p-value is higher than 0.05 which 

demonstrates a good fit model. Form other fit indices, RMSEA of CFA model is 

0.000 and RMR is 0.011 which is lower than 0.5. It indicates a good fit between the 

estimated model and the observed data. Additionally, GFI (1.00), NFI (1.00), CFI 

(1.000), IFI (1.000), and RFI (1.000) are above a cut off value (0.9). Thus, these fit 

indices demonstrate a good fit. 
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Table 4.42  Fit Indices for Confirmatory Factor Analysis of Safety Performance 

 

Parameter Criteria Valued 

Chi-square  0.96 

Chi-square /DF ≤ 2 0.48 

p-value ≥ 0.05 0.61987 

GFI ≥ 0.90 1.000 

AGFI ≥ 0.90 1.000 

NFI ≥ 0.90 1.000 

CFI ≥ 0.90 1.000 

IFI ≥ 0.90 1.000 

RFI ≥ 0.90 1.000 

RMR ≤ 0 05 0.011 

RMSEA ≤ 0.05 0.000 

CN ≥200 5398.84 

   

From Table 4.43, safety & security onshore, health & sanitation, 

cleanliness and emergency plan have standardized factor loading higher than 0.5. 

Standardized factor loading of each observed variable has ranged from 0.72 

(cleanliness) to 0.81 (safety & security onshore). All standardized factor loadings have 

a significant impact at a level of significance 0.05. R
2
 has ranged from 0.52 

(cleanliness) to 0.66 (safety & security onshore). It can be concluded that all observed 

variables (safety & security onshore, health & sanitation, cleanliness and emergency 

plan) are part of safety performance.   

 

Table 4.43  Factor Loading, Standard Error, t-value of Confirmatory Factor Analysis  

                    of Safety Performance  

 

Variables Factor Loading R2 

 S.E. t 

Safety& Security Onshore  0.81 - - 0.66 

Health & Sanitation 0.77 - - 0.60 

Cleanliness  0.72 - - 0.52 

Emergency Plan  0.79 0.06 18.54* 0.62 

 

Note:  Chi-square= 0.96  df=2 p=0.61987  RMSEA=0.000 

           *p<0.05 



281 

4.3.2.3 Confirmatory Factor Analysis of Port Conditions 

 

 
 

Figures 4.3  Results of Confirmatory Factor Analysis of Port Conditions  

 

The findings of confirmatory of “port conditions” presented in Figure 

4.3 reveals that chi-square test is not significantly different from zero at a level 0.05 

(x
2
 = 14.09, df = 8, p = 0.07934) and RMSEA is 0.037. It can be implied that there is 

a goodness of fit between observed data and the estimated model. 

In Table 4.44, the model has Chi-square to degree of freedom ratio 

equal 14.090: 8 (1.76) which is lower than 3. The finding presents a good fit between 

the estimated model and the observed data. Meanwhile, p-value is higher than 0.05 

which demonstrates a good fit model. Form other fit indices, RMSEA of a CFA 

model is 0.000 and RMR is 0.017 which is lower than 0.5. It indicates a good fit 

between the estimated model and the observed data. Additionally, GFI (1.00), NFI 

(1.00), CFI (1.000), IFI (1.000), and RFI (1.000) are above a cut off value (0.9). Thus, 

these fit indices demonstrate a good fit. 
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Table 4.44  Fit Indices for Confirmatory Factor Analysis of Port Conditions 

 

Parameter Criteria Valued 

Chi-square  14.09 

Chi-square /DF ≤  2 1.76 

p-value ≥ 0.05 0.07934 

GFI ≥ 0.90 0.99 

AGFI ≥ 0.90 0.98 

NFI ≥ 0.90 1.000 

CFI ≥ 0.90 1.000 

IFI ≥ 0.90 1.000 

RFI ≥ 0.90 0.99 

RMR ≤ 0.05 0.0099 

RMSEA ≤ 0.05 0.037 

CN ≥200 763.57 

 

From Table 4.45, accessibility, port facility, port characteristic, climate 

& sea conditions, port management and port infrastructure have standardized factor 

loading higher than 0.5. Standardized factor loading of each observed variable has 

ranged from 0.70 (port management) to 0.94 (accessibility). All standardized factor 

loadings have a significant impact at a level of significance 0.05. R
2
 has ranged from 

0.50 (port management) to 0.89 (accessibility). It can be concluded that all observed 

variables (accessibility, port facility, port characteristic, climate & sea conditions, port 

management, and port infrastructure) are parts of port conditions.  

 

Table 4.45  Factor Loading, Standard Error, t-value of Confirmatory Factor Analysis  

                    of Port Conditions  

 

Variables Factor Loading R2 

 S.E. t 

Connectivity 0.73 - - 0.53 

Accessibility 0.94 0.06 21.44* 0.89 

Port Facility 0.79 0.05 19.29* 0.62 

Port Characteristic  0.77 0.06 19.03* 0.59 

Climate & Sea Conditions  0.89 0.06 19.20* 0.79 

Port Management 0.70 0.06 17.31* 0.50 

Port Infrastructure  0.75 0.05 18.50* 0.57 

 

Note:  Chi-square= 14.09  df=8  p=0.07934  RMSEA=0.037 

           *p<0.05 
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4.3.2.4 Confirmatory Factor Analysis of Political Condition, Tourism 

Policy and Regulatory  

The findings of confirmatory factor analysis of “political condition, 

tourism policy and regulatory” displayed in Figure 4.4 reveals that chi-square test is 

not significantly different from zero at a level 0.05 (x
2
 = 0.20, df = 1, p = 0.65463) 

and RMSEA is 0.000. It can be implied that there is a goodness of fit between 

observed data and the estimated model. 

 

 

 
 

Figures 4.4  Results of Confirmatory Factor Analysis of Political Condition, Tourism  

                     Policy and Regulatory 

 

In Table 4.46, the model has Chi-square to degree of freedom ratio 

equal 0.20:1 (0.20) which is lower than 2. The finding presents a good fit between the 

estimated model and the observed data and p-value is higher than 0.05 which 

demonstrates a good fit model. Form other fit indices, RMSEA of a CFA model is 

0.000 and RMR is 0.0027 which is lower than 0.5. It indicates a good fit between the 

estimated model and the observed data. Additionally, GFI (1.00), NFI (1.00), CFI 

(1.00), IFI (1.00), and RFI (1.00) are above a cut off value (0.9). As a result, these fit 

indices demonstrate a good fit. 
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Table 4.46  Fit Indices for Confirmatory Factor Analysis of Political Condition,  

                    Tourism Policy and Regulatory  

 

Parameter Criteria Valued 

Chi-square  0.20 

Chi-square /DF ≤  2 0.20 

p-value ≥ 0.05 0.65463 

GFI ≥ 0.90 1.00 

AGFI ≥ 0.90 1.00 

NFI ≥ 0.90 1.00 

CFI ≥ 0.90 1.00 

IFI ≥ 0.90 1.00 

RFI ≥ 0.90 1.00 

RMR ≤ 0 05 0.0027 

RMSEA ≤ 0.05 0.000 

CN ≥200 18589.23 

 

From Table 4.47, “immigration formality & custom regulation, political 

stability, national cruise policy, collaboration of stakeholders and social acceptance” 

have standardized factor loading of each observed variable ranged from 0.75 

(collaboration of stakeholders) to 0.91 (social acceptance). All standardized factor 

loadings have a significant impact at a level of significance 0.01. R
2
 has ranged from 

0.56 (collaboration of stakeholders) to 0.84 (social acceptance). It can be concluded 

that all observed variables (immigration formality & custom regulation, political 

stability, national cruise policy, collaboration of stakeholders and social acceptance) 

are part of “political condition, tourism policy and regulatory”.  
 

Table 4.47  Factor Loading, Standard Error, t-value of Confirmatory Factor Analysis  

                    of Political Conditions, Tourism Policy and Regulatory 

  

Variables Factor Loading R2 

 S.E. t 

Immigration Formality & Custom 

Regulation  

0.81 - - 0.66 

Political Stability 0.83 - - 0.69 

National Cruise Policy 0.78 0.05 24.05* 0.61 

Collaboration of Stakeholders  0.75 0.04 21.69* 0.56 

Social Acceptance   0.91 0.06 21.08* 0.84 

 

Note:  Chi-square= 0.20  df=1  p=0.65463  RMSEA=0.000 

           *p<0.05 
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 In conclusion to Confirmatory Factor Analysis, the testing indicates that 

the variables grouped into the each factor for this study are confirmed with the 

reliability and validity.     

 

4.3.3 Objective 2: Importance Levels of Factors Affecting Port of Call 

Management   

In relation to research objective 2, the importance levels of factors affecting 

port of call management are investigated. There are three research questions to be 

answered: 

4.3.3.1 Research Question 3: What are the Importance Levels Toward 

Factors Affecting Port of Call Management?   

When analyzing the importance levels of port of call management 

(Table 4.48), the results reveal safety & security on shore at the highest rank (x̄=5.74) 

while health & sanitation, and cleanliness are the second and the third ranks, (x̄=5.57, 

x̄=5.49), respectively. The findings illustrate that safety is the first priority to be 

considered when cruising. Focusing closely on the three highest ranks which are 

under the safety performance factor, it is found that cruise passengers set safety, 

health and cleanliness at the port of call at the highest important levels. The results 

comply with Gibson (2006); Bateman (2010) and Tarlow et al. (2012), in that safety 

& security, health, and sanitation are the highest priorities of cruise passengers either 

onboard or at port. In this regard, the cruise lines set the safety policy at the highest 

level to deliver safety for both cruise passengers and crew. Health and sanitation are 

also important for cruise lines and cruise passengers. Since there is only a small clinic 

onboard the cruise ship while cruising at sea, a port of call should highlight this 

aspect. Undoubtedly, safety & security, health & sanitation and cleanliness are the 

main criteria when selecting a port, in accordance with several studies (Tourism 

Queensland, 2006; Gibson, 2006; Bayley 2009; PATA, 2011; Busby & O’Neill, 

2013). Moreover, three groups of respondents from interviews affirm safety as the 

most important factor: 
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“Safety is concerned as all ships with US passengers. I have to set highest safety level according to 

their requirements.” (LB8) 
“Safety is also important policy to make sure the tourists are safe when having holiday in Phuket.” 

(LB14) 

“We set the safety at highest level as per the policy from the top.” (LB20) 

“Safety is concerned for decision making.” (CS2) 

“Now safety and security are important.” (CS11) 

“Port, safety, location of port and the safety level of the port are the main points using for port 

selection.” (LB25) 
“Safety is the factor that I concern.” (CP1) 

 

Furthermore, immigration formalities & customs regulations and 

political stability occupy the fourth and fifth ranks, respectively. As the duration of a 

port visit is short, immigration formalities& customs regulations should be fast and 

effective in order for cruise passengers to disembark the ship as soon as the ship 

arrives. Another reason is that a motivation for cruising is convenience. The cruise 

passengers, therefore, expect all processes during the cruise to run smoothly. 

Therefore, the immigration formalities& customs regulations are evaluated at a high 

important level, complying with the findings of Tourism Queensland (2006); Ontario 

Ministry of Tourism (2006); and PATA (2011). In addition, the results from the 

interviews confirm that the immigration formalities& customs regulations in Phuket 

are fast and efficient. As soon as the ship arrives at port, the passengers are allowed to 

disembark with no queue for passport, as per several quotes from the interviews: 

 

“Immigration procedure should be effective especially for the big cruise ship with number of 

passengers.” (LB2) 

“I think the immigration formality is one of the criteria for cruise ship to come especially the large 

cruise ship.” (LB5) 

 “We have to work with various partners such as custom, immigration, pilot, warranties, and marine 

department for permission before ship call.” (LB8) 

 

Political conditions are relevant to safety. Currently, Thailand has 

experienced political instability that has mainly occurred in Bangkok. Cruise 

passengers evaluate political conditions at a very high important level. It can be 

concluded that political stability is important for a port of call, in accordance with 
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several studies (WGL, 2002; Lekakou et al., 2009; Cruise Gateway North Sea, 2012). 

The results from interviews show the high significance of political conditions for port 

of call management, as it concerns the safety of cruise passengers. 

 

“Political issue should be calm. Once the country has conflict among the people, it seems unsafe for 

passengers.” (CS4) 
“….political peace, safety and port facility are main motivation to attract cruise to port…” (CP3) 

 

Meanwhile, tourist attractions, port facilities, service providers, an 

emergency plan, port infrastructure, value for money, connectivity, climate & sea 

conditions, tourist activities, port management, and accessibility are evaluated as 

extremely important, as proved by the mean scores.   

In contrast, collaboration of stakeholders, social acceptance, port 

characteristics, national policy, tourism amenities, and shore excursion management 

are deemed as unimportant by passengers, as they are not directly affected by these 

variables. 

In conclusion, the importance levels of factors affecting port of call 

management are evaluated according to the psychological perspectives of the cruise 

passengers. Most of the variables are evaluated as “extremely important”, with only 

six variables evaluated lower, at “important” levels. This illustrates that all variables 

extracted from the literature review are significant for port of call management (Table 

4.48). 

 

Table 4.48  Ranking of Variables on Importance Levels of Port of Call Management  

 

Items x̄ S.D. 

Safety & security on shore 5.74 0.514 

Health & sanitation 5.57 0.6 

Cleanliness 5.49 0.641 

Immigration formality and custom regulation 5.45 0.685 

Political stability 5.45 0.677 

Tourism attraction   5.42 0.789 

Port facility 5.42 0.758 

Service provider  5.39 0.706 
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Table 4.48  (Continued) 

 

  

Items x̄ S.D. 

Emergency plan 5.38 0.761 

Port infrastructure 5.38 0.782 

Value for money 5.37 0.749 

Connectivity  5.33 0.705 

Climate & sea conditions 5.32 0.767 

Tourism activity   5.31 0.742 

Port management  5.27 0.711 

Accessibility 5.23 0.697 

Shore excursion management 5.16 0.727 

Tourism amenity   5.14 0.727 

National cruise policy 5.11 0.765 

Port characteristic 5.04 0.723 

Social acceptance 5.02 0.778 

Collaboration of stakeholders 4.94 0.812 

 

4.3.3.2 Research Question 4: What are Significant Variables on Cruise 

Passenger Socio-demographic Profiles that Show Different 

Results of Importance Levels Toward Factors Affecting Port of 

Call Management?  

Using t-test statistics to test this research question, the results of gender 

result in a p-value of 0.223, which is above the significance level (.05). This can be 

interpreted that gender has no effect on the respondent’s attitude toward the 

importance level of “overall factors affecting port of call management” and there is no 

effect on each individual variable (Table 4.49). 
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Table 4.49  Respondents’ Attitudes toward Importance Levels of Factors Affecting  

                    Port of Call Management as Classified by Gender 

 

Factors   Gender t df P-value 

Male Female 

X  S.D. X  S.D 

Tourism products and service 5.31 0.516 5.29 .490 .481 560 .631 

Safety performance 5.53 0.523 5.57 0.458 -.996 560 .320 

Port conditions  5.25 0.569 5.33 0.542 -1.493 560 .136 

Political condition, tourism policy 

and regulatory  

5.16 0.625 5.24 0.489 -1.795 560 .073 

Overall  5.30 0.457 5.34 0.384 -1.219 560 .223 

 

Note:  *p-value <.05 

   

The findings presented in Table 4.50 reveal the p-value at 0.001 which is 

less than 0.05. This can be interpreted that cruise passengers with different ages have 

different attitudes toward the importance levels of overall factors affecting port of call 

management. 

Regarding each factor, the p-value of “tourism products and service”, 

“safety performance”, “port conditions” and “political condition, tourism policy and 

regulatory” are .002, .006, .027 and .000, respectively. As a result, it can be 

interpreted that the cruise passengers with different ages view the importance of each 

individual factor differently. 

 

Table 4.50  Respondents’ Attitudes toward Importance Levels toward Factors  

                    Affecting Port of Call Management as Classified by Age 

 

Overall level of importance – Age SS df MS F Sig 

Tourism products and service 

Between Groups 5.219 6 .870 3.501 .002* 

Within Groups 137.878 555 .248   

Total 143.096 561    

Safety performance 

Between Groups 4.451 6 .742 3.074 .006* 
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Table 4.50  (Continued) 

 

     

Overall level of importance – Age SS df MS F Sig 

Within Groups 133.932 555 .241   

Total 138.383 561    

Port Conditions 

Between Groups 4.408 6 .735 2.394 .027* 

Within Groups 170.347 555 .307   

Total 174.755 561    

Political condition, tourism policy and regulatory 

Between Groups 10.302 6 1.717 5.496 .000* 

Within Groups 173.393 555 .312   

Total 183.694 561    

Overall   

Between Groups 4.275 6 .712 4.018 .001* 

Within Groups 98.407 555 .177   

Total 102.682 561    

 

Note:  *p-value <.05 

  

Further, a post-hoc test was run to find multiple comparisons between 

different age groups on the importance levels of factors affecting port of call 

management. The findings are as presented in Table 4.51.  

The findings in Table 4.51 reveal three pairs of different ages of cruise 

passengers, with statistically different attitudes toward the importance of “tourism products 

and service”: groups of 31-40 years old and 51-60 years old (x̄= 5.16, 5.39); groups of 31-

40 years old and 61-70 years old (x̄=5.16, 5.38); groups of 31-40 years old and above 70 

years (x̄= 5.16, 5.42). 

The finding displayed in Table 4.51 reveal two pairs of different ages of 

cruise passengers with different attitudes toward the importance of “safety 

performance”: the cruise passengers who are 31-40years old and 61-70 years old (x̄= 

5.41, 5.66); the cruise passengers who are31-40 years old and older than 70 years (x̄= 

5.41, 5.67). 

The findings detailed in Table 4.51 reveal that age does not affect 

attitudes toward the importance of “port conditions”.  
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The results shown in Table 4.51 show four pairs of different ages of cruise 

passengers with different attitudes toward the importance of “political conditions, tourism 

policy and regulatory”: the groups of 21-30 years old and 41-50 years old (x̄= 4.89, 5.24); 

the groups of  21-30 years old and 51-60 years old (x̄=4.89, 5.25); the group of 21-30 years 

old and  61-70 years old (x̄=4.89, 5.30); and the group of 21-30 years old and above 70 

years old (x̄= 4.89, 5.35). 

The finding in Table 4.51 reveals three pairs of different ages of cruise 

passengers with different attitudes toward the importance of overall factors affecting port of 

call management: the21-30 age group and group who are 61-70 years old (x̄= 5.19, 5.41) ; 

passengers aged   31-40 years old  and  51-60 years old (x̄= 5.20, 5.39);and the last pair of  

31-40 years old and 61-70years old (x̄= 5.20, 5.41). 

 

Table 4.51  Multiple Comparisons between Different Age Groups on Importance  

                    Scores 

 

Factors  Age Groups 

1. Tourism Products & Service    1 2 3 4 5 6 7 

1. 1-20 years old  5.14 - - - - - - - 

2. 21-30 years old 5.29 - - - - - - - 

3. 31-40 years old 5.16 - - - - (.227)* (.218)* (.256)* 

4. 41-50 years old 5.25 - - - - - - - 

5. 51-60 years old 5.39 - - - - - - - 

6. 61-70 years old 5.38 - - - - - - - 

7. Above 70 years old 5.42 - - - - - - - 

2. Safety Performance     1 2 3 4 5 6 7 

1.   1-20 years old 5.45 - - - - - - - 

2. 21-30 years old 5.51 - - - - - - - 

3. 31-40 years old 5.41 - - - - - - - 

4. 41-50 years old 5.53 - - - - - (.249)* (.256)* 

5. 51-60 years old 5.57 - - - - - - - 

6. 61-70 years old 5.66 - - - - - - - 

7. Above 70 years old 5.67 - - - - - - - 

3. Port Conditions     1 2 3 4 5 6 7 

1.   1-20 years old 5.13 - - - - - - - 

2. 21-30 years old 5.13 - - - - - - - 

3. 31-40 years old 5.22 - - - - - - - 



292 

Table 4.51  (Continued) 

 

 

       

Factors  Age Groups 

4. 41-50 years old 5.33 - - - - - - - 

5. 51-60 years old 5.38 - - - - - - - 

6. 61-70 years old 5.36 - - - - - - - 

7. Above 70 years old 5.22 - - - - - - - 

4. Political Conditions, 

Tourism Policy and 

Regulatory  

   1 2 3 4 5 6 7 

1.    1-20 years old  5.25 - - - - - - - 

2. 21-30 years old 4.89 - - - (.349)* (.363)* (.418)* (.463)* 

3. 31-40 years old 5.06 - - - - - - - 

4. 41-50 years old 5.24 - - - - - - - 

5. 51-60 years old 5.25 - - - - - - - 

6. 61-70 years old 5.30 - - - - - - - 

7. Above 70 years old 5.35 - - - - - - - 

5. Overall Factors    1 2 3 4 5 6 7 

1.   1-20 years old  5.22 - - - - - - - 

2. 21-30 years old 5.19 - - - - - (.222)* - 

3. 31-40 years old 5.20 - - - - (.186)* (.206)* - 

4. 41-50 years old 5.32 - - - - - - - 

5. 51-60 years old 5.39 - - - - - - - 

6. 61-70 years old 5.41 - - - - - - - 

7. Above 70 years old 5.39 - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

Using One-way ANOVA to test this research question, the findings 

reveal the p-value at 0.000 which is less than 0.05. This is interpreted that cruise 

passengers with different regions of residence have different attitudes toward 

importance of overall factors affecting port of call management. 

Regarding each factor of port of call management, the p-value from the 

testing of “tourism products and service”, “safety performance”, “port conditions” and 

“political condition, tourism policy and regulatory” are, .001, .000,.002 and.000, 

respectively. It can be interpreted that cruise passengers with different regions of 
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residence have different attitudes toward the importance of each individual factor 

affecting port of call management (Table 4.52).  

 

Table 4.52  Respondent’s Attitudes toward Importance Levels of Factors Affecting  

                    Port of Call Management as Classified by Region of Residence 

 

Overall level of importance – Regions of 

residence  

SS df MS F Sig 

Tourism products & service      

Between Groups 4.102 3 1.367 5.489 .001* 

Within Groups 138.995 558 .249   

Total 143.096 561    

Safety performance 

Between Groups 9.932 3 3.311 14.381 .000* 

Within Groups 128.451 558 .230   

Total 138.383 561    

Port conditions      

Between Groups 4.755 3 1.585 5.202 .002* 

Within Groups 170.000 558 .305   

Total 174.755 561    

Political condition, tourism policy and regulatory 

Between Groups 8.052 3 2.684 8.527 .000* 

Within Groups 175.642 558 .315   

Total 183.694 561    

Overall  

Between Groups 5.833 3 1.944 11.203 .000* 

Within Groups 96.849 558 .174   

Total 102.682 561    

 

Note:  *p-value <.05 

  

Post-hoc Analysis was performed to find the multiple comparisons 

between different regions of residence groups on the importance levels of factors 

affecting port of call management. The findings are as presented in Table 4.53. 

The findings presented in Table 4.53 indicate two pairs of different 

regions of residence with significantly different attitudes toward the importance of 

“tourism products and service”: the passengers from Asia and America (x̄=5.23, 

5.41); and the passengers from Asia and Europe (x̄= 5.23, 5.42).   
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Table 4.53 indicates four pairs of different regions of residence of the 

cruise passengers with significantly different attitudes toward the importance of 

“safety performance”: the cruise passengers from America and Asia (x̄= 5.74, 5.45); 

the passengers from America and Australia (x̄=5.74, 5.45); the passengers from Asia 

and Europe (x̄=5.45, 5.73); and the passengers from Australia and Europe (x̄= 5.45, 

5.73).  

The findings revealed in Table 4.53 indicate two pairs of different 

regions of residence of the cruise passengers with significantly different attitudes 

toward the importance of “port condition”: the cruise passengers from Asia and 

Europe (x̄= 5.23, 5.44); and the cruise passengers from Australia and Europe (x̄= 

5.19, 5.44). 

The findings shown in Table 4.53 indicate two pairs of different regions 

of residence of cruise passengers with significantly different attitudes toward the 

importance of “political condition, tourism policy and regulatory”: the cruise 

passengers from Asia and America (x̄=5.10, 5.39); and the cruise passengers from 

Asia and Europe (x̄= 5.10, 5.33). 

The findings presented in Table 4.53 indicate four pairs of different 

regions of residence of cruise passenger groups with significantly different attitudes 

toward the importance of overall factors affecting port of call management: the cruise 

passengers from America and Asia (x̄=5.45, 5.24); the cruise passengers from 

America and Australia (x̄= 5.45, 5.26); the cruise passengers from Asia and Europe (x̄

= 5.24, 5.46); and the tourists from Australia and Europe (x̄=5.26, 5.46).  

 

Table 4.53  Multiple Comparisons between Different Regions of Residence Groups  

                    on Importance Scores 

 

Factors   Region of Residence Groups 

1. Tourism Products & Service    1 2 3 4 

1. America  5.41 - (.177)* - - 

2. Asia 5.23 - - - (.194)* 

3. Australia 5.32 - - - - 

4. Europe 5.42 - - - - 
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Table 4.53  (Continued) 

 

 

    

Factors   Region of Residence Groups 

2. Safety Performance    1 2 3 4 

1. America  5.74 - (.289)* (.294)* - 

2. Asia 5.45 - - - (.274)* 

3. Australia 5.45 - - - (279)* 

4. Europe 5.73 - - - - 

3.  Port Conditions     1 2 3 4 

1. America  5.38 - - - - 

2. Asia 5.23 - - - (.215)* 

3. Australia 5.19 - - - (.251)* 

4. Europe 5.44 - - - - 

4.   Political Conditions, Tourism Policy and   

     Regulatory 

   1 2 3 4 

1. America  5.39 -  (.285)* - - 

2. Asia 5.10 - - - (.230)* 

3. Australia 5.14 - - - - 

4. Europe 5.33 - - - - 

5.  Overall Factors    1 2 3 4 

1. America  5.45 -   (.214)* (.194)* - 

2. Asia 5.24 - - - (.223)* 

3. Australia 5.26 - - - (.203)* 

4. Europe 5.46 - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

The findings presented in Table 4.54 reveal, in respect to the levels of 

importance of overall factors affecting port of call management, a p-value at 0.135 

which is over 0.05. This can be interpreted that cruise passengers with different 

education backgrounds do not have different attitudes toward the importance of 

overall factors affecting port of call management.  

Regarding each factor of port of call management, the p-value from 

testing of “tourism products and service”, “safety performance”, “port conditions” and 

“political condition, tourism policy and regulatory” are .240, .257, .097 and .295, 

respectively, which are all above .05. Therefore, it can be concluded that cruise 
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passengers with different education backgrounds do not have different attitudes 

toward each factor. 

 

Table 4.54  Respondents’ Attitude toward Importance Levels of Factors Affecting  

                    Port of Call Management as Classified by Education Background  

 

Overall level of importance  – Education 

background 

SS df MS F Sig 

Tourism products and service 

Between Groups .729 2 .364 1.431 .240 

Within Groups 142.368 559 .255   

Total 143.096 561    

Safety performance 

Between Groups .671 2 .336 1.362 .257 

Within Groups 137.712 559 .246   

Total 138.383 561    

Port conditions 

Between Groups 1.454 2 .727 2.346 .097 

Within Groups 173.300 559 .310   

Total 174.755 561    

Political condition, tourism policy and regulatory 

Between Groups .800 2 .400 1.222 .295 

Within Groups 182.894 559 .327   

Total 183.694 561    

Overall  

Between Groups .732 2 .366 2.007 .135 

Within Groups 101.950 559 .182   

Total 102.682 561    

 

Note:  *p-value <.05 

 

The findings presented in Table 4.55 reveal, p-value at 0.000 for the 

importance levels of overall factors affecting port of call management. It can be 

interpreted that cruise passengers with different religions have different attitudes 

toward the importance of overall port of call management.  

When considering each factor, the p-value from “tourism products and 

service”, “safety performance”, “port conditions” and “political condition, tourism 
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policy and regulatory” are .005, .000, .006 and .000, respectively, which are all less 

than the significance level of.05. This means that cruise passengers with different 

religions have different attitudes toward the importance of each factor of port of call 

management.  

 

Table 4.55  Respondents’ Attitude toward Importance Levels of Factors Affecting  

                    Port of Call Management as Classified by Religion 

 

Overall level of importance – Religion  SS df MS F Sig 

Tourism products and service 

Between Groups 4.658 6 .776 3.112 .005* 

Within Groups 138.439 555 .249   

Total 143.096 561    

Safety performance 

Between Groups 7.110 6 1.185 5.010 .000* 

Within Groups 131.272 555 .237   

Total 138.383 561    

Port conditions 

Between Groups 5.575 6 .929 3.048 .006* 

Within Groups 169.180 555 .305   

Total 174.755 561    

Political condition, tourism policy and regulatory 

Between Groups 9.509 6 1.585 5.050 .000* 

Within Groups 174.185 555 .314   

Total 183.694 561    

Overall  

Between Groups 5.091 6 .848 4.825 .000* 

Within Groups 97.591 555 .176   

Total 102.682 561    

 

Note:  *p-value <.05 

 

Further, Post-hoc testing found multiple comparisons between different 

religion groups towards the importance of various factors. The findings are presented 

in Table 4.56. 

The findings presented in Table 4.56 indicate only one pair of different 

religions with significantly different attitudes toward the importance “tourism 

products and service”:  Buddhist and Christian (x̄=5.17, 5.36).  



298 

The findings presented in Table 4.56 indicate two pairs of different religions 

with significantly different attitudes toward the importance of “safety performance”: 

Christian and Buddhist (x̄=5.64, 5.42); Christian and Islam (x̄=5.64, 5.34).  

The findings detailed in Table 4.56 reveal religion does not affect attitudes 

toward the importance of “port conditions”.  

The findings presented in Table 4.56 indicate two pairs of different 

religions with significantly different attitudes toward the importance “political 

condition, tourism policy and regulatory”: Christian and Buddhist (x̄=5.30, 5.07), 

Christian and Islam (x̄=5.30, 4.86). 

The findings presented in Table 4.56 indicate two pairs of different religion 

with significantly different attitudes toward the importance of overall  factors affecting port 

of call management as follows: Christian and Buddhist (x̄=5.39,5.22), Christian and Islam 

(x̄=5.39, 5.13) 

 

Table 4.56  Multiple Comparison between Different Religion Groups on Importance  

                    Scores 

 

Factors  Religion Groups 

1. Tourism Products & Service    1 2 3 4 5 6 7 

1. Brahmanism/Hinduism   5.41 - - - - - - - 

2. Buddhism  5.17 - - (.186)* - - - - 

3. Christianity  5.36 - - - - - - - 

4. Islam 5.28 - - - - - - - 

5. Taoism 5.33 - - - - - - - 

6. Irreligion 5.10 - - - - - - - 

7. Others 5.38 - - - - - - - 

5.  Safety Performance    1 2 3 4 5 6 7 

1. Brahmanism/Hinduism   5.51 - - - - - - - 

2. Buddhism  5.42 - - (.222)* - - - - 

3. Christianity  5.64 - - - (.299)* - - - 

4. Islam 5.34 - - - - - - - 

5. Taoism 5.43 - - - - - - - 

6. Irreligion 5.38 - - - - - - - 

7. Others 5.61 - - - - - - - 

6.  Port Conditions     1 2 3 4 5 6 7 

1. Brahmanism/Hinduism   5.36 - - - - - - - 
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Table 4.56  (Continued) 

 

        

Factors  Religion Groups 

2. Buddhism  5.25 - - - - - - - 

3. Christianity  5.35 - - - - - - - 

4. Islam 5.09 - - - - - - - 

5. Taoism 5.24 - - - - - - - 

6. Irreligion 4.87 - - - - - - - 

7. Others 5.14 - - - - - - - 

7.  Political Condition, Tourism   

 Policy and Regulatory  

   1 2 3 4 5 6 7 

1. Brahmanism/Hinduism   5.22 - - - - - - - 

2. Buddhism  5.07 - - (.225)* - - - - 

3. Christianity  5.30 - - - (.443)* - - - 

4. Islam 4.86 - - - - - - - 

5. Taoism 5.04 - - - - - - - 

6. Irreligion 5.07 - - - - - - - 

7. Others 5.22 - - - - - - - 

8.  Overall Factors     1 2 3 4 5 6 7 

1. Brahmanism/Hinduism   5.37 - - - - - - - 

2. Buddhism  5.22 - - (.174)* - - - - 

3. Christianity  5.39 - - - (.260)* - - - 

4. Islam 5.13 - - - - - - - 

5. Taoism 5.25 - - - - - - - 

6. Irreligion 5.07 - - - - - - - 

7. Others 5.31 - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 

     

The findings presented in Table 4.57 reveal a p-value at 0.004which is 

less than 0.05. It can be interpreted that cruise passengers with different occupations have 

different attitudes toward the importance of port management at .05 significant level. 

Regarding each factor, the findings reveals the p-values of “safety 

performance” and “port conditions” are lower than 0.05 (0.011, 0.001), meaning that 

cruise passengers with different occupations have different attitudes toward each 

factor affecting port of call management at .05 significant level.  
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Table 4.57  Respondents’ Attitudes toward Importance Levels of Factors Affecting  

                    Port of Call Management as Classified by Occupation 

 

Overall level of importance – 

Occupation  

SS df MS F Sig 

Tourism products and service 

Between Groups 2.429 8 .304 1.194 .300 

Within Groups 140.667 553 .254   

Total 143.096 561    

Safety performance 

Between Groups 4.844 8 .605 2.507 .011* 

Within Groups 133.539 553 .241   

Total 138.383 561    

Port Conditions 

Between Groups 7.729 8 .966 3.199 .001* 

Within Groups 167.026 553 .302   

Total 174.755 561    

Political condition, tourism policy and regulatory 

Between Groups 4.927 8 .616 1.905 .057 

Within Groups 178.767 553 .323   

Total 183.694 561    

Overall 

Between Groups 4.042 8 .505 2.832 .004* 

Within Groups 98.640 553 .178    

Total 102.682 561      

 

Note:  *p-value <.05 

 

Post-hoc analysis found multiple comparisons between different 

occupations toward the importance of various factors affecting port of call 

management. The findings are presented in Table 4.58. 

The analysis of the post-hoc test, presented in Table 4.58, reveals no 

difference in the attitudes toward the importance of “safety performance” between 

respondents with different occupations. 
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The findings presented in Table 4.58 indicate only one pair of different 

occupations with significantly different attitudes toward the importance of “port 

condition”:  civil servant and students (x̄= 5.43, 4.94).  

The findings presented in Table 4.58 indicate only one pair of different 

occupations with significant different attitudes toward the importance of “overall 

factors affecting port of call management”: civil servants and students (x̄= 5.41, 5.10). 

 

Table 4.58  Multiple Comparisons between Different Occupation Groups on  

                    Importance Scores 

 

Factors  Occupation Groups   

2. Safety Performance    1 2 3 4 5 6 7 8 9 

1. Civil Servant   5.57 - - - - - - - - - 

2. Business Owner 5.61 - - - - - - - - - 

3. Private Business Employee 5.46 - - - - - - - - - 

4. House Wife 5.61 - - - - - - - - - 

5. Student 5.38 - - - - - - - - - 

6. Temporary Worker/Freelance 5.75 - - - - - - - - - 

7. Retired 5.62 - - - - - - - - - 

8. Unemployed 5.83 - - - - - -  - - 

9. Others 5.13 - - - - - - - - - 

3. Port Conditions    1 2 3 4 5 6 7 8 9 

1. Civil Servant   5.43 - - - - (.488)* - - - - 

2. Business Owner 5.27 - - - - - - - - - 

3. Private Business Employee 5.27 - - - - - - - - - 

4. House Wife 5.42 - - - - - - - - - 

5. Student 4.94 - - - - - - - - - 

6. Temporary Worker/Freelance 5.64 - - - - - - - - - 

7. Retired 5.26 - - - - - - - - - 

8. Unemployed 5.71 - - - - - -  - - 

9. Others 5.21 - - - - - - - - - 

5. Overall Factors    1 2 3 4 5 6 7 8 9 

1. Civil Servant   5.41 - - - - (.310)* - - - - 

2. Business Owner 5.32 - - - - - - - - - 

3. Private Business Employee 5.26 - - - - - - - - - 

4. House Wife 5.42 - - - - - - - - - 

5. Student 5.10 - - - - - - - - - 

6. Temporary Worker/Freelance 5.57 - - - - - - - - - 
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Table 4.58  (Continued) 

 

Factors  Occupation Groups   

7. Retired 5.34 - - - - - - - - - 

8. Unemployed 5.65 - - - - - -  - - 

9. Others 5.19 - - - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

The findings presented in Table 4.59 reveal a p-value at 0.001 which is 

less than 0.05. This can be interpreted as cruise passengers with different marital 

statuses having different attitudes toward the importance of overall factors affecting 

port of call management.  

When considering each aspect of port of call management, the p-values 

from “tourism products and service”, “safety performance”, “port conditions” and 

“political condition, tourism policy and regulatory” are .017, .041, .002 and .000, 

respectively. Cruise passengers with different marital statuses have different attitudes 

toward the importance of each factor affecting port of call management.  

 

Table 4.59  Respondents’ Attitudes toward Importance Levels of Factors Affecting  

                    Port of Call Management as Classified by Marital Status 

 

Overall level of importance – Marital 

Status 

SS df MS F Sig 

Tourism products and service 

Between Groups 2.057 2 1.028 4.076 .017* 

Within Groups 141.040 559 .252   

Total 143.096 561    

Safety performance 

Between Groups 1.574 2 .787 3.216 .041* 

Within Groups 136.808 559 .245   

Total 138.383 561    

Port Conditions 

Between Groups 3.870 2 1.935 6.330 .002* 

Within Groups 170.885 559 .306   
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Table 4.59  (Continued) 

 

     

Overall level of importance – Marital 

Status 

SS df MS F Sig 

Total 174.755 561    

Political condition, tourism policy and regulatory 

Between Groups 6.168 2 3.084 9.711 .000* 

Within Groups 177.526 559 .318   

Total 183.694 561    

Overall  

Between Groups 2.639 2 1.320 7.373 .001* 

Within Groups 100.043 559 .179   

Total 102.682 561    

 

Note:  *p-value <.05 

 
 

Further, Post-hoc analysis was performed to find multiple comparisons 

between different marital status groups on the importance of factors affecting port of 

call management. The findings are as presented in Table 4.51. 

The findings presented in Table 4.60 indicate one pair of different 

marital statuses with significantly different attitudes toward the importance of 

“tourism products and service”: single and married (x̄= 5.31, 5.20).  

The findings in Table 4.60 indicate no connection between respondents’ 

marital status and attitudes toward the importance of “safety performance”.  

The findings detailed in Table 4.60 indicate one pair of different marital 

status with significantly different attitudes toward the importance of “port condition”: 

single and married (x̄=5.13, 5.33).        

Table 4.60 show that two pairs of different marital statuses with 

significantly different attitudes toward the importance of “political condition, tourism 

policy and regulatory”: single and married (x̄=4.98, 5.24), single and widow/divorce 

(x̄=4.98, 5.33). 

Table 4.60 indicate only one pair of different marital statuses with 

significantly different attitudes toward the importance of overall  factors affecting port of 

call management, which are single  and married (x̄= 5.18, 5.35). 
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Table 4.60  Multiple Comparisons between Different Marital Status Groups on  

                    Importance Scores 

 

Factors   Marital Status Groups 

1. Tourism Products & Service    1 2 3 

1. Single 5.20 - (305)* - 

2. Married 5.31 - - - 

3. Widow/Divorce 5.51 - - - 

2. Safety Performance     1 2 3 

1. Single 5.46 - - - 

2. Married 5.56 - - - 

3. Widow/Divorce 5.73 - - - 

3. Port Conditions     1 2 3 

1. Single 5.13 - (.198)* - 

2. Married 5.33 - - - 

3. Widow/Divorce 5.15 - - - 

4. Political Conditions, Tourism Policy and Regulatory     1 2 3 

1. Single 5.20 - (.256)* (.344)* 

2. Married 5.31 - - - 

3. Widow/Divorce 5.51 - - - 

5. Overall Factors     1 2 3 

1. Single 5.18 - (.169)* - 

2. Married 5.35 - - - 

3. Widow/Divorce 5.39 - - - 

 

Note:  Mean differences at 0.05 significant level 

 

The findings presented in Table 4.61 reveal a p-value at 0.000 which is 

less than 0.05. So, cruise passengers with different income levels have different 

attitudes toward the importance of factors affecting port management.  

Regarding each factor, the results show p-values of every factors, such 

as “tourism products and service”, “safety performance”, “port conditions”, “political 

condition, tourism policy and regulatory” are all less than the 0.05 significance level 

(.032, .000, .012 and .001), respectively. Cruise passengers with different income 

levels have different attitudes toward the importance of each factor affecting port of 

call management.  
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Table 4.61  Respondents’ Attitudes toward Importance Levels of Factors Affecting  

                    Port of Call Management as Classified by Income 

 

Overall level of importance – Income   SS df MS F Sig 

Tourism products and service 

Between Groups 3.450 6 .575 2.320 .032* 

Within Groups 115.745 467 .248   

Total 119.195 473    

Safety performance 

Between Groups 6.851 6 1.142 4.800 .000* 

Within Groups 111.097 467 .238   

Total 117.947 473    

Port Conditions 

Between Groups 4.877 6 .813 2.772 .012* 

Within Groups 136.916 467 .293   

Total 141.793 473    

Political condition, tourism policy and regulatory 

Between Groups 7.425 6 1.237 3.910 .001* 

Within Groups 147.801 467 .316   

Total 155.226 473    

Overall 

Between Groups 4.654 6 .776 4.389 .000* 

Within Groups 82.533 467 .177   

Total 87.187 473    

 

Note:  *p-value <.05 

 

Further, the Post-hoc was performed to find the multiple comparisons 

between different income groups on the importance levels toward factors affecting 

port of call management. The findings are presented in Table 4.62. 

The findings from Table 4.62 reveal no differences in the respondents’ 

attitudes toward the importance of “tourism products and service” between any 

different income levels of the cruise passengers. 

The findings presented in Table 4.62 indicate that there is only one pair 

of different income levels which has different attitudes toward the importance of 

“safety performance”: the group which earns “below THB 100,000” and the group 

which earns “above THB 600,000” (x̄= 5.43, 5.88). 
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Table 4.62 reveals no significant differences in the respondents’ 

attitudes toward the importance of “port conditions” between any different income 

levels of cruise passengers.  

Table 4.62 indicates that there is only one pair of different income 

levels of cruise passengers with different attitudes toward the importance of “political 

condition, tourism policy and regulatory”: the group that earns “below THB 100,000” 

and the group that earns “above THB 600,000” (x̄= 5.08, 5.62).  

The results show only one pair of different income levels which have 

different attitudes toward the importance of overall factors affecting port of call 

management, which is the group that earns “below THB 100,000” and the group that 

earns “above THB 600,000” (x̄= 5.24, 5.63). 

 

Table 4.62  Multiple Comparison between Different Income Groups on Importance  

                    Scores 

 

Factors  Income Groups 

1. Tourism Products & Service    1 2 3 4 5 6 7 

1. Below THB 100,000   5.26 - - - - - - - 

2. THB 100,001-200,000 5.27 - - - - - - - 

3. THB 200,001-300,000 5.40 - - - - - - - 

4. THB 300,001-400,000 5.20 - - - - - - - 

5. THB 400,001-500,000 5.64 - - - - - - - 

6. THB 500,001-600,000 5.49 - - - - - - - 

7. Above THB 600,000 5.46 - - - - - - - 

2. Safety Performance    1 2 3 4 5 6 7 

1. Below THB 100,000   5.43 - - - - - - (.453)* 

2. THB 100,001-200,000 5.56 - - - - - - - 

3. THB 200,001-300,000 5.63 - - - - - - - 

4. THB 300,001-400,000 5.65 - - - - - - - 

5. THB 400,001-500,000 5.81 - - - - - - - 

6. THB 500,001-600,000 5.79 - - - - - - - 

7. Above THB 600,000 5.88 - - - - - - - 

3. Port Conditions     1 2 3 4 5 6 7 

1. Below THB 100,000   5.22 - - - - - - - 

2. THB 100,001-200,000 5.31 - - * - - - - 

3. THB 200,001-300,000 5.36 - - - - - - - 
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Table 4.62  (Continued) 

 

        

Factors  Income Groups 

4. THB 300,001-400,000 5.21 - - - - - - - 

5. THB 400,001-500,000 5.48 - - - - - - - 

6. THB 500,001-600,000 5.62 - - - - - - - 

7. Above THB 600,000 5.62 - - - - - - - 

4.  Political Condition, Tourism  

 Policy and Regulatory  

   1 2 3 4 5 6 7 

1. Below THB 100,000   5.08 - - - - - - (.548)* 

2. THB 100,001-200,000 5.25 - - * - - - - 

3. THB 200,001-300,000 5.24 - - - - - - - 

4. THB 300,001-400,000 5.23 - - - - - - - 

5. THB 400,001-500,000 5.38 - - - - - - - 

6. THB 500,001-600,000 5.38 - - - - - - - 

7. Above THB 600,000 5.62 - - - - - - - 

5. Overall Factors    1 2 3 4 5 6 7 

1. Below THB 100,000   5.24 - - - - - - (.387)* 

2. THB 100,001-200,000 5.33 - - * - - - - 

3. THB 200,001-300,000 5.39 - - - - - - - 

4. THB 300,001-400,000 5.30 - - - - - - - 

5. THB 400,001-500,000 5.56 - - - - - - - 

6. THB 500,001-600,000 5.56 - - - - - - - 

7. Above THB 600,000 5.63 - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

Due to the lack of studies on port of call management for cruise 

tourism, this study, therefore, examines socio-demographic profiles of passengers to 

discern which elements of socio-demography impact upon port of call management.  

In response to this research question “What are significant variables on 

cruise passengers’ socio-demographic profiles that show different results of levels of 

importance toward factors affecting port of call management?”, the variables on 

cruise passengers’ socio-demographic profiles are discussed and shown in Table 4.63, 

below. 
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1) Gender  

The results found that gender does not influence the attitudes of 

the cruise passengers toward the level of importance of port of call management. It is 

in accordance with a study of Tourism Queensland (2006) which found that there is 

no relevant difference in gender composition. In conclusion, gender is not essential 

for consideration when developing or improving port of call. 

2) Age 

The statistics show that age has significance on the attitudes 

toward the importance levels of all factors affecting port of call management. Indeed, 

age has been fundamentally used as a tool by the cruise lines to segment the target. In 

accordance, the study of Ahola (2011) show that target identification focuses on 

demographic segmentation (e.g., age, gender, income, marital status, and education). 

In addition, Arnette & Hunt (2004) affirms that market segmentation is a marketing 

strategy for competitiveness. With this result, age should be considered significant 

when formulating the development plan for port of call. Currently, cruise tourism has 

segmented the cruise ships into various groups as stated in chapter 2 (Table 2.14), and 

age has been used for cruise ship segmentation. Most small cruise ships target aging 

and retired passengers, while larger ships focus on younger groups of cruise 

passengers. Phuket port, therefore, should focus more on the younger cruise 

passengers, as this is the largest group coming to Phuket port. The interviews 

illustrate that the aging group prefers cultural attractions while the younger group is 

interested in recreational activities. In addition, the aging cruise passengers dislike the 

walking distance during the tendering operations.  

3) Region of Residence  

The results show that the region of residence has significance 

on the attitudes of cruise passengers toward the importance of all factors affecting 

port of call management. Region has been used to segment the market in tourism due 

to the similarity of cultures, locations, characteristics, attitudes, and preference. In 

cruise tourism, the region has widely been used to identify target markets. However, 

region identification is varied, according to the studies of Gibson (2006) and PATA 

(2011). The cruise passengers from each region have different characteristics when 

travelling. Asian cruise passengers prefer iconic attractions, shopping, massage, and 
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food while the European cruise passengers like activities and attractions with 

education and experience such as cooking classes, and cultural tours.  

4) Educational Background  

Educational background has no significance on the attitudes of 

cruise passengers toward the levels of importance of all factors affecting port of call 

management. Thus, the educational background is not required for consideration 

when developing the port.  

5) Religion 

Previous research rarely uses religion as a variable for study; 

however, it is crucial for this study to examine, as the cruise passengers at Phuket port 

are mainly from Asia where there are diverse religions. The results indicate that 

religion significantly alters attitudes of cruise passengers toward the levels of 

importance of all factors affecting port of call management. As mentioned, the 

majority of the cruise passengers at Phuket port are from Malaysia, India and 

Singapore; those from Malaysia and Singapore are Muslim, Buddhist and Hindu 

while those from India are Hindu and Buddhist. These cruise passengers mentioned 

religious requirements at port such as food, praying rooms, and life style. With this 

result, religion should be highly considered when developing the port management at 

Phuket. Halal food with hygiene and praying rooms at the main attractions should be 

considered for Muslims while vegetarian food should be provided for Hindu and 

Chinese.  

6) Occupation  

Difference of occupation yielded difference in the attitudes 

towards the importance of certain factors affecting port of call management which are 

“safety performance”, “port conditions” as well as the overall factors. Currently, the 

majority of the cruise passengers visiting Phuket port are “private business 

employees” and “retired” respectively. The motivations and needs of these two groups 

of passengers are totally different. The cruise passengers who are private business 

employees always cruise with large cruise ships, and require different safety 

performance and port conditions from those retired cruise passengers who always 

cruise with small cruise ships. Under the current circumstance, one of the emerging 

target markets of cruise tourism is the private business employees using the large 
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cruise ships. Therefore, Phuket should focus on these particular issues when 

developing the port of call management using the cruise ship size for identification.    

7) Marital Status  

The results show that the marital status has significance to the 

attitudes of cruise passengers toward the importance levels of all factors affecting port 

of call management. However, most of the cruise passengers in all ship sizes are 

married. 

8) Income 

The results show that income has significance to the attitudes 

toward the levels of importance of all factors affecting port of call management. It can 

be analyzed that the cruise passengers with lower income view the importance levels 

of all factors of port of call management differently from those with higher income. 

Under global cruise tourism, the cruise lines use the price of the cruise package for 

market segmentation. The lower income passengers usually cruise on a large cruise 

ship that are more affordable, while the higher income customers mainly cruise on the 

smaller cruise ships which offer premium services and products. With this result, 

cruise passengers with different incomes have dissimilar needs and expectations. For 

Phuket port, the number of cruise passengers with lower income have increased 

rapidly as stated by PATA (2011) and value for money is a major concern in 

accordance with the studies of some scholars (Tourism Queensland, 2006; Mary, 

2010; Busby & O’Neill, 2013) stating that mass or middle class tourists focus more 

on value for money when travelling. Port of call management should deliver higher 

value to cruise visitors at port.  
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Table 4.63  Summary of Statistic Testing Results on Cruise Passengers’ Socio- 

                    Demographic Variables toward Importance Levels of Port of Call  

                    Management  

 

Level of Importance toward Port of Call 

Management  
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Gender .233 .631 .320 .136 .073 

Age .001* .002* .006* .027* .000* 

Region of Residence  .000* .001* .000* .002* .000* 

Educational Background .135 .240 .257 .097 .295 

Religion  .000* .005* .000* .006* .000* 

Occupation  .004* .300 .011* .001* .057 

Marital Status .001* .017* .041* .002* .000* 

Income .000* .032* .000* .012* .001* 

 

Note:  *p-value<.05 

 

4.3.3.3 Research Question 5: What are Significant Variables on Cruise 

Passengers’ Traveling Patterns that Show Different Results of 

Importance Levels Toward Factors Affecting Port of Call 

Management?  

The findings presented in Table 4.64 reveal a p-value at 0.000 which is 

less than 0.05. It can be interpreted that cruise passengers who travel by different ship 

sizes have different attitudes toward the importance of overall factors affecting port of 

call management.  

When considering each factor affecting the importance of port of call 

management, the p-values from testing “tourism products and service”, “safety 

performance”, “port conditions” and “political condition, tourism policy and 

regulatory” are .001,.003, .000, and .000, respectively. This can be interpreted that the 

cruise passengers from different ship sizes have different attitudes toward the 

importance of factors affecting port of call management.  
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Table 4.64  Respondents’ Attitude toward Importance Level of Factors Affecting Port  

                    of Call Management as Classified by Ship Size 

 

Overall level of importance – Ship size  SS df MS F Sig 

Tourism products and service 

Between Groups 3.993 3 1.331 5.339 .001* 

Within Groups 139.104 558 .249   

Total 143.096 561    

Safety performance 

Between Groups 3.423 3 1.141 4.717 .003* 

Within Groups 134.960 558 .242   

Total 138.383 561    

Port conditions 

Between Groups 6.235 3 2.078 6.881 .000* 

Within Groups 168.520 558 .302   

Total 174.755 561    

Political condition, tourism policy and regulatory 

Between Groups 6.367 3 2.122 6.678 .000* 

Within Groups 177.328 558 .318   

Total 183.694 561    

Overall  

Between Groups 4.424 3 1.475 8.375 .000* 

Within Groups 98.257 558 .176   

Total 102.682 561    

 

Note:  *p-value<.05 

     

Further, post-hoc analysis found a pair of different ship sizes having 

different attitudes toward the importance of factors affecting port of call management. 

The findings are as presented in Table 4.65. 

Table 4.65 indicates that there are two pairs of different-ship sizes 

which have different attitudes toward the importance of “tourism products & service” 

which are the group that travel on mega cruise ships and those who travel on large 

cruise ships (x̄=5.14, 5.31) and the cruise passengers who travel in mega cruise ships 

versus the those who travel in small cruise ships (x̄=5.14, 5.42). 

Table 4.65 also indicates that there are three pairs sample groups on different 

ship sizes which have different attitudes toward the importance of “safety performance” 
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which are the groups that travel on mega cruise ship and those on small cruise ships (x̄= 

5.52, 5.71) and the cruise passengers who travel on large cruise ships versus those on small 

cruise ships (x̄=5.53, 5.71). The last are those who travel on midsize cruise ships and those 

on the small cruise ships (x̄= 5.48, 5.71). 

As evident from Table 4.65, there are three pairs of the cruise 

passengers who travel on different-ship sizes and have different attitudes toward the 

level of importance of “port condition” which are the cruise passengers who travel on 

mega cruise ships and those on small cruise ships (x̄=5.22, 5.51). The second pair is 

the cruise passengers who travel on large cruise ships versus those on small cruise 

ships (x̄=5.27, 5.51). The last pair is those who travel on midsize cruise ships and 

those on small cruise ships (x̄= 5.21, 5.51). 

As observed from Table 4.65, there are three pairs of the cruise 

passengers who travel on different ship sizes and have different attitudes toward the 

importance of “political condition, tourism policy and regulatory” which are the 

cruise passengers who travel on mega cruise ships and those on small cruise ships (x̄

=5.08, 5.41). The second pair is the cruise passengers who travel on large cruise ships 

versus those on small cruise size ships (x̄=5.15, 5.41). The last pair is those who travel 

on the midsize ships and those on small cruise ships (x̄=5.19, 5.41). 

As detailed from Table 4.65, there are three pairs of the cruise 

passengers who travel by different ship sizes and have different attitudes toward the 

importance of “overall factors affecting port of call management”. These are the 

cruise passengers who travel on mega cruise ships and those on small cruise ships (x̄

=5.22, 5.50). The second pair is the cruise passengers who travel on large cruise ships 

versus those on small cruise ships (x̄= 5.30, 5.50). The last pair is those who travel on 

midsize cruise ships and those on small cruise ships (x̄= 5.28, 5.50). 

 

Table 4.65  Multiple Comparisons between Different Ship Size on Importance Scores 

 

Factors   Ship Size Groups 

1. Tourism Products & Service    1 2 3 4 

1. Mega 5.14 - (.173)* - (.278)* 

2. Large 5.31 - - - - 

3. Midsize 5.30 - - - - 
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Table 4.65  (Continued) 

 

 

    

Factors   Ship Size Groups 

4. Small 5.42 - - - - 

2. Safety Performance     1 2 3 4 

1. Mega 5.52 - - - (.188)* 

2. Large 5.53 - - - (.177)* 

3. Midsize 5.48 - - - (.228)* 

4. Small 5.71 - - - - 

3. Port Conditions     1 2 3 4 

1. Mega 5.14 - - -   (.281)* 

2. Large 5.31 - - - (.241)* 

3. Midsize 5.30 - - - (.297)* 

4. Small 5.42 - - - - 

4. Political Condition, Tourism Policy and 

Regulatory  

   1 2 3 4 

1. Mega 5.08 - - - (.332)* 

2. Large 5.15 - - - (.257)* 

3. Midsize 5.19 - - - (.221)* 

4. Small 5.41 - - - - 

5. Overall Factors     1 2 3 4 

1. Mega 5.22 - - - (.275)* 

2. Large 5.30 - - - (.196)* 

3. Midsize 5.28 - - - (.219)* 

4. Small 5.50 - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

The result of research question test in Table 4.66 indicates the p-value 

at 0.604, which is more than the significance level of 0.05. It can be interpreted that 

there are no significant differences in the attitude toward the importance of “overall 

factors affecting port of call management” between the groups of cruise passengers 

who travel alone and those who travel with companions 
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Table 4.66  Respondents’ Attitude toward Level of Importance of Factors Affecting  

                    Port of Call Management as Classified by Travel Companion 

 

Overall – Travel companion  Travel Alone t df P-value 

Yes No 

X  S.D. X  S.D. 

Tourism products and service 5.32 0.524 5.25 0.459 1.588 560 .113 

Safety performance 5.56 0.486 5.51 0.518 1.046 560 .296 

Port conditions 5.27 0.586 5.32 0.494 -1.087 560 .278 

Political condition, tourism policy and 

regulatory 

5.21 0.587 5.17 0.541 .787 560 .432 

Overall  5.32 0.443 5.30 0.395 .519 560 .604 

 

Using One-way ANOVA yields a p-value at 0.000 which is less than 0.05. 

It is interpreted that the cruise passengers with different travelling companions have 

different attitudes toward the importance levels of the factors affecting port of call 

management at the 0.05 significance level. 

The findings show that only the p-value of all factors are lower than the 

significance level of 0.05 (.002, .001, .000, .000) which shows that cruise passengers 

with different travelling companions have different attitudes toward the importance of 

each factor affecting port of call management (Table 4.67). 

 

Table 4.67  Respondent’s Attitudes toward Importance Levels of Factors Affecting  

                    Port of Call Management as Classified by Travel Companion  

 

Factor affecting the Important of port of call 

management  

SS df MS F Sig 

Tourism products and service      

Between Groups 3.836 3 1.279 5.143 .002* 

Within Groups 135.730 546 .249     

Total 139.566 549       

Safety performance      

Between Groups 4.146 3 1.382 5.736 .001* 

Within Groups 131.558 546 .241     

Total 135.705 549       
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Table 4.67  (Continued) 

   
   

Factor affecting the Important of port of call 

management  

SS df MS F Sig 

Port Conditions      

Between Groups 8.355 3 2.785 9.338 .000* 

Within Groups 162.845 546 .298     

Total 171.199 549       

Political condition, tourism policy and regulatory 

Between Groups 6.115 3 2.038 6.366 .000* 

Within Groups 174.820 546 .320     

Total 180.935 549       

All of Important      

Between Groups 5.555 3 1.852 10.688 .000* 

Within Groups 94.592 546 .173     

Total 100.147 549       

 

Note:  * p-value  < .05 

 

A further Post-hoc test was performed to find pairs of sample groups 

with different traveling companions that have different attitudes toward the 

importance of “tourism products and service” “safety performance” “port conditions” 

and “political condition, tourism policy and regulatory”. The findings are as presented 

in Table 4.68.  

As observed in Table 4.68, cruise passengers travelling with family and 

those with a spouse/lover viewed the importance of “tourism products & service” 

differently. (x̄=5.21, 5.38).  

The findings in Table 4.68 indicate, cruise passengers travelling with 

family and those with a spouse/lover had different attitudes toward “safety 

performance” at (x̄=5.46, 5.64). 

As observed in Table 4.68, cruise passengers travelling with family and 

those with a spouse/lover viewed the importance of “port conditions” at different 

levels (x̄=5.15, 5.41). 

The findings in Table 4.68 show that cruise passengers travelling with 

family and those with spouse/lover have different levels of importance for “political 

condition, tourism policy and regulatory” at (x̄=5.10, 5.30). 
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The findings presented in Table 4.68 indicate one pair significantly different 

attitudes toward the importance of overall factors affecting port of call management as 

follows; the cruise passengers travelling with family and those with spouse/lover (x̄

=5.21, 5.42). 

 

Table 4.68  Multiple Comparisons between Different Travelling Companion Groups  

                    on Importance Scores 

 

Factors   Travelling Companion Groups 

1. Tourism Products & Service    1 2 3 4 

1. Friend/Colleague 5.28 - - - - 

2. Family 5.21 - - (.173)* - 

3. Spouse/Lover 5.38 - - - - 

4. Others 5.11 - - - - 

2. Safety Performance     1 2 3 4 

1. Friend/Colleague 5.48 - - - - 

2. Family 5.46 - -   (.180)* - 

3. Spouse/Lover 5.64 - - - - 

4. Others 5.48 - - - - 

3. Port Conditions      1 2 3 4 

1. Friend/Colleague 5.27 - - - - 

2. Family 5.15 - - (.258)* - 

3. Spouse/Lover 5.41 - - - - 

4. Others 5.02 - - - - 

4. Political Condition, Tourism Policy and 

Regulatory  

   1 2 3 4 

1. Friend/Colleague 5.12 - - - - 

2. Family 5.10 - - (.202)* - 

3. Spouse/Lover 5.30 - - - - 

4. Others 4.90 - - - - 

5. Overall Factors     1 2 3 4 

1. Friend/Colleague 5.28 - - - - 

2. Family 5.21 - - (.208)* - 

3. Spouse/Lover 5.42 - - - - 

4. Others 5.10 - - - - 

 

Note:  Mean differences at 0.05 significant level 
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The findings presented in Table 4.69 reveal a p-value at 0.000, which is 

less than 0.05. This means that cruise passengers with different cruising time have different 

attitudes toward the importance of factors affecting port management. 

Regarding each factor, the findings reveal that the p-value of “tourism 

products & service”, “safety performance” and “political condition, tourism policy 

and regulatory” are lower than the significance level of 0.05 (.017, .000, .000) which 

shows that cruise passengers with different cruising times have different attitudes 

toward the importance of each factor affecting port of call management.  

 

Table 4.69  Respondents’ Attitudes toward Levels of Importance of Factors Affecting    

                    Port of Call Management as Classified by Cruising Time 

 

Importance Levels – Cruising Time SS df MS F Sig 

Tourism products and service      

Between Groups 5.863 11 .533 2.136 .017* 

Within Groups 137.234 550 .250   

Total 143.096 561    

Safety performance      

Between Groups 9.728 11 .884 3.781 .000* 

Within Groups 128.654 550 .234   

Total 138.383 561    

Port conditions      

Between Groups 5.919 11 .538 1.753 .059 

Within Groups 168.836 550 .307   

Total 174.755 561    

Political condition, tourism policy and regulatory 

Between Groups 13.978 11 1.271 4.118 .000* 

Within Groups 169.716 550 .309   

Total 183.694 561    

Overall      

Between Groups 6.656 11 .605 3.465 .000* 

Within Groups 96.026 550 .175   

Total 102.682 561    

 

Note:  * p-value  < .05 
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Further, a Post-hoc test was performed to find pairs of the cruise 

passenger groups with different cruising times which have different attitudes toward 

the importance levels of “tourism products and service”, “port conditions” and 

“political condition and tourism policy and regulatory” of Phuket’s port of call 

management . The findings are presented in Table 4.70.  

The post-hoc test presented in Table 4.70 reveal that the cruise 

passenger groups with different cruising times don’t have different attitudes toward 

importance levels of “tourism products and service” of Phuket’s port of call 

management. \ 

As observed in Table 4.70, there are two pairs of the cruise passenger 

groups who have different cruising times and have different attitudes toward the 

importance levels of “safety performance.” These are the cruise passengers who have 

cruised once and cruise passengers who have cruised four times (x̄=5.42, 5.77). The 

second pair comprises the cruise passengers that have travelled once and those who 

have cruised seven times (x̄=5.04, 5.85).   

As indicated in Table 4.70, there are two pairs of the cruise passenger 

groups that have different cruising times and have different attitudes toward the 

importance levels of “political condition, tourism policy and regulations.” These are 

the cruise passengers who have cruised once and the cruise passengers who have 

cruised seven times (x̄=5.04, 5.53). The second pair comprises of cruise passengers 

who have travelled once and those who have cruised 11 times (x̄=5.04, 5.43).   

The findings in Table 4.70 show that there is a pair of the cruise 

passenger groups that have different cruising times and have different attitudes of the 

importance levels toward “overall factors of port of call management”. These are the 

cruise passengers who have cruised one time and the cruise passengers who have 

cruised seven times (x̄= 5.22, 5.61).  
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Table 4.70  Multiple Comparisons between Different Cruising Time Groups on  

                    Importance Scores 

 

Factors  Cruising Time Groups 

1. Tourism Products &   

    Service 

   1 2 3 4 5 6 7 8 9 10 11 12 

1. 1 time   5.22 - - - - - - - - - - - - 

2. 2 times 5.29 - - - - - - - - - - - - 

3. 3 times 5.35 - - - - - - - - - - - - 

4. 4 times 5.33 - - - - - - - - - - - - 

5. 5 times 5.33 - - - - - - - - - - - - 

6. 6 times 5.13 - - - - - - - - - - - - 

7. 7 times 5.61 - - - - - - - - - - - - 

8. 8 times 5.49 - - - - - - - - - - - - 

9. 9 times 5.51 - - - - - - - - - - - - 

10. 10 times 5.36 - - - - - - - - - - - - 

11. 11-20 times 5.46 - - - - - - - - - - - - 

12. Above 20 times 5.19 - - - - - - - - - - - - 

2. Safety Performance    1 2 3 4 5 6 7 8 9 10 11 12 

1. 1 time   5.42 - - - (.341)* - - (.429)* - - - - - 

2. 2 times 5.56 - - - - - - - - - - - - 

3. 3 times 5.59 - - - - - - - - - - - - 

4. 4 times 5.77 - - - - - - - - - - - - 

5. 5 times 5.68 - - - - - - - - - - - - 

6. 6 times 5.33 - - - - - - - - - - - - 

7. 7 times 5.85 - - - - - - - - - - - - 

8. 8 times 5.70 - - - - - - - - - - - - 

9. 9 times 5.69 - - - - - - - - - - - - 

10. 10 times 5.69 - - - - - - - - - - - - 

11. 11-20 times 5.65 - - - - - - - - - - - - 

12. Above 20 times 5.68 - - - - - - - - - - - - 

4. Political Condition, 

Tourism Policy and 

Regulations 

   1 2 3 4 5 6 7 8 9 10 11 12 

1. 1 time   5.04 - - - - - - (.487)* - - - (.391)* - 

2. 2 times 5.26 - - - - - - - - - - - - 

3. 3 times 5.38 - - - - - - - - - - - - 

4. 4 times 5.21 - - - - - - - - - - - - 

5. 5 times 5.33 - - - - - - - - - - - - 

6. 6 times 5.29 - - - - - - - - - - - - 
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Table 4.70  (Continued) 

 

Factors  Cruising Time Groups 

1. Tourism Products &   

    Service 

   1 2 3 4 5 6 7 8 9 10 11 12 

7. 7 times 5.53 - - - - - - - - - - - - 

8. 8 times 5.35 - - - - - - - - - - - - 

9. 9 times 5.43 - - - - - - - - - - - - 

10. 10 times 5.00 - - - - - - - - - - - - 

11. 11-20 times 5.43 - - - - - - - - - - - - 

12. Above 20 times 5.34 - - - - - - - - - - - - 

5. Overall Factors     1 2 3 4 5 6 7 8 9 10 11 12 

1. 1 time   5.22 - - - - - - (.394)* - - - * - 

2. 2 times 5.35 - - - - - - - - - - - - 

3. 3 times 5.41 - - - - - - - - - - - - 

4. 4 times 5.38 - - - - - - - - - - - - 

5. 5 times 5.42 - - - - - - - - - - - - 

6. 6 times 5.22 - - - - - - - - - - - - 

7. 7 times 5.61 - - - - - - - - - - - - 

8. 8 times 5.47 - - - - - - - - - - - - 

9. 9 times 5.51 - - - - - - - - - - - - 

10. 10 times 5.22 - - - - - - - - - - - - 

11. 11-20 times 5.43 - - - - - - - - - - - - 

12. Above 20 times 5.31 - - - - - - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

A one-way ANOVA test yields a p-value at 0.001, which is much lower 

than 0.05. It can be interpreted that cruise passengers with different types of cruises 

have different attitudes of levels of importance toward factors affecting port of call 

management.  

When looking at specific factors, it is found that the p-values of 

“tourism products and service”, “port conditions”, and “political condition, tourism 

policy and regulations” are lower than the significant level of 0.05 (.006, .025, .002, 

respectively). It can be interpreted that cruise passengers with different types of 

cruises have different attitudes of the importance levels of these 3 factors. (Table 

4.71).  
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Table 4.71  Respondents’ Attitudes of Importance Levels toward Factors Affecting  

                    Port of Call Management as Classified by Type of Cruising 

 

Factors SS df MS F Sig 

Tourism products and service      

Between Groups 4.532 6 .755 3.025 .006* 

Within Groups 138.564 555 .250   

Total 143.096 561    

Safety performance      

Between Groups 3.053 6 .509 2.087 .053 

Within Groups 135.329 555 .244   

Total 138.383 561    

Port Conditions      

Between Groups 4.479 6 .747 2.433 .025* 

Within Groups 170.275 555 .307   

Total 174.755 561    

Political condition, tourism policy and regulatory 

Between Groups 6.704 6 1.117 3.504 .002* 

Within Groups 176.990 555 .319   

Total 183.694 561    

Overall      

Between Groups 4.320 6 .720 4.063 .001* 

Within Groups 98.362 555 .177   

Total 102.682 561    

 

Note:  * p-value  < .05 

 

Further, a Post-hoc test was performed to find  which pairs of cruise 

passengers with different types of cruises have different attitudes toward “tourism 

products and service”, “port conditions” and “political condition and tourism policy 

and regulations.” The findings are presented in Table 4.72.  

The findings shown in Table 4.72 indicate a pair with significantly 

different attitudes toward tourism products & service which is “leisure” and “leisure 

& education” (x̄=5.25, 5.45).  

The post-hoc test in Table 4.72 indicate one pair of cruise passengers 

with significantly different attitudes toward port conditions which is “leisure” and 

“leisure & education” (x̄=5.23, 5.46).  
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The findings presented in Table 4.72 indicate a pair cruise passengers 

with significantly different attitudes toward political condition, tourism policy and 

regulations, which is “leisure” and “leisure & education” (x̄=5.13, 5.38). 

The post-hoc test in Table 4.72 indicate one pair cruise passengers with 

significantly different attitudes toward overall factors, which is “leisure” and “leisure 

& education” (x̄=5.26, 5.47).  

 

Table 4.72  Multiple Comparisons between Different Types of Cruising Groups on  

                    Importance Scores 

 

Factors  Types of Cruising Groups 

1. Tourism Products & Service    1 2 3 4 5 6 7 

1. Leisure   5.25 - - - (.208)*  - - 

2. Education 5.23 - - - - - - - 

3. Business 5.25 - - - - - - - 

4. Leisure & Education 5.45 - - - - - - - 

5. Leisure & Business 5.34 - - - - - - - 

6. Education & Business 5.54 - - - - - - - 

7. Others 5.42 - - - - - - - 

3. Port Conditions    1 2 3 4 5 6 7 

1. Leisure   5.23 - - - - (.193)* - - 

2. Education 5.37 - - - - - - - 

3. Business 5.07 - - - - - - - 

4. Leisure & Education 5.42 - - - - - - - 

5. Leisure & Business 5.46 - - - - - - - 

6. Education & Business 5.32 - - - - - - - 

7. Others 5.36 - - - - - - - 

4. Political Condition, Tourism 

Policy and Regulatory 

   1 2 3 4 5 6 7 

1. Leisure   5.13 - - - (.259)*  - - 

2. Education 5.32 - - - - - - - 

3. Business 5.20 - - - - - - - 

4. Leisure & Education 5.38 - - - - - - - 

5. Leisure & Business 5.29 - - - - - - - 

6. Education & Business 5.29 - - - - - - - 

7. Others 5.50 - - - - - - - 

5. Overall Factors     1 2 3 4 5 6 7 

1. Leisure   5.26 - - - (.205)*  - - 
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Table 4.72  (Continued) 

 

        

Factors  Types of Cruising Groups 

2. Education 5.36 - - - - - - - 

3. Business 5.30 - - - - - - - 

4. Leisure & Education 5.47 - - - - - - - 

5. Leisure & Business 5.41 - - - - - - - 

6. Education & Business 5.44 - - - - - - - 

7. Others 5.52 - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

The result of research question tested in Table 4.73 indicates a p-value 

at 0.604, which is above the accepted significance level (.05). It can be interpreted 

that there are no significant differences toward the importance levels of “overall port 

of call management” between the cruise passengers who purchase the shore excursion 

onboard the ship and those who do not.     

 

Table 4.73  Respondents’ Attitudes of Levels of Importance toward Factors Affecting  

                    Port of Call Management as Classified by Channel of Tour Purchase 

 

Overall Importance of Port of 

Call Management – Channel 

of Tour Purchase 

Shore Excursion Purchase from the ship t df P-

value Yes No 

X  S.D. X  S.D. 

Tourism products and service 5.32 0.524 5.25 0.459 1.588 560 .113 

Safety performance 5.56 0.486 5.51 0.518 1.046 560 .296 

Port Conditions 5.27 0.586 5.32 0.494 -1.087 560 .278 

Political condition, tourism 

policy and regulatory 

5.21 0.587 5.17 0.541 .787 560 .432 

Overall 5.32 0.443 5.30 0.395 .519 560 .604 

 

Note:  Mean differences at 0.05 significant level 
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To sum up the significance of variables on cruise passengers’ travelling 

patterns in response to this research question “What are significant variables on 

cruise passengers’ travelling patterns that show different results of levels of 

importance toward factors affecting port of call management? the discussion is 

concluded in Table 4.74. 

1) Ship Size 

The results illustrate that ship size influences the attitudes of 

the cruise passengers toward the importance levels of port of call management. The 

ship size is the most important factor affecting port management as each ship size 

indicates a different group of the cruise passengers with different demographic 

profiles. Moreover, in selecting a port, the ship size is the main criterion as different 

ship sizes require different port facilities, infrastructure and tourism products as found 

in this study. In addition, these results correspond with several studies (Gibson, 2006; 

Tan, 2009; Lekakou et al, 2009) which found that different ship sizes require different 

port elements. As a result, Phuket should use ship size as the main criterion when 

developing the port of call management.   

2) Travel Style  

The results found that the travel style bring about no significant 

differences in attitudes toward the importance levels of factors affecting port of call 

management. In conclusion, travel style need not be considered when developing or 

improving port of call. 

3) Travel Companion 

The results illustrate that the cruise passengers with different 

travel companions have different attitudes toward the importance levels of port of call 

management. With this result, it is necessary for Phuket port development to consider 

this issue, in particular.  

4) Cruising Time 

The results found that the cruising time has significant 

differences in the cruise passengers’ attitudes toward the importance levels of most 

factors affecting port of call management except for “port conditions”. Experienced 

cruise passengers view the port of call management differently from novices.  
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5) Type of Cruising  

The type of cruises yielded significant differences for the 

attitudes of the importance levels toward most of the factors affecting port of call 

management which are “tourism products & service”, “port conditions”, “political 

conditions, tourism policies and regulatoions” as well as the overall factors. The 

results show that no matter the purpose, passengers view safety performance 

similarly. Meanwhile, cruise passengers with different purposes for cruising view 

other factors differently.   

6) Channel of Tour Purchase 

The results illustrate that the channel of tour purchase does not 

influence the attitudes of the cruise passengers toward the of importance levels of port 

of call management. 

 

Table 4.74  Summary of Statistic Testing Results on Cruise Passengers’ Travelling  

                    Patterns toward Importance Levels of Port of Call Management  

 

Variables   
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Ship Size .000* .001* .003* .000* .000* 

Travel Style (with) .604 .113 .296 .278 .432 

Travel Companion  .000* .002* .001* .000* .000* 

Cruising Time .000* .017* .000* .059 .000* 

Type of Cruising  .001* .006* .053 .025* .002* 

Chanel of Tour Purchasing  .604 .113 .296 .278 .432 

 

Note:  Mean differences at 0.05 significant level 
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4.3.4 Research Objective 3: Efficiency Levels toward Phuket’s Port of 

Call Management   

Research objective 3 investigated the efficiency levels of Phuket’s port of call 

management under six research questions.  

4.3.4.1 Research Question 6: What are the Efficiency Levels of 

Phuket’s Port of Call Management?  

From the above results of quantitative data collection (Table 4.74), the 

variables affecting efficiency of Phuket’s port of call management are ranked from the 

highest to lowest efficiency. The results of the efficiency of Phuket’s port of call 

management reveals immigration formalities and custom regulations at the highest 

rank (x̄=5.34). This qualitative finding is also supported by the semi-structured 

interviews from all groups, which found that the immigration formalities are one of 

the strengths of Phuket’s port of call management. In addition, the data from semi-

structured interviews illustrate that the policies and procedures of immigration at 

Phuket port is quite flexible. Once the cruise ship arrives and the immigration teams 

are onboard, the cruise passengers are allowed to disembark without individual 

passport checks, which confirms the speed and efficiency of Phuket’s immigration 

procedures. 

The immigration formalities are fundamental criteria of port of call, in 

accordance with Hawke (2012). Quick and easy immigration procedures are highly 

required at a port which is in accordance with the studies of Tourism Queensland 

(2006) and Ontario Ministry of Tourism (2006) especially for the large cruise ships.  

The following are interview excerpts regarding immigration formalities 

performed at Phuket port.     

        

“Immigration is good and efficient. No queue is required.”(CS10) 

“Immigration is very efficient. We can clear the passengers fast.” (CS13) 

“Immigration and custom should be transparent.” (LB1) 

“Immigration formality in Phuket is good. The cruise passengers can disembark right away after the 

ship arrival. This is the strong point of Phuket port.” (LB8) 

“Immigration is good and efficient from what I always hear.” (LB19) 

“Immigration in Phuket is great. It is much better than other places.” (LB21) 
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“…immigration is fast and convenient…good for tours dispatch as it is no need to queue up for 

immigration formality.” (LB23) 

“Immigration is effective comparing to other ports.” (CS3) 

“Immigration is good. It is better than Singapore.” (CS7) 

“Immigration is good and efficient.” (CS10) 

“Immigration is very efficient. We can clear the passengers fast.” (CS13) 

“Immigration is good.” (CS14) 

 

The service provider is ranked as the second most efficient variable (x̄

=5.14) of Phuket’s port of call management. This is consistent with the significant 

results from semi-structured interviews and literature review (Tongzon & Heng, 2005; 

Tourism Queensland, 2006; Magala & Sammon, 2008), confirming that service and 

hospitality are important elements for port management. The following show that 

service and hospitality are strengths of Phuket’s port of call.  

 

“Hospitality of the people is the unique which is hardly found in other port.” (CS3) 

“Thai people are awesome. They are very friendly and helpful. Service staffs are good here comparing 

to other ports.” (CS5) 

“I can say that hospitality is the best here compare to the other ports of call.” (CS6) 

“People are nice.” (CP1) 

“Local people are really friendly. They are nice to the tourists.” (CP2) 

“People are very friendly. They are cool and give a good service. The guide is helpful and 

informative.” (CP5) 

“People are really sympathy here in Phuket. They are polite and cool. I love Thai people.” (CP6) 

“I love people in Phuket.” (CP7) 

“. I can say that hospitality is the best here compare to the other ports of call. This is superb.” (CS6) 

“People are nice. They smile, they are helpful. This makes tourist happy.” (CS 11) 

“Service staffs in tourism sector are very hospiTable.” (LB4) 

“Hospitality of local like friendliness is good.” (LB16) 

 

Offering good tourism attractions is one of the significant factors 

making Phuket an international tourist destination as indicated by Apinya Titanont & 

Naphawan Jane Chantradoan (2004). Meanwhile, tourism attractions should be 

diverse, attractive and satisfying, which is consistent with Vengasayi (2033). In 

addition, the quality of the attractions is another important requirement as affirmed by 

Iraqi (2006). The results reveal that the efficiency of tourism attractions holds the 
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third rank (x̄=5.13). Interviews highlight that tourism attractions provide motivation 

for the cruise passengers to visit Phuket port. Asians, who are the majority of cruise 

passengers in Phuket, prefer iconic tourist attractions.  Therefore, marine tourism 

attractions such as Phi Phi Island and Phang Nga Bay, as well as the city tours, are the 

top three tourist attractions for all groups.  

 

“People always talk about tourism attraction in Phuket. They always talk about Phi Phi Island, James 

Bond Island, food, massage.” (CS12) 

“I believe that tourism attraction and name of Phuket are the strengths of Phuket.” (LB3) 

“People comes to Phuket to enjoy beach, nature such as Phang Nga Bay, Phi Phi Island, Elephant 

camp and sightseeing.” (LB13) 

 

Tourists are really concerned with value for money when selecting a 

tourism destination (Tourism Queensland, 2006). For cruise tourism, Zeithaml (1988) 

affirms that value for money is an overall assessment of the utility perceived by 

consumers or tourists. This study found that efficiency of value for money at Phuket 

port has the forth rank (x̄=5.12). Value for money is identified by the value of tourism 

products and the gap between the expectations and perceived value of a port visit. The 

following are results of value for money from semi-structured interviews.  

 

“People feel that value for money is the point that they wish to come to Phuket.” (CS12) 

“The value for money is better than other ports.” (CS13) 

“I feel fulfilled to join the various activities at Phuket port. It is worth for the money I spent.” (CP3) 

“Value for money is the reason why Phuket is so popular. Activity they join is worth for money.” 

(LB1&) 

 

In the meantime, the efficiency levels of climate & sea conditions, 

tourism activity, safety & security onshore, shore excursion management and health 

& sanitation and port characteristic were the remaining top ten factors in descending 

order, as evident by the mean scores.  

In contrary, three variables are critically lower than other variables. Port 

infrastructure and port facility are at somewhat inefficient levels and political stability 

is viewed as somewhat efficient.  
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Table 4.75  Ranking of Variables on Efficiency of Port of Call Management 

 

Variables  x̄ S.D. 

Immigration formality and custom regulation 5.34 0.812 

Service provider  5.14 0.785 

Tourism attraction   5.13 0.789 

Value for money 5.12 0.789 

Climate & sea conditions 5.12 0.816 

Tourism activity   5.07 0.78 

Safety & security on shore 5.06 0.821 

Shore excursion management 4.85 0.79 

Health & sanitation 4.82 0.864 

Port characteristic 4.71 0.969 

Accessibility 4.67 0.927 

Cleanliness 4.66 0.924 

Emergency plan 4.58 0.886 

Tourism amenity   4.46 0.825 

Port management  4.46 0.909 

Connectivity  4.43 0.871 

Social acceptance 4.42 0.916 

Collaboration of stakeholders 4.3 0.85 

National cruise policy 4.27 0.923 

Political stability 3.77 1.123 

Port facility 3.5 1.119 

Port infrastructure 3.41 1.111 

 

4.3.4.2 Research Question 7: What are Significant Variables on Cruise 

Passengers’ Socio-demographic Profiles that Show Different 

Results of the Efficiency Levels of Phuket’s Port of Call 

Management?  

T-test statistics investigated this research question, and the result of the 

p-value of 0.019 is below the significance level (.05). It can be interpreted that the 

respondents with different genders have different evaluations of overall efficiency 

toward “factors affecting Phuket’s port of call management”.  

Regarding individual factors, the findings reveal that cruise passengers 

with different genders do not have different evaluations of efficiency toward “tourism 

products and service”, “safety performance”, or “political condition, tourism policy 
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and regulatory” with p-value at 0.171, 0.055, and 0.267 respectively. However, the 

results indicate that different genders have different evaluation levels toward “port 

conditions,” with a  p-value of  0.008. (Table 4.76).  

 

Table 4.76  Respondent’s Evaluation toward Level of Efficiency of Phuket’s Port of  

                    Call Management as Classified by Gender 

 

Factors Affecting Port of Call 

Management – Gender  

Gender t df P-value 

Male Female 

X  S.D. X  S.D. 

Tourism products and service 4.93 0.602 5.00 0.531 -1.369 560 .171 

Safety performance 4.73 0.769 4.85 0.712 -1.920 560 .055 

Port Conditions 4.27 0.671 4.42 0.645 -2.678 560 .008* 

Political condition, tourism policy and 

regulatory 

4.39 0.704 4.46 0.647 -1.112 560 .267 

All of Satisfaction 4.56 0.535 4.66 0.487 -2.346 560 .019 

 

Note:  *p-value < .05 

 

The findings presented in Table 4.77 reveal a p-value of 0.008 which is 

significant. It is interpreted that the cruise passengers with different ages have different 

evaluations toward the overall efficiency levels of Phuket’s port management.  

Regarding each factor, the findings indicate that the cruise passengers 

with different ages have different evaluations toward the efficiency levels of only two 

factors which are “safety performance” and “political conditions, tourism policies and 

regulations,” with p-values of  0.018 and 0.001.   
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Table 4.77  Respondents’ Evaluation of Levels of Efficiency toward Phuket’s Port of  

                    Call Management as Classified by Age 

 

Factor affecting Phuket’s port of call 

management – Age  

SS df MS F Sig 

Tourism products and service 

Between Groups 3.788 6 .631 1.940 .072 

Within Groups 180.578 555 .325   

Total 184.367 561    

Safety performance 

Between Groups 8.479 6 1.413 2.573 .018* 

Within Groups 304.757 555 .549   

Total 313.236 561    

Port conditions 

Between Groups 3.434 6 .572 1.304 .253 

Within Groups 243.590 555 .439   

Total 247.023 561    

Political condition, tourism policy and regulatory 

Between Groups 10.110 6 1.685 3.747 .001* 

Within Groups 249.585 555 .450   

Total 259.695 561    

Overall   

Between Groups 4.570 6 .762 2.906 .008* 

Within Groups 145.451 555 .262   

Total 150.020 561    

 

Note:  *p-value < .05 

 

Therefore, a Post-hoc test was performed to find pairs of cruise 

passenger groups with different ages who have different evaluations of efficiency 

toward Phuket’s port of call management. The findings are as presented in Table 4.78. 

The findings in Table 4.78 reveal a pair of different ages of cruise 

passengers with statistically significantly different evaluations of the efficiency levels 

toward Phuket’s port of call management, in respect to “safety performance”  which are the 

cruise passengers whose age  between 31-40 year olds and 61-70 year olds. (x̄=4.75, 4.81).  

The findings presented in Table 4.78 reveal two pair of different ages of the 

cruise passengers with statistically significantly different evaluations of efficiency levels 

toward Phuket’s port of management, in respect to “political conditions, tourism policies 
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and regulations.”  Differences were found between the groups of 31-40 year olds and 61-70 

year olds (x̄=4.29, 4.60); and the groups of 41-50 year olds and 61-70 year olds (x̄= 4.26, 

4.60).     

The results in Table 4.78 reveal a pair of different ages of the cruise 

passengers with statistically significantly different evaluations of efficiency levels toward 

overall Phuket’s port of management, which are the group of  31-40 year olds and group of 

61-70 year olds (x̄= 4.48 , 4.73).  

 

Table 4.78  Multiple Comparison between Different Age Groups on Efficiency   

                    Scores 

 

Factors  Age Groups 

2. Safety Performance     1 2 3 4 5 6 7 

1.   1-20 years old 4.78 - - - - - - - 

2. 21-30 years old 4.57 - - - - - - - 

3. 31-40 years old 4.75 - - - - - (.351)* - 

4. 41-50 years old 4.83 - - - - - - - 

5. 51-60 years old 4.92 - - - - - - - 

6. 61-70 years old 4.81 - - - - - - - 

7. Above 70 years old 4.78 - - - - - - - 

4. Political Conditions, Tourism 

Policy and Regulatory  

   1 2 3 4 5 6 7 

1.    1-20 years old  4.62 - - - - - - - 

2. 21-30 years old 4.38 - - - - - - - 

3. 31-40 years old 4.29 - - - - - (302)* - 

4. 41-50 years old 4.26 - - - - - (332)* - 

5. 51-60 years old 4.43 - - - - - - - 

6. 61-70 years old 4.60 - - - - - - - 

7. Above 70 years old 4.59 - - - - - - - 

5. Overall Factors    1 2 3 4 5 6 7 

1.   1-20 years old  4.76 - - - - - - - 

2. 21-30 years old 4.59 - - - - - - - 

3. 31-40 years old 4.48 - - - - - (.260)* - 

4. 41-50 years old 4.55 - - - - - - - 

5. 51-60 years old 4.64 - - - - - - - 

6. 61-70 years old 4.73 - - - - - - - 

7. Above 70 years old 4.63 - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 
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Using One-way ANOVA to test the research question, the findings 

reveal a p-value of 0.000, which is less than 0.05. It can be interpreted that cruise 

passengers with different regions of residence have different evaluations of the 

efficiency levels toward “overall Phuket’s port of call management.”  

Regarding each factor, the p-value from the testing of “tourism products 

and service; safety performance, port conditions, tourism policies and regulations” 

were .000, .000, .001 and .020, respectively. It is interpreted that the cruise passengers with 

different regions of residence have different evaluations of efficiency levels toward 

each and every factor which affect Phuket’s port of call management (Table 4.79). 

 

Table 4.79   Respondents’ Evaluations of Levels of Efficiency toward Phuket’s Port of call  

                      Management as classified by Region of Residence  

 

Overall Phuket’s port of call management – 

Region of residence 

SS df MS F Sig 

Tourism products and service 

Between Groups 10.880 3 3.627 11.665 .000* 

Within Groups 173.486 558 .311   

Total 184.367 561    

Safety performance 

Between Groups 11.810 3 3.937 7.288 .000* 

Within Groups 301.426 558 .540   

Total 313.236 561    

Port Conditions 

Between Groups 7.002 3 2.334 5.426 .001* 

Within Groups 240.021 558 .430   

Total 247.023 561    

Political condition, tourism policy and regulatory 

Between Groups 4.516 3 1.505 3.291 .020* 

Within Groups 255.179 558 .457   

Total 259.695 561    

Overall 

Between Groups 7.793 3 2.598 10.191 .000* 

Within Groups 142.228 558 .255   

Total 150.020 561    

 

Note:  * p-value  < .05 
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Therefore, a post-hoc test was required to examine the differences in 

cruise passengers’ evaluations of efficiency levels toward Phuket’s port of call 

management as compared by region of residence. The findings are presented in Table 

4.80. 

The post-hoc test indicated in Table 4.80 shows two pairs of the cruise 

passengers from different regions of residence with significantly different evaluations 

of efficiency toward Phuket’s port of call management, in respect to “tourism 

products and services” as follows: the cruise passengers from America and Asia (x̄

=5.14, 4.85), and the cruise passengers from Asia and Europe (x̄=4.85, 5.18).    

From Table 4.80, the post-hoc test indicates three pairs of different 

regions of residence of the cruise passengers with significantly different evaluations 

of efficiency toward “safety performance” as follows: the cruise passengers from 

America and Asia (x̄= 5.04, 4.69), those from America and Australia (x̄= 5.04, 4.64), 

and  those from Asia and Europe (x̄= 4.69, 4.93). 

The findings presented in Table 4.80 indicate a pair of different regions 

of residence of the cruise passengers with significantly different evaluations of 

efficiency toward “port conditions” which are the cruise passengers from America 

and Asia (x̄=4.54, 4.25).  

The post-hoc test in Table 4.80 indicates a pair of different regions of 

residence of the cruise passengers with significantly different evaluations of 

efficiency toward “political conditions, tourism policies and regulations” which are 

the cruise passengers from America and Asia (x̄= 4.35, 4.40). 

The post-hoc test in Table 4.80 indicates three pairs of different regions 

of residence of the cruise passengers with significantly different evaluations of 

efficiency toward overall Phuket’ port of call management as follows: the cruise 

passengers from American and Asia (x̄= 4.80, 4.52), the cruise passengers from Asia 

and Europe (x̄=4.52, 4.73).   
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Table 4.80  Multiple Comparisons between Different Regions of Residence Groups  

                    on Efficiency Scores 

 

Factors   Region of Residence Groups 

1. Tourism Products & Service    1 2 3 4 

1. America  5.14 - (.282** - - 

2. Asia 4.85 - - - (.320)* 

3. Australia 4.93 - - - - 

4. Europe 5.18 - - - - 

2. Safety Performance    1 2 3 4 

1. America  5.04 - (.349)* (.391)* - 

2. Asia 4.69 - - - (.241)* 

3. Australia 4.64 - - - - 

4. Europe 4.93 - - - - 

3.   Port Conditions     1 2 3 4 

1. America  4.54 - (.294)* - - 

2. Asia 4.25 - - - - 

3. Australia 4.30 - - - - 

4. Europe 4.42 - - - - 

4.   Political Conditions, Tourism Policy and   

     Regulatory 

   1 2 3 4 

1. America  4.35 - (.237)* - - 

2. Asia 4.40 - - - - 

3. Australia 4.49 - - - - 

4. Europe 4.35 - - - - 

5.  Overall Factors    1 2 3 4 

1. America  4.80 - (.288)* (.247)* - 

2. Asia 4.52 - - - (.217)* 

3. Australia 4.56 - - - - 

4. Europe 4.73 - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

One-way ANOVA found that in respect to the efficiency levels of 

overall factors affecting Phuket’s port of call management, the p-value is at 0.135 

which is over 0.05. It can be interpreted that cruise passengers with different 

educational backgrounds don’t have different evaluations on the efficiency toward 

overall factors affecting Phuket’s port of call management.  
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Regarding each factor of Phuket’s port of call management, the p-

values from ”tourism products and service”, “safety performance”, “port conditions” 

and “political condition, tourism policy and regulatory” are 0.951, 0.136, 0.307 and 

0.747, respectively, which are above 0.05. Therefore, it is concluded that cruise 

passengers with different educational backgrounds don’t have different evaluations of 

efficiency toward each and every factor which affects Phuket’s port of call 

management (Table 4.81). 

 

Table 4.81  Respondents’ Evaluations of Levels of Efficiency toward Phuket’s Port  

                    of Call Management as Classified by Education Background 

 

Factors affecting efficiency of port of call 

management – Educational background  

SS df MS F Sig 

Tourism products and service 

Between Groups .033 2 .017 .050 .951 

Within Groups 184.334 559 .330   

Total 184.367 561    

Safety performance 

Between Groups 2.230 2 1.115 2.005 .136 

Within Groups 311.005 559 .556   

Total 313.236 561    

Port Conditions 

Between Groups 1.040 2 .520 1.182 .307 

Within Groups 245.983 559 .440   

Total 247.023 561    

Political condition, tourism policy and regulatory 

Between Groups .271 2 .136 .292 .747 

Within Groups 259.423 559 .464   

Total 259.695 561    

Overall  

Between Groups .197 2 .099 .368 .692 

Within Groups 149.823 559 .268   

Total 150.020 561    

 

Note:  *p-value < .05 
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The findings presented in Table 4.82 reveal that the p-value for overall 

efficiency levels of Phuket’s port of call management is at 0.000, which is less than 

0.05. It can be interpreted that the cruise passengers with different religions evaluate 

the efficiency levels of overall Phuket’s port of call management differently.  

When considering each factor of Phuket’s port of call management, the 

p-value from testing “tourism products and service”, “safety performance”, “port 

conditions” and “political conditions, tourism policies and regulations” are 0.000, 

0.004, 0.001, and 0.000, respectively.  This means that the cruise passengers with 

different religions evaluate the efficiency levels of each and every factor affecting 

Phuket’s port of call management differently.  

 

Table 4.82  Respondents’ Evaluations of Levels of Efficiency toward Phuket’s Port  

                    of Call Management as Classified by Religion 

 

Factors affecting efficiency of                                            

port of call management – Religion  

SS df MS F Sig 

Tourism products and service      

Between Groups 10.000 6 1.667 5.305 .000* 

Within Groups 174.367 555 .314   

Total 184.367 561    

Safety performance      

Between Groups 10.705 6 1.784 3.273 .004* 

Within Groups 302.531 555 .545   

Total 313.236 561    

Port Conditions      

Between Groups 10.307 6 1.718 4.028 .001* 

Within Groups 236.716 555 .427   

Total 247.023 561    

Political condition, tourism policy and regulatory 

Between Groups 11.532 6 1.922 4.298 .000* 

Within Groups 248.163 555 .447   

Total 259.695 561    

Overall      

Between Groups 9.590 6 1.598 6.317 .000* 

Within Groups 140.430 555 .253   

Total 150.020 561    

 

Note:  *p-value < .05 
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Further, a Post-hoc was performed to find the pair of the cruise 

passengers with different religions who different evaluations of the efficiency of 

Phuket’s port of call management. The findings are presented in Table 4.83.    

The post-hoc test in Table 4.83 indicates two pairs of different-religions 

of cruise passengers with significantly different evaluations of the efficiency of 

“tourism products and service” as follows: Buddhist and Christian (x̄=4.82, 5.09), and 

Christian and Islam (x̄=5.09, 4.76). 

The post-hoc test as presented in Table 4.83 indicates a pair of different 

religions of cruise passengers with significantly different evaluations of the efficiency of  

“safety performance” as follows: Buddhist and Christian (x̄= 4.59, 4.90).  

The findings of the post-hoc test detailed in Table 4.83 reveal a pair of cruise 

passengers with different religions who have significantly different evaluations of the 

efficiency of “port condition” as follows: Buddhist and Christian (x̄= 4.17, 4.44).  

The finding presented in Table 4.83 indicates a pair of different 

religions of cruise passengers with significantly different evaluations of the efficiency 

of “tourism policy and regulatory” which is  Buddhist and Christian (x̄=4.23, 4.52).  

The findings displayed in Table  4.83  indicates a pair of different religions 

of cruise passengers with significantly different evaluations of the efficiency of the overall  

management of Phuket’s port of call as follows;  Buddhist and Christian (x̄= 4.44, 4.72). 

 

Table 4.83  Multiple Comparisons between Different Religion Groups on Efficiency  

                    Scores 

 

Factors  Religion Groups 

1. Tourism Products & Service    1 2 3 4 5 6 7 

1. Brahmanism/Hinduism   4.83 - - - - - - - 

2. Buddhism  4.82 - - (.273)* - - - - 

3. Christianity  5.09 - - - (.329)* - - - 

4. Islam 4.76 - - - - - - - 

5. Taoism 4.87 - - - - - - - 

6. Irreligion 4.92 - - - - - - - 

7. Others 4.93 - - - - - - - 

2.  Safety Performance    1 2 3 4 5 6 7 

1. Brahmanism/Hinduism   4.74 - - - - - - - 
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Table 4.83  (Continued) 

 

        

Factors  Religion Groups 

2. Buddhism  4.59 - - (.315)* - - - - 

3. Christianity  4.90 - - - - - - - 

4. Islam 4.77 - - - - - - - 

5. Taoism 4.58 - - - - - - - 

6. Irreligion 4.65 - - - - - - - 

7. Others 4.78 - - - - - - - 

3.  Port Conditions     1 2 3 4 5 6 7 

1. Brahmanism/Hinduism   4.26 - - - - - - - 

2. Buddhism  4.17 - - (.270)* - - - - 

3. Christianity  4.44 - - - - - - - 

4. Islam 4.08 - - - - - - - 

5. Taoism 4.29 - - - - - - - 

6. Irreligion 4.25 - - - - - - - 

7. Others 4.46 - - - - - - - 

4.  Political Condition, Tourism   

 Policy and Regulatory  

   1 2 3 4 5 6 7 

1. Brahmanism/Hinduism   4.37 - - - - - - - 

2. Buddhism  4.23 - - (.293)* - - - - 

3. Christianity  4.52 - - - - - - - 

4. Islam 4.22 - - - - - - - 

5. Taoism 4.54 - - - - - - - 

6. Irreligion 4.75 - - - - - - - 

7. Others 4.47 - - - - - - - 

5.  Overall Factors     1 2 3 4 5 6 7 

1. Brahmanism/Hinduism   4.53 - - - - - - - 

2. Buddhism  4.44 - - (.284)* - - - - 

3. Christianity  4.72 - - - - - - - 

4. Islam 4.42 - - - - - - - 

5. Taoism 4.55 - - - - - - - 

6. Irreligion 4.62 - - - - - - - 

7. Others 4.65 - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 
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A one-way ANOVA test yields a p-value of 0.383, which is more than 

0.05. It is interpreted that cruise passengers with different occupations don’t evaluate the 

efficiency of Phuket’s port management differently.  

However, the findings show that there is one p-value lower than 0.05, 

which is “political condition, tourism policy and regulatory” (.023). It can be 

interpreted that cruise passengers with different occupations evaluate the efficiency 

toward “political condition, tourism policy and regulatory” differently. (Table 4.84).  

 

Table 4.84  Respondents Evaluation of Levels of Efficiency toward Phuket’s Port of  

                    Call Management as Classified by Occupation 

 

Overall Efficiency – Occupation  SS df MS F Sig 

Tourism products and service 

Between Groups 1.960 8 .245 .743 .654 

Within Groups 182.407 553 .330   

Total 184.367 561    

Safety performance 

Between Groups 4.025 8 .503 .900 .516 

Within Groups 309.211 553 .559   

Total 313.236 561    

Port Conditions 

Between Groups 3.273 8 .409 .928 .492 

Within Groups 243.750 553 .441   

Total 247.023 561    

Political condition, tourism policy and regulatory 

Between Groups 8.163 8 1.020 2.243 .023* 

Within Groups 251.532 553 .455   

Total 259.695 561    

Overall 

Between Groups 2.287 8 .286 1.070 .383 

Within Groups 147.734 553 .267   

Total 150.020 561    

 

Note:  *p-value < .05 
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Further, a post-hoc test was performed to find the difference of cruise 

passengers’ evaluation of efficiency toward “political conditions, tourism policies and 

regulations” with different occupations. The findings are as presented in Table 4.85.  

The analysis of the post-hoc test is presented in Table 4.85 and it 

reveals no differences in the evaluations of efficiency toward “political conditions, 

tourism policies and regulations” of cruise passengers with different occupations. 

 

Table 4.85  Multiple Comparisons between Different Occupation Groups on  

                    Efficiency Scores 

 

Factors  Occupation Groups   

4.  Political Condition, Tourism   

 Policy and Regulatory  

   1 2 3 4 5 6 7 8 9 

1. Civil Servant   4.49 - - - - - - - - - 

2. Business Owner 4.50 - - - - - - - - - 

3. Private Business Employee 4.30 - - - - - - - - - 

4. House Wife 4.32 - - - - - - - - - 

5. Student 4.40 - - - - - - - - - 

6. Temporary Worker/Freelance 4.13 - - - - - - - - - 

7. Retired 4.54 - - - - - - - - - 

8. Unemployed 5.00 - - - - - - - - - 

9. Others 4.15 - - - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

The findings presented in Table 4.86 reveal a p-value of 0.479 which is 

more than 0.05. It can be interpreted that cruise passengers with different marital 

statuses don’t evaluate the overall efficiency of Phuket’s port of call management 

differently.  
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Table 4.86  Respondents’ Evaluation of Efficiency toward Phuket’s Port of Call     

                    Management as Classified by Marital Status 

 

Efficiency of Phuket’s Port of Call Management – 

Marital Status 

SS df MS F Sig 

Tourism products and service 

Between Groups 1.898 2 .949 2.907 .055 

Within Groups 182.469 559 .326   

Total 184.367 561    

Safety performance 

Between Groups 2.546 2 1.273 2.291 .102 

Within Groups 310.690 559 .556   

Total 313.236 561    

Port Conditions 

Between Groups .356 2 .178 .404 .668 

Within Groups 246.667 559 .441   

Total 247.023 561    

Political condition, tourism policy and regulatory 

Between Groups 2.151 2 1.076 2.334 .098 

Within Groups 257.544 559 .461   

Total 259.695 561    

Overall 

Between Groups .395 2 .197 .738 .479 

Within Groups 149.625 559 .268   

Total 150.020 561    

 

Note:  *p-value < .05 

 

The One-way ANOVA tests presented in Table 4.87 reveal a p-value of 

0.003, which is less than 0.05. This can mean that cruise passengers with different 

income levels evaluate the overall efficiency of Phuket’s port of call management 

differently.  

Regarding each factor, the findings reveal that p-values of every factor, 

such as “tourism products and service”, “safety performance”, and “political 

condition” and “political conditions, tourism policy and regulatory” are statistically 

significant (.000, .030, and .043, respectively) which can mean that cruise passengers 

with different income levels evaluate the efficiency of “tourism products and service”, 

“safety performance”, and “political conditions, tourism policies and regulations” 

differently.  
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Table 4.87  Respondents’ Evaluations of the Efficiency Levels toward Phuket’s Port  

                    of Call Management as Classified by Income 

 

Overall efficiency of Phuket’s port of call 

management – Income  

SS df MS F Sig 

Tourism products and service      

Between Groups 7.478 6 1.246 4.344 .000* 

Within Groups 133.976 467 .287   

Total 141.453 473    

Safety performance      

Between Groups 7.406 6 1.234 2.352 .030* 

Within Groups 245.140 467 .525   

Total 252.547 473    

Port Conditions      

Between Groups 4.369 6 .728 1.634 .136 

Within Groups 208.145 467 .446   

Total 212.513 473    

Political condition, tourism policy and regulatory 

Between Groups 6.036 6 1.006 2.192 .043* 

Within Groups 214.300 467 .459   

Total 220.336 473    

Overall       

Between Groups 5.117 6 .853 3.381 .003* 

Within Groups 117.792 467 .252   

Total 122.909 473    

 

Note:  *p-value < .05 

 

Further, a post-hoc test was performed to find the pair of the cruise 

passengers with different income levels and different evaluations of the efficiency of 

Phuket’s port of call management. The findings are as presented in Table 4.88. 

The findings presented in Table 4.88 indicate a pair of cruise passengers 

with different income levels who have different evaluations of efficiency of “tourism 

products and service”. These are the cruise passengers who earn below THB 100,000 

and those who earn THB 400,001-500,000 (x̄=4.86, 5.44). 
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The analysis of the post-hoc test presented in Table 4.88 reveals no 

differences in evaluations of efficiency toward “safety performance” between cruise 

passengers with different income levels.  

The analysis of the post-hoc test presented in Table 4.88 reveals no 

differences in evaluations of efficiency toward “political conditions, tourism policies and 

regulations” between cruise passengers with different income levels. 

The outcomes of the post-hoc test presented in Table 4.88 show no 

differences in the evaluations of levels of efficiency toward “overall Phuket’s port of 

call management” between cruise passengers with different income levels. 

 

Table 4.88  Multiple Comparisons between Different Income Groups on Efficiency  

                    Scores 

Factors  Income Groups 

1. Tourism Products & Service    1 2 3 4 5 6 7 

1. Below THB 100,000   4.86 - - - - (.589)* - - 

2. THB 100,001-200,000 4.98 - - - - - - - 

3. THB 200,001-300,000 5.04 - - - - - - - 

4. THB 300,001-400,000 5.08 - - - - - - - 

5. THB 400,001-500,000 5.44 - - - - - - - 

6. THB 500,001-600,000 5.14 - - - - - - - 

7. Above THB 600,000 5.25 - - - - - - - 

2. Safety Performance    1 2 3 4 5 6 7 

1. Below THB 100,000   4.67 - - - - - - - 

2. THB 100,001-200,000 4.73 - - - - - - - 

3. THB 200,001-300,000 4.87 - - - - - - - 

4. THB 300,001-400,000 4.74 - - - - - - - 

5. THB 400,001-500,000 5.08 - - - - - - - 

6. THB 500,001-600,000 5.08 - - - - - - - 

7. Above THB 600,000 5.13 - - - - - - - 

4. Political Condition, Tourism  

 Policy and Regulatory  

   1 2 3 4 5 6 7 

1. Below THB 100,000   4.28 - - - - - - - 

2. THB 100,001-200,000 4.50 - - - - - - - 

3. THB 200,001-300,000 4.45 - - - - - - - 

4. THB 300,001-400,000 4.58 - - - - - - - 

5. THB 400,001-500,000 4.48 - - - - - - - 

6. THB 500,001-600,000 4.65 - - - - - - - 

7. Above THB 600,000 4.48 - - - - - - - 
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Table 4.88  (Continued) 

 

        

Factors  Income Groups 

5. Overall Factors    1 2 3 4 5 6 7 

1. Below THB 100,000   4.49 - - - - - - - 

2. THB 100,001-200,000 4.62 - - - - - - - 

3. THB 200,001-300,000 4.67 - - - - - - - 

4. THB 300,001-400,000 4.67 - - - - - - - 

5. THB 400,001-500,000 4.83 - - - - - - - 

6. THB 500,001-600,000 4.88 - - - - - - - 

7. Above THB 600,000 4.81 - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

The answer to the question “What are significant variables on cruise 

passengers’ socio-demographic profiles that show different results of efficiency levels 

of Phuket’s port of call management?, are shown in Table 4.89. 

1) Gender  

Unlike the findings of the importance levels, the findings for 

efficiency illustrate significant differences between genders, particularly towards 

“port conditions” and “overall factor”.   Male and female passengers evaluate the port 

conditions at Phuket’s port of call differently. Port conditions refer to various 

variables such as port characteristics, port facilities & infrastructure that provide 

safety, convenience and comfort. Different genders, therefore, evaluate this factor 

differently.      

2) Age 

This statistic show that age has significant impact on the 

perceived efficiency levels of certain factors of Phuket’s port of call management, 

which are “safety performance’, “political conditions, tourism policies and 

regulations” and “overall factor.” Cruise passengers with different ages evaluate the 

efficiency of Phuket’s port of call management differently. Referring to the 

interviews, it was also found that the aging group is more concerned with “safety 

performance” and “political conditions, tourism policies and regulations” than 

younger passengers. A study by Anable & Gatersleben (2005) showed that the main 
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considerations for today’s tourists are flexibility, comfort & convenience, sense of 

liberty, relaxation and no stress. These are related with life style, age and some other 

factors.  

3) Region of Residence  

The results show that the region of residence has significance 

toward the perceived efficiency levels of Phuket’s port of call in all factors. A study 

by Larson (2010) affirmed that geographic information (e.g., nation, region, or city) 

affects different behaviors. In terms of the efficiency levels of Phuket’s port of call 

management, cruise passengers evaluated efficiency differently. An example from the 

interview is that European cruise passengers expect tourism products that deliver high 

experience. With this result, Phuket should focus more on the behavior of cruise 

passengers’ from different regions before tourism product development.  

4) Educational Background  

Similar importance levels, efficiency levels were not influenced 

by educational background. As a result, educational background is not essential to 

consider for Phuket’s port of call development.   

5) Religion 

The majority of the cruise passengers at Phuket port are from 

Asia, who mainly comes from Singapore, Malaysia, India and China. Other 

passengers often come from the U.S.A. and the U.K. Within this varied mix, the 

majority of the respondents are Christian; however, there are Muslims, Buddhists, 

Hindus and other people of other religions. Cruise passengers with diverse religions 

visit Phuket port. The findings indicate that religion impacts significantly on the 

efficiency levels of Phuket’s port of call management. These cruise passengers with 

the above-mentioned religions are concerned with different activities, requirements, 

and expectations at port, such as food, praying rooms, and lifestyle. Thus, religion 

should be highly scrutinized when  Phuket is developing the port management. Halal 

food with hygiene and praying rooms at the main attractions should be provided for 

Muslims while vegetarian food should be offered to Hindus and Chinese.  

6) Occupation  

The cruise passengers who visit Phuket port are mainly private 

business employees and retirees. Occupation yielded significant differences in 

perceived efficiency levels for only “political conditions, tourism policies and 
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regulations.” Cruise passengers with different occupations evaluate the efficiency 

levels of Phuket’s port of call differently. Therefore, Phuket port should consider this 

factor in accordance to the expectation of the cruise passengers.  

7) Marital Status  

The results show that the marital status has no significance 

influence on the perceived efficiency levels of Phuket’s port of call management.  

8) Income 

These results show that income significantly alter the perceived 

efficiency levels of all factors of Phuket’s port of call management except for “port 

conditions.” It can be seen that cruise passengers with lower incomes evaluate the 

efficiency levels of port of call management differently from passengers with higher 

incomes. As the cruise passengers with lower incomes usually cruise in a large cruise 

ships while the higher income passengers mainly cruise in smaller cruise ships, these 

two main groups have different expectations and requirements from a port of call. 

Therefore, Phuket should focus on this particular factor when doing port development 

except for “port conditions,” as this is viewed similarly.  

 

Table 4.89  Summary of Significance Test of Socio-demographic Profiles to  

                    Efficiency Levels toward Phuket’s Port of Call Management  
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Gender .019* .171 .055 .008* .267 

Age .008* .072 .018* .253 .001* 

Region of Residence  .000* .000* .000* .001* .020* 

Educational Background .692 .951 .136 .307 .747 

Religion  .000* .000* .004* .001* .000* 

Occupation  .383 .654 .516 .492 .023* 

Marital Status .479 .055 .102 .668 .098 

Income .003* .000* .030* .136 .043* 
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4.3.4.3 Research Question 8: What are Significant Variables on Cruise 

Passengers’ Traveling Patterns that Show Different Results of 

Efficiency Levels of Phuket’s Port of Call Management?  

The findings presented in Table 4.90 unveil the p-value at 0.000 which 

is less than 0.05. It can be interpreted that cruise passengers who travel in different 

ship sizes have different evaluations of overall efficiency toward Phuket’s port of call 

management.  

When considering individual factor, the p-value from testing “tourism 

products and service”, “safety performance”, “port conditions” and “political 

conditions,  tourism policies and regulations” are all at 0.000. This means that cruise 

passengers who travel in different ship sizes evaluate the efficiency of each and every 

factor of Phuket’s port of call management differently.  

 

Table 4.90  Respondents’ Evaluation of Efficiency toward Phuket’s Port of Call  

                    Management as Classified by Ship Size 

 

Overall Efficiency of Phuket’s Port of Call 

Management – Ship Size 

SS df MS F Sig 

Tourism products and service 

Between Groups 10.526 3 3.509 11.263 .000* 

Within Groups 173.840 558 .312   

Total 184.367 561    

Safety performance 

Between Groups 14.896 3 4.965 9.287 .000* 

Within Groups 298.340 558 .535   

Total 313.236 561    

Port Conditions 

Between Groups 9.831 3 3.277 7.709 .000* 

Within Groups 237.192 558 .425   

Total 247.023 561    

Political condition, tourism policy and regulatory 

Between Groups 8.509 3 2.836 6.301 .000* 

Within Groups 251.186 558 .450   

Total 259.695 561    

Overall  

Between Groups 8.417 3 2.806 11.056 .000* 

Within Groups 141.604 558 .254   

Total 150.020 561    

 

Note:  *p-value < .05 
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Further, a Post-hoc was performed to find the pair of the cruise 

passengers who traveled on differently sized ships and have different evaluations of 

efficiency toward Phuket’s port of call management. The findings are presented in 

Table 4.91.  

The findings presented in Table 4.91 illustrate that there are four pairs 

of the cruise passengers who travel by different ship sizes and have different 

evaluations of the levels of efficiency toward the overall management of Phuket’s port 

of call, which are the cruise passengers travelling on mega cruise ships and those 

travelling on midsize cruise ships (x̄=4.76, 5.00). The group of cruise passengers who 

travel on mega cruise ships and those who travel on small cruise ships (x̄= 4.76, 5.21). 

The third pair is the cruise passengers who travel on large cruise ships and those who 

travel on small cruise ships (x̄=4.92, 5.21). And the last pair is the cruise passengers 

who travel on the midsize cruise ships and those who travel on small cruise ships (x̄= 

5.00, 5.21). 

The analysis presented in Table 4.91 indicate that there are three pairs of 

cruise passengers who travel on different ship sizes and have different evaluations of 

efficiency toward the “safety performance” of Phuket’s port of call management. The first 

pair is the cruise passengers travelling on mega cruise ships and those who travel on small 

cruise ships (x̄=4.64, 5.11). Another pair is the cruise passengers who travel on large cruise 

ships versus those who travel on small cruise ships (x̄=4.69, 5.11). The last pair is the cruise 

passengers who travel on midsize cruise ships versus those who travel on the small cruise 

ships (x̄=4.78, 5.11). 

As observed in Table 4.91, there are two pairs of cruise passengers who 

travel by different ship sizes and have different evaluations of levels of efficiency 

toward the “port condition.” The first pair is the cruise passengers who travel on mega 

cruise ships and those who travel on small cruise ships (x̄=4.22, 4.56). The second 

pair is the cruise passengers who travel on large cruise ships versus those who travel 

on small cruise ships (x̄= 4.22, 4.56). 

As observed in Table 4.91, there are three pairs of cruise passengers 

who travel on different ship sizes and have different evaluations of levels of 

efficiency toward the “political conditions, tourism policies and regulations.” These 

are the cruise passengers who travel on mega cruise ships and those who travel on 
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large cruise ships (x̄=4.53, 4.26). The second pair is the cruise passengers who travel 

on large cruise ships versus those who travel on midsize cruise ships (x̄=4.26, 4.48). 

The last pair is those who travel on large cruise ships and those who travel on the 

small cruise ships (x̄=4.26, 4.54).   

As observed in Table 4.91, there are four pairs of the cruise passengers 

that travel in different ship sizes and have different evaluations of levels of efficiency 

toward “overall Phuket’s port of call management.” These are the cruise passengers 

who travel on the mega cruise ships and those who travel on the small cruise ships (x̄= 

4.52, 4.83). The second pair is the cruise passengers that travel on the large cruise 

ships versus the cruise passengers who travel on the midsize cruise ships (x̄= 4.52, 

4.65). The third one is those who travel on the large cruise ships and those who travel 

on the small cruise ships (x̄= 4.50, 4.83). The last pair is the cruise passengers who 

cruises on the midsize cruise ships versus the cruise passengers who cruise with the 

small cruise ships (x̄= 4.65, 4.83). 

 

Table 4.91  Multiple Comparisons between Different Ship Size Groups on Efficiency  

                    Scores 

 

Factors   Ship Size Groups 

1. Tourism Products & Service    1 2 3 4 

1. Mega 4.76 - - (.232)* (.443)* 

2. Large 4.92 - - - (.290)* 

3. Midsize 5.00 - - - (.211)* 

4. Small 5.21 - - - - 

2. Safety Performance     1 2 3 4 

1. Mega 4.64 - - - (.478)* 

2. Large 4.69 - - - (.424)* 

3. Midsize 4.78 - - - (.330)* 

4. Small 5.11 - - - - 

3. Port Conditions     1 2 3 4 

1. Mega 4.22 - - - (.341)* 

2. Large 4.22 - - - (.343)* 

3. Midsize 4.40 - - - - 

4. Small 4.56 - - - - 
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Table 4.91  (Continued) 

 

     

Factors   Ship Size Groups 

4. Political Condition, Tourism Policy and 

Regulatory  

   1 2 3 4 

1. Mega 4.53 - (.272)* - - 

2. Large 4.26 - - (.218)* (.280)* 

3. Midsize 4.48 - - - - 

4. Small 4.54 - - - - 

5. Overall Factors     1 2 3 4 

1. Mega 4.52 - - - (.318)* 

2. Large 4.50 - - (.145)* (.329)* 

3. Midsize 4.65 - - - (.185)* 

4. Small 4.83 - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

The result of the research question was tested and presented in Table 

4.92, which indicates a p-value of 0.148, which is more than a significant level (0.05). 

It can be interpreted that the overall efficiency of Phuket’s port of call management 

was not significantly different between groups of cruise passengers who traveled 

alone and those who traveled with companion.     

 

Table 4.92  Respondents’ Evaluations of Levels of Efficiency toward Phuket’s Port  

        of Call Management as Classified by Travel Style 

 

Overall efficiency of Phuket’s 

port of call management  

Travel Style t df P-

value Alone Not alone 

X  S.D. X  S.D. 

Tourism products and service 4.96 0.573 5.22 0.533 1.588 560 .113 

Safety performance 4.78 0.744 4.88 0.932 -.444 560 .657 

Port Conditions 4.32 0.661 4.74 0.697 -2.161 560 .031* 

Political condition, tourism 

policy and regulatory 

4.42 0.677 4.40 0.861 .093 560 .926 

Overall  4.60 0.513 0.659 0.659 -1.448 560 .148 

 

Note:  *p-value < .05 
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A one-way ANOVA test yields a p-value of 0.070, which is more than 

0.05. It can be interpreted that cruise passengers with different travel companions don’t 

evaluate the efficiency of Phuket’s port management differently.  

However, the findings show that only “safety performance” had a 

statistically significant p-value, which was 0.039. This means that cruise passengers 

with different traveling companions evaluate the efficiency of “safety performance” 

of Phuket’s port of call management differently (Table 4.93). 

 

Table 4.93  Respondents’ Evaluation of Efficiency toward Phuket’s Port of call  

                    Management as Classified by Traveling Companion 

 

Overall efficiency of port of call management – 

Travel companion 

SS df MS F Sig 

Tourism products and service 

Between Groups 1.118 3 .373 1.135 .334 

Within Groups 179.295 546 .328   

Total 180.413 549    

Safety performance 

Between Groups 4.625 3 1.542 2.816 .039* 

Within Groups 298.938 546 .548   

Total 303.563 549    

Port Conditions 

Between Groups 1.817 3 .606 1.390 .245 

Within Groups 237.823 546 .436   

Total 239.640 549    

Political condition, tourism policy and regulatory 

Between Groups 1.484 3 .495 1.080 .357 

Within Groups 250.047 546 .458   

Total 251.531 549    

Overall  

Between Groups 1.858 3 .619 2.368 .070 

Within Groups 142.825 546 .262   

Total 144.683 549    

 

Note:  *p-value < .05 
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Further, a Post-hoc test was performed to find the pair of cruise 

passengers with different traveling companions who have different evaluations of 

efficiency toward “safety performance” of Phuket’s port of call management. The 

findings are presented in Table 4.94.  

The outcomes of the post-hoc test are presented in Table 4.94 and 

reveal no pair of cruise passengers with different traveling companions who have 

different evaluations of efficiency toward “safety performance” of Phuket’s port of 

call management.  

 

Table 4.94  Multiple Comparisons between Different Travelling Companion Groups  

                    on Efficiency Scores 

 

Factors   Travelling Companion Groups 

2. Safety Performance    1 2 3 4 

1. Friend/Colleague 4.70 - - - - 

2. Family 4.70 - - - - 

3. Spouse/Lover 4.86 - - - - 

4. Others 5.06 - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

The findings presented in Table 4.95 reveal a p-value of 0.001, which is 

less than 0.05. It can be interpreted that cruise passengers with different cruising times 

have different evaluations of efficiency toward the overall factors affecting Phuket’s 

port of call management. 

When considering individual factor, the p-values from testing “tourism 

products and service”, “port conditions” and “political conditions, tourism policies 

and regulations” are 0.041, 0.027, and 0.001, respectively, which are all less than the 

significant level of 0.05. It can be interpreted that cruise passengers with different 

cruising times evaluate the efficiency of those mentioned factors differently.  
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Table 4.95  Respondents’ Evaluations of Levels of Efficiency toward Phuket’s Port  

                    of Call Management as Classified by Cruising Time 

 

Overall efficiency of port of call management – 

Cruising Time  

SS df MS F Sig 

Tourism products and service 

Between Groups 6.645 11 .604 1.870 .041* 

Within Groups 177.721 550 .323   

Total 184.367 561    

Safety performance 

Between Groups 10.335 11 .940 1.706 .069 

Within Groups 302.900 550 .551   

Total 313.236 561    

Port Conditions 

Between Groups 9.488 11 .863 1.997 .027* 

Within Groups 237.535 550 .432   

Total 247.023 561    

Political condition, tourism policy and regulatory 

Between Groups 14.705 11 1.337 3.001 .001* 

Within Groups 244.990 550 .445   

Total 259.695 561    

Overall  

Between Groups 8.023 11 .729 2.825 .001* 

Within Groups 141.998 550 .258   

Total 150.020 561    

 

Note:  *p-value < .05 

   

Further, a Post-hoc test was performed to find  the pairs of the cruise 

passenger groups with different cruising times who have different evaluations of the 

efficiency of “tourism products and service”, “port conditions” and “political 

conditions, tourism policies and regulations” of Phuket’s port of call management. 

The findings are presented in Table 4.96.   

The outcomes of the post-hoc test are presented in Table 4.96 and 

reveal that the cruise passengers with different cruising times do not evaluate the 

efficiency of “tourism products and service” differently.  
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The post-hoc test presented in Table 4.96 reveal that the cruise 

passengers with different cruising times do not evaluate the efficiency of “port 

condition” differently.  

As observed in Table 4.96, there are two pairs of the cruise passengers 

who have different cruising times and have different evaluations of efficiency toward 

“political conditions, tourism policy and regulations.”  These are the cruise passengers 

who have cruised once and the cruise passengers who have cruised 11-20 times (x̄

=4.31, 4.86). The second pair comprises the cruise passengers that have travelled 

three times and the group that have cruised 11-20 times (x̄=4.15, 4.86).   

As observed in Table 4.96, there is a pair of the cruise passengers who 

have different cruising times and have different evaluations toward the overall levels 

of efficiency of Phuket’s of port of call management. These are the cruise passengers 

who have cruised once and the cruise passengers who have cruised 11-20 times (x̄= 

4.52, 4.87). 

  

Table 4.96  Multiple Comparisons between Different Cruising Time Groups on  

                    Efficiency Scores 

 

Factors  Income Groups 

1. Tourism Products &   

    Service 

   1 2 3 4 5 6 7 8 9 10 11 12 

1. 1 time   4.88 - - - - - - - - - - - - 

2. 2 times 4.99 - - - - - - - - - - - - 

3. 3 times 4.92 - - - - - - - - - - - - 

4. 4 times 4.96 - - - - - - - - - - - - 

5. 5 times 5.07 - - - - - - - - - - - - 

6. 6 times 4.91 - - - - - - - - - - - - 

7. 7 times 5.24 - - - - - - - - - - - - 

8. 8 times 4.87 - - - - - - - - - - - - 

9. 9 times 5.20 - - - - - - - - - - - - 

10. 10 times 4.92 - - - - - - - - - - - - 

11. 11-20 times 5.18 - - - - - - - - - - - - 

12. Above 20 times 5.07 - - - - - - - - - - - - 

3. Port Conditions    1 2 3 4 5 6 7 8 9 10 11 12 

1. 1 time   4.26 - - - - - - - - - - - - 

2. 2 times 4.45 - - - - - - - - - - - - 

3. 3 times 4.09 - - - - - - - - - - - - 
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Table 4.96  (Continued) 

 

Factors  Income Groups 

4. 4 times 4.22 - - - - - - - - - - - - 

5. 5 times 4.40 - - - - - - - - - - - - 

6. 6 times 4.56 - - - - - - - - - - - - 

7. 7 times 4.38 - - - - - - - - - - - - 

8. 8 times 4.48 - - - - - - - - - - - - 

9. 9 times 4.54 - - - - - - - - - - - - 

10. 10 times 4.03 - - - - - - - - - - - - 

11. 11-20 times 4.52 - - - - - - - - - - - - 

12. Above 20 times 4.63 - - - - - - - - - - - - 

4. Political Condition, 

Tourism Policy and 

Regulatory 

   1 2 3 4 5 6 7 8 9 10 11 12 

1. 1 time   4.31 - - - - - - - - - - (.546)* - 

2. 2 times 4.54 - - - - - - - - - - - - 

3. 3 times 4.15 - - - - - - - - - - (.715)* - 

4. 4 times 4.34 - - - - - - - - - - - - 

5. 5 times 4.43 - - - - - - - - - - - - 

6. 6 times 4.64 - - - - - - - - - - - - 

7. 7 times 4.47 - - - - - - - - - - - - 

8. 8 times 4.59 - - - - - - - - - - - - 

9. 9 times 4.57 - - - - - - - - - - - - 

10. 10 times 4.43 - - - - - - - - - - - - 

11. 11-20 times 4.86 - - - - - - - - - - - - 

12. Above 20 times 4.31 - - - - - - - - - - - - 

5. Overall Factors     1 2 3 4 5 6 7 8 9 10 11 12 

1. 1 time   4.52 - - - - - - - - - - (.354)* - 

2. 2 times 4.70 - - - - - - - - - - - - 

3. 3 times 4.43 - - - - - - - - - - - - 

4. 4 times 4.55 - - - - - - - - - - - - 

5. 5 times 4.66 - - - - - - - - - - - - 

6. 6 times 4.75 - - - - - - - - - - - - 

7. 7 times 4.75 - - - - - - - - - - - - 

8. 8 times 4.69 - - - - - - - - - - - - 

9. 9 times 4.80 - - - - - - - - - - - - 

10. 10 times 4.43 - - - - - - - - - - - - 

11. 11-20 times 4.87 - - - - - - - - - - - - 

12. Above 20 times 4.69 - - - - - - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 
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A one-way ANOVA test yields a p-value of 0.191, which is more than 

0.05. It can be interpreted that cruise passengers with different types of cruising do 

not evaluate the efficiency of Phuket’s port management differently.  

However, the findings show that only “tourism products and service” 

has a statistically significant p-value, at 0.015. It can be said that passengers with 

different types of cruising have different evaluations of efficiency toward “tourism 

product and service” of Phuket’s port of call management (Table 4.97). 

 

Table 4.97  Respondents’ Evaluations of Levels of Efficiency toward Phuket’s Port  

                    of Call Management as Classified by Type of Cruising 

 

Overall efficiency of Phuket’s port of call 

management – Type of Cruising  

SS df MS F Sig 

Tourism products and service 

Between Groups 5.168 6 .861 2.668 .015* 

Within Groups 179.198 555 .323   

Total 184.367 561    

Safety performance 

Between Groups 4.139 6 .690 1.239 .285 

Within Groups 309.097 555 .557   

Total 313.236 561    

Port Conditions 

Between Groups 2.022 6 .337 .763 .599 

Within Groups 245.001 555 .441   

Total 247.023 561    

Political condition, tourism policy and regulatory 

Between Groups 2.951 6 .492 1.063 .384 

Within Groups 256.744 555 .463   

Total 259.695 561    

All of Satisfaction 

Between Groups 2.325 6 .387 1.456 .191 

Within Groups 147.696 555 .266   

Total 150.020 561    

 

Note:  *p-value < .05 

                



359 

Further, a Post-hoc test was performed to find the pair of cruise 

passengers with different types of cruising who have different evaluations of 

efficiency toward “tourism products and service” of Phuket’s port of call 

management. The findings are presented in Table 4.98. 

As observed in Table 4.98, there is a pair of the cruise passengers with 

different types of cruising who evaluate the efficiency of Phuket’s port of call management 

differently.  These are the cruise passengers who travel for leisure and those who travel for 

leisure and education (x̄= 4.91, 5.10).  

 

Table 4.98  Multiple Comparisons between Different Types of Cruising Groups on  

                    Efficiency Scores 

 

Factors  Types of Cruising Groups 

1. Tourism Products & Service    1 2 3 4 5 6 7 

1. Leisure   4.91 - - - (.186)* * - - 

2. Education 5.33 - - - - - - - 

3. Business 5.08 - - - - - - - 

4. Leisure & Education 5.10 - - - - - - - 

5. Leisure & Business 4.95 - - - - - - - 

6. Education & Business 5.31 - - - - - - - 

7. Others 5.25 - - - - - - - 

 

Note:  Mean differences at 0.05 significant level 

 

Using t-test to investigate the research question, found a p-value of 

0.004, which is less than the significant level (0.05).  It can be interpreted that the 

cruise passengers with different channels of purchasing shore excursions have 

different evaluations of efficiency toward Phuket’s port of call management. 

When considering the individual factors, the p-values from “tourism 

products and service”, “port conditions” and “political conditions, tourism policies 

and regulations” are 0.031, 0.015, and 0.004, respectively.  Being below the 

significance level, it can be interpreted that those mentioned aspects have different 

efficiency evaluations by cruise passengers with different channels of purchasing 

shore excursions (Table 4.99). 
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Table 4.99  Respondents’ Evaluations of Levels of Efficiency toward Phuket’s Port  

                    of Call Management as Classified by Channel of Purchasing Shore  

                    Excursion 

 

Overall efficiency Phuket’s 

port of call management – 

Chanel of Purchasing shore 

excursion  

Channel of buying shore excursion t df P-

value buy from the ship not  buy from the ship 

X  S.D. X  S.D. 

Tourism products and service 5.00 0.600 4.89 0.504 2.161 560 .031* 

Safety performance 4.81 0.758 4.72 0.723 1.416 560 .157 

Port Conditions 4.38 0.669 4.23 0.643 2.438 560 .015* 

Political condition, tourism 

policy and regulatory 

4.47 0.705 4.30 0.611 2.898 560 .004* 

Overall 4.65 0.530 4.51 0.477 2.894 560 .004* 

 

Note:  *p-value < .05 

  

Pearson’s Product Moment Correlation was used to examine the 

relationship between the respondents’ attitudes toward importance levels and their 

evaluations of efficiency levels. The analysis revealed significant relationships 

between levels of importance and levels of efficiency. Such relationships were found 

at both individual and overall levels. However, the relationship among each pair is at 

the difference levels. For instance, the relationship between importance and efficiency 

toward “tourism products and service” is at a higher level (.437). This reflects a 

stronger relationship while the relationship between levels of importance and levels of 

efficiency toward “port condition” is at a lower level (.220) which indicates a weaker 

relationship (Table 4.100).  

 

 

 

 

 

 

 



361 

Table 4.100  Correlation between Respondents’ Attitudes of Levels of Importance  

toward Factors Affecting Port of Call Management and Respondents’ 

Evaluations of Levels of Efficiency toward Phuket’s Port of Call 

Management 

 

Importance and Efficiency  Correlation p-value 

Importance of tourism products & service – Efficiency of tourism products & 

service 

.437 .000 

Importance of safety performance – Efficiency of safety performance .316 .000 

Importance of port conditions – Efficiency of port conditions .220 .000 

Importance of political condition, tourism policy and regulatory –   

Efficiency of political condition, tourism policy and regulatory 

.334 .000 

Importance of all factors – Efficiency of all factors  .408 .000 

 

Note:  *p-value < .05 

 

Using paired t-tests to examine the differences between the respondents’ 

attitude toward importance and their evaluation of efficiency revealed significant 

differences at both overall and individual aspect (Table 4.101).  

 

Table 4.101  Difference between Respondents’ Attitude of Level of Importance 

toward Factors Affecting Port of Call Management and Respondents’ 

Evaluation of Efficiency toward Phuket’s Port of Call Management 

 

 Issue X  S.D. 95% Confidence 

Interval of the 

Difference 

t df p-value 

Lower Upper 

Important of tourism products & service – 

Efficiency of tourism products & service 

.336 .576 .289 .384 13.858 561 .000* 

Important of safety performance – 

Efficiency of safety performance 

.766 .756 .703 .828 24.033 561 .000* 

Important of port conditions – Efficiency 

of port conditions 

.955 .767 .891 1.019 29.510 561 .000* 

Important of political condition, tourism 

policy and regulatory –   

Efficiency of political condition, tourism 

policy and regulatory 

.775 .728 .715 .835 25.229 561 .000* 

Importation of all factors – Efficiency of 

all factors 

.711 .519 .668 .754 32.448 561 .000* 

 

Note:  *p-value < .05 
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The research question “What are significant variables on cruise 

passengers’ travelling patterns that show different results of efficiency levels toward 

factors affecting port of call management? are concluded in Table 4.102 

1) Ship Size 

The results found that ship size significantly change perceptions 

of efficiency in Phuket’s port of call management. Ship sizes are related to the 

capability of port of call management in Phuket due to inappropriate port size, lack of 

port facilities & port infrastructure, different port usage, and other limitations. As 

such, the efficiency levels were evaluated by cruise passengers on different ship sizes 

in very dissimilar ways.  

2) Travel Style  

The results found that travel style has no significance on 

perceived efficiency of Phuket’s port of call management. The results illustrate that 

no matter who cruise passengers travel with, they view Phuket’s port of call similarly.  

The exception is port conditions, which were viewed differently from cruise 

passengers who traveled alone or with a companion.   

3) Travel Companion 

The findings show that traveling with various types of 

companions had significance when perceiving overall efficiency levels. Only safety 

performance was viewed differently from the cruise passengers who travel with 

different companions. The cruise passengers travelling with different companions 

such as elderly people or children are concerned with safety performance.  

4) Cruising Time 

The results found that the cruising time significantly influenced 

cruise passengers’ evaluation of efficiency levels, except for safety performance.  

5) Type of Cruising  

Type of cruising yielded significantly different evaluations of 

efficiency for most of the factors affecting port of call management which are 

“tourism products & service”, “port conditions”, “political conditions, tourism 

policies and regulations” as well as the overall judgment. The results show that no 

matter the purpose for cruising, all passengers view safety performance similarly. 

Meanwhile, the cruise passengers with different purposes for cruising evaluated other 

factors differently.  
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6) Channel of Tour Purchase 

The results found that the channel for purchasing tours 

influenced the evaluation of efficiency levels of Phuket’s port of call management in 

all factors but safety performance.    

 

Table 4.102  Summary of Significance Test of Socio-demographic Profiles and  

                      Travelling Patterns to Level of Efficiency toward Phuket’s Port of Call  

                      Management  

 

Efficiency Level toward Phuket’s 

Port of Call Management  
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Ship Size .000* .000* .000* .000* .000* 

Travel Style (with) .148 .113 .657 .031* .926 

Travel Companion  .070 .334 .039* .245 .357 

Cruising Time .001* .041* .069 .027* .001* 

Type of Cruising  .191 .015* .285 .599 .384 

Chanel of Purchasing  .004* .031* .157 .015* .004* 

 

4.3.4.4  Research Question 9: What are the Significant Gaps between 

Efficiency Levels of Phuket’s Port of Call Management and 

Importance Levels Toward Factors Affecting Port of Call 

Management?  

1) Comparison Between Importance Levels toward Factors 

Affecting Port of Call Management and Efficiency Levels 

of Phuket’s Port of Call Management 

  Only the efficiency levels are insufficient data for developing 

port of call management as they do not show the importance levels of the factors 

affecting port of call management as viewed by the cruise passengers. Therefore, the 
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importance levels are crucial in guiding the researcher to identify how Phuket’s port 

of call should be improved by comparing both levels and exploring any gap. After all, 

the gap is used for data analysis by IPA (Importance-Performance Analysis) tool to 

highlight what Phuket should prioritize for port of call development and to create a 

new model of port of call management.  

  In order to identify any gaps between the efficiency levels and 

the importance levels, they should be compared. Simply, the cruise passengers’ 

perception toward importance levels can be easily seen as an expectation of port of 

call management while the efficiency levels refers to the performance of Phuket’s port 

of call that cruise passengers experienced during their visit at port.  

  Table 4.103 illustrates that the ranks for importance and 

efficiency are different. Cruise passengers put great importance on variables affecting 

their safety (e.g., safety & security onshore, health & sanitation, cleanliness, immigration 

formality and custom regulation, political stability). This shows that safety is the 

highest concern, in accordance with Gibson (2006). Meanwhile, the efficiency levels 

display different findings from the importance levels. To obtain a clear picture of the 

differences, the importance and efficiency levels should be compared to highlight the 

gaps of the variables. The results of the study found that the importance levels of all 

variables are higher than the efficiency levels. Therefore, variables with a smaller gap 

can be seen as performing better than those with a wider gap.  

   

Table 4.103  Ranking of Variables of Importance Levels of Factors Affecting Port of  

                      Call Management and Level of Efficiency of Phuket’s Port of Call  

                      Management  

 

Level of Importance x̄ S.D. Level of Efficiency  x̄ S.D. 

Safety & security on shore 5.74 0.514 Immigration formality and 

custom regulation 

5.34 0.812 

Health & sanitation 5.57 0.6 Service provider  5.14 0.785 

Cleanliness 5.49 0.641 Tourism attraction   5.13 0.789 

Immigration formality and custom 

regulation 

5.45 0.685 Value for money 5.12 0.789 

Political stability 5.45 0.677 Climate & sea conditions 5.12 0.816 
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Table 4.103  (Continued) 

 

Level of Importance x̄ S.D. Level of Efficiency  x̄ S.D. 

Tourism attraction   5.42 0.789 Tourism activity   5.07 0.78 

Port facility 5.42 0.758 Safety & security on shore 5.06 0.821 

Service provider  5.39 0.706 Shore excursion management 4.85 0.79 

Emergency plan 5.38 0.761 Health & sanitation 4.82 0.864 

Port infrastructure 5.38 0.782 Port characteristic 4.71 0.969 

Value for money 5.37 0.749 Accessibility 4.67 0.927 

Connectivity  5.33 0.705 Cleanliness 4.66 0.924 

Climate & sea conditions 5.32 0.767 Emergency plan 4.58 0.886 

Tourism activity   5.31 0.742 Tourism amenity   4.46 0.825 

Port management  5.27 0.711 Port management  4.46 0.909 

Accessibility 5.23 0.697 Connectivity  4.43 0.871 

Shore excursion management 5.16 0.727 Social acceptance 4.42 0.916 

Tourism amenity   5.14 0.727 Collaboration of stakeholders 4.3 0.85 

National cruise policy 5.11 0.765 National cruise policy 4.27 0.923 

Port characteristic 5.04 0.723 Political stability 3.77 1.123 

Social acceptance 5.02 0.778 Port facility 3.5 1.119 

Collaboration of stakeholders 4.94 0.812 Port infrastructure 3.41 1.111 

   

Figure 4.5 illustrates the gap between importance levels and 

efficiency levels of all four factors. The results show that safety performance was 

given the highest importance level while its efficiency is ranked second. Meanwhile, 

tourism products and service is the second most important factor whereas its 

efficiency was the highest. Port conditions factor is the third most important factor 

which is slightly lower from tourism products and service. In serious contrast, its 

efficiency level is the lowest compared to other factors. Lastly, the important level of 

political conditions, tourism policies and regulations was the lowest whereas its 

efficiency level is ranked third.  

If considering this figure superficially, safety performance 

should be set as a first priority for improvement. However, the “port conditions” 

factor shows the biggest gap (-0.96) of comparison while the gaps of “political 

conditions, tourism policies and regulations”, “safety performance” and “tourism 

products & service” are ranked in descending orders (-0.78, -0.76 and -0.33). 
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Figure 4.5  Comparison between Importance and Efficiency Levels of all Factors 

 

This is not the final result for how Phuket should develop the 

port of call, as each factor consists of several variables that involve port of call 

management. As the variables in each factor were evaluated differently, the study 

should therefore analyze each variable separately instead of concluding the result 

from simply looking at the overall factor.    

Looking into the variables under “tourism products & service” 

as shown in Figure 4.6, it is found that the widest gap is “tourism amenity” (-.68). On 

the other hand, other variables have much smaller gaps when compared with tourism 

amenity. However, the importance level of “tourism amenity” is the lowest among all 

other variables in this factor.  

As tourism products and services are core elements to drive 

destination competitiveness, Phuket port really needs to focus intensively on tourism 

attractions, service providers, value for money, tourism activities, shore excursion 

agents and tourism amenities, respectively, if considered by the level of importance. 

In contrast, the tourism amenity requires urgent development if analyzing the 

variables based on their gaps. As discussed, the most practiced approach to set the 
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priority of development plan is IPA. The findings from interviews also confirm that 

most of the variables under “tourism products & service” are strengths of Phuket’s 

port of call except for “tourism amenity.” 

 

 

 

Figure 4.6  The Gap of Importance and Efficiency Levels of Variables under Tourism  

                    Products & Service  

 

Turning now to “safety performance”, there are four variables 

as shown in Figure 4.7. It is worth mentioning again that safety performance was 

evaluated as the most important factor. Considering each variable, it is found that 

“safety & security onshore”, has the highest importance level, followed by health & 

sanitation, cleanliness, and emergency plan, respectively. Meanwhile, the evaluations 

of efficiency levels were ranked similarly.   

Safety is the highest concern for cruise passengers and cruise 

lines when selecting a tourism destination. This agrees with various studies (Port-Net, 

2007; European Commission, 2009; Bateman, 2010; Tarlow et al., 2012; Gibson, 

2012; Busby & O’Neill, 2013; Tongzon & Heng, 2013). The results of this study 
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variables under safety performance also it can be seen that each are evaluated at the 

highest importance levels. In the meanwhile, efficiency is perceived quite low, which 

creates a wide gap for each variable; cleanliness shows the widest gap, followed by 

emergency plan, health & sanitation, and safety & security onshore, respectively. No 

matter whether the gap is low or high, safety performance should receive intense 

scrutiny. 

 

 

 

Figure 4.7  The Gap of Importance and Efficiency Levels of Variables under Safety  

                    Performance  

  

Port conditions bring up the most serious concerns when 

analyzing gaps between each variable, because most of variables show a substantial 

gap between both levels, as shown in Figure 4.8. Port infrastructure and port facility 

are the most significant issues as the important levels of these two variables are in the 

top ten, while their efficiency levels are the two lowest out of all variables. This 

means that these two variables display the widest gap.  

5.74 

5.57 

5.49 

5.38 

5.06 

4.82 

4.66 

4.58 

Safety & security 

onshore 

Health & sanitation 

Cleanliness 

Emergency plan 

Safety performance 

Level of importance 

Level of efficiency 



369 

These results are consistent with the interviews with all three 

population groups, showing that these two variables perform poorly and need to be 

urgently improved. Thus, these are the urgent issues for Phuket port to develop. In 

addition, connectivity and port management have wide gaps. Hence, this needs to be 

focus of development for Phuket port.  

 

 

Figure 4.8  The Gap of Importance and Efficiency Levels of Variables under Port  

                    Conditions 

 

Among all factors (Figure 4.9), political conditions, tourism 

policies and regulations was evaluated as the least important factor. As 

aforementioned, the variables under this factor do not directly affect the cruise 

passengers. However, the importance levels of “immigration formality & custom 

regulation” and “political instability” are at the extremely important level while the 

rest are at the important level. Surprisingly, the gap for “immigration formality & 

custom regulation” is the smallest (-.11) whereas “political stability” has the widest 

gap (-1.68). In addition, “national cruise policy”, “collaboration of stakeholders” and 

“social acceptance” show wide gaps (-.84, -.64 and -.60) which are significant for port 

development.  
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The results are in accordance with interviews with the three 

population groups, showing consistent findings. Hence, the political issue is sensitive 

toward the image of the destination.    

In conclusion, the gap of each variable shown above does not 

identify what Phuket port should do. The researcher, therefore, employs IPA to 

analyze the situation before creating a new model for Phuket’s port of call.  

 

 

 

Figure 4.9  The Gap of Importance and Efficiency Levels of Variables under Political  

                    Condition, Tourism Policy and Regulatory 
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determine what variables require improvement, maintenance or emphasis. The results 

were applied to a scatter plot graph, with a vertical axis representing importance and a 

horizontal axis standing for efficiency. Each variables has a mean for importance and 

efficiency levels. Each point is placed in one of the quadrants in the matrix. The 

quadrants represent “keep up the good work”, “concentrate here”, “low priority” 

and “possible overkill”. Ultimately, the results are used when proposing a new model 

for Phuket’s port of call.      

Several studies (Scoot, 1993; Chu & Choi, 2000; Chen et al., 

2010; Lopes, 2012) support IPA as an effective technique in analyzing the factors in 

two dimensions which are the importance level and performance to the customer. It 

helps to evaluate, identify, improve and guide enterprises to be more competitive as 

stated by Martilla & James, 1997). However, IPA was adapted for this study by 

analyzing two dimensions which are importance and efficiency.  

The data from mean scores of the 22 variables under four 

factors that affect port of call management are shown in Table 4.104. They were 

transferred onto the IPA grid presentation and plotted onto the four quadrants 

according to the mean scores of both levels. To sum up, 9 variables loaded in “keep 

up the good work” quadrant, 5 variables in “concentrate here” quadrant, 5 variables 

in “low priority” quadrant and 3 variables in “possible overkill” quadrant (Figure 

4.10).  

(1) Keep Up the Good Work Quadrant  

From a total of 22 variables under four factors, nine 

variables (40.90%) were identified in the “keep up the good work” quadrant. They 

were “tourism attraction”, “tourism activity”, “service provider”, “value for money”, 

“safety & security onshore”, “health & sanitation”, “cleanliness”, “climate & sea 

condition” and “immigration formality & custom regulation”. All variables in this 

quadrant were rated with above average importance and efficiency levels. Noticeably, 

4 out of 9 variables are under the “tourism products & service” factor and 3 out 9 

variables are under “safety performance” while both “port condition” and “political 

conditions, tourism policies and regulations” each have only one variable that is doing 

well. In conclusion, these are the strengths of Phuket’s port of call.  
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Meanwhile, the interviews correlate with the IPA results, 

in that the strength of Phuket’s port of call are the natural tourism attractions, diverse 

tourism activities, a destination with value for money, safe destination, a warm 

hospitality of the people, climate & sea condition and immigration formality.  

Furthermore, the reviewed literature is consistent with the 

results of IPA, with regards to the strengths of Phuket. As an international tourism 

destination, Phuket has gained a reputation from tourists worldwide including the 

cruise tourists. In the cruise tourism, all aforementioned variables in this quadrant are 

main criteria for port selection and they are the main variables in driving the 

destination’s competitiveness.  

 (2)  Concentrate Here Quadrant 

Five out of 22 variables (22.72%) are identified in this 

quadrant, “emergency plan”, “connectivity”, “port facility”, “port infrastructure” 

and “political stability” which were rated above the average importance but below the 

average efficiency. Remarkably, these variables mainly concern both direct and 

indirect safety. Today’s tourists focus on safety as their first priority when selecting a 

destination for travelling. From the result of the importance ranking, safety and 

security is the top consideration of port of call management which is accordance with 

many studies (ASEAN, 2002; Bayley, 2009; Busby & O’neill, 2013). As a role of port 

of call, port facility and port infrastructure are fundamental resource requirements for 

the cruise while the port is a gateway to the destination. In reality, these two main 

variables were rated the lowest in terms of efficiency. Seriously, the trend toward 

larger cruise ships accords with Wood (2002), Wu (2005) Port-Net (2007) and 

UNWTO (2011). Ports are strongly required to provide port facilities and 

infrastructure to attract cruise ships to call in higher numbers. Undoubtedly, many 

ports in Asia have been developed. Furthermore, the emergency plan is a critical issue 

in cruise tourism, as the industry itself has experienced certain challenges as shown by 

the risks and crises mentioned in chapter two. Ship accidents, ship fires, natural 

disasters, outbreaks and diseases are critical issues among the cruise tourism. 



373 

Table 4.104  The Gap between Importance and Efficiency Levels of Variables as Results of IPA 

 

Code Variable Importance Levels Efficiency Levels Dif (P-I) Result Quadrants 

Mean Results Mean Results 

A Tourism attraction 5.42 Extremely important 5.13 Efficient  -0.29 Keep up the good work 1 

B Tourism activity  5.31 Extremely important 5.07 Efficient -0.24 Keep up the good work 1 

C Tourism amenity 5.14 Important 4.46 Efficient -0.68 Low priority 3 

D Service provider  5.39 Extremely important 5.14 Efficient -0.25 Keep up the good work 1 

E Shore excursion management 5.16 Important 4.85 Efficient -0.31 Possible overkill 4 

F Value for money  5.37 Extremely important 5.12 Efficient -0.25 Keep up the good work 1 

G Safety & security onshore  5.74 Extremely important 5.06 Efficient -0.68 Keep up the good work 1 

H Health & sanitation 5.57 Extremely important 4.82 Efficient -0.75 Keep up the good work 1 

I Cleanliness 5.49 Extremely important 4.66 Efficient -0.83 Keep up the good work 1 

J Emergency plan 5.38 Extremely important 4.58 Efficient -0.80 Concentrate here 2 

K Connectivity 5.33 Extremely important 4.43 Efficient -0.90 Concentrate here 2 

L Accessibility 5.23 Extremely important 4.67 Efficient -0.56 Possible overkill 4 

M Port facility 5.42 Extremely important 3.50 Somewhat inefficient -1.92 Concentrate here 2 

N Port characteristic 5.04 Important 4.71 Efficient -0.33 Possible overkill 4 

O Climate & sea conditions 5.32 Extremely important 5.12 Efficient -0.20 Keep up the good work 1 

P Port management 5.27 Extremely important 4.46 Efficient -0.81 Low priority 3 

Q Port infrastructure 5.38 Extremely important 3.41 Somewhat inefficient -1.97 Concentrate here 2 

R Immigration formality & 

custom regulation 

5.45 Extremely important 5.34 Extremely efficient  -0.11 Keep up the good work 1 

S Political stability 5.45 Extremely important 3.77 Somewhat efficient -1.68 Concentrate here 2 

T National cruise policy 5.11 Important 4.27 Somewhat efficient -0.84 Low priority 3 

U Collaboration of stakeholders 4.94 Important 4.30 Efficient  -0.64 Low priority 3 

V Social acceptance 5.02 Important  4.42 Efficient  -0.60 Low priority 3 
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Figure 4.10  IPA Grid Illustrating Level of Importance of Port of Call and Level of Efficiency of Phuket’s Port of Call 

A 

B 

C 

D 

E 

F 

G 

H 

I 

J 
K 

L 

M 

N 

O P 

Q R 
S 

T 

U 

V 

MEAN 

4 

4.2 

4.4 

4.6 

4.8 

5 

5.2 

5.4 

5.6 

5.8 

6 

3 3.5 4 4.5 5 5.5 6 

IM
P

O
R

T
A

N
C

E
 

EFFICIENCY  

4.  Possible Overkill 3. Low Priority 

2. Concentrate Here  1. Keep up the Good Work 
A Tourism attraction 

B Tourism activity  

C Tourism amenity 

D Service provider  

E Shore excursion management 

F Value for money  

G Safety & security onshore  

H Health & sanitation 

I Cleanliness 

J Emergency plan 

K Connectivity 

L Accessibility 

M Port facility 

N Port characteristic 

O Climate & sea conditions 

P Port management 

Q Port infrastructure 

R Immigration formality & 

custom regulation 

S Political stability 

T National cruise policy 

U Collaboration of stakeholders 

V Social acceptance 

 

 

3
7
4
 



375 

  In Phuket, there is a lack of evidence showing a good 

emergency plan to ensure safety if incidents happen. Most importantly, the political 

instability in Thailand has been an issue and inevitably affects the image of the 

destination. Phuket as a port of call should, therefore, improve these weaknesses.  

  Concordantly, the results from interviews of the three 

population groups show that the political issue, port facility and infrastructure are 

obstacles to Phuket’s port of call. Port facility and infrastructure are the top 

suggestions for urgent improvement, especially for large cruise ships that will be 

coming more often to Phuket. In contrast, the findings of connectivity from interviews 

have been viewed differently. Some interviewees from land based stakeholders and 

the cruise staff evaluated connectivity positively. These are some examples from 

interviews;  

 

“Location of Phuket is good. It is easy to go to other ports such as Port Klang, Myanmar or 

Colombo.” (CS2) 

“Connectivity between Phuket to other port is not long distance.” (CS6) 

“The connectivity between air and sea is great in your region.” (CS14) 

“Phuket has good geographical location as the ships have to pass Sumatra and go down to Malacca. It 

is easy to come to Phuket. Phuket is located at the strategically position. It connects easily to other 

ports.”(LB23) 

 

(3) Low Priority Quadrant  

In the low priority quadrant, there are five out of 22 

variables (22.72%) which are “Tourism amenity” “port management” “national 

cruise policy”, “collaboration of stakeholders” and “social acceptance”. They were 

rated below the average for both importance and efficiency. Simply, these five 

variables are less important than other variables in the view of cruise passengers and 

in the meantime, they are considered less efficient (viewed from performance) when 

compared with other variables. The implication is to not allocate resources here. As 

these variables affect cruise passengers less than other variables, the levels of 

importance are, therefore, rated lower.  However, the mean scores of importance are 

not very low. The mean scores of port management, tourism amenity, national cruise 

policy, social acceptance and collaboration are at 5.27, 5.14, 5.11, 5.02 and 4.94 



376 

respectively. On the other hand, the findings from the interviews illustrate the 

different perspectives from other parties involved in Phuket’s port of call 

management, including the cruise staff and the land based stakeholders. They claim 

that all of the variables in this quadrant are strongly required for Phuket’s port of call. 

All of them are identified as key success factors of port of call management from 

some studies (Tongzon & Heng, 2005; Malaga & Sammons, 2008). With this regard, 

Phuket should not reduce the efforts to improve these variables. Here are some 

examples of what interviewees had to say with regard to these variables. 

 

“Collaboration among those involved stakeholders are required especially a hand from government 

sector.” (LB4) 

“The collaboration among all sectors should be well done soonest in order to convince more cruise 

lines to deploy ship in our area” (LB12) 

“Need more collaboration of all land based stakeholders to enhance cruise tourism in Phuket.” (CS10) 

 

  In fact, no cruise tourism policy has been initiated as per the 

findings from interviews. Thus, it should direct a master plan for how cruise tourism 

in Phuket should be driven. Moreover, port management should be intensively 

focused in accordance with the interviews from all groups of population. Such 

interviews highlight a low capability in port of call operations, such as the inefficient 

tendering operations, tour dispatch on the beach, a long walking distance to the 

vehicle, and poor port amenities. To develop cruise tourism successfully, the 

community should be accepting and the stakeholders in all sectors should collaborate 

with full integration.  

 

“Cruise tourism should be promoted in Phuket by public sector. The government should work hard to 

formulate the strategy to improve Phuket for cruise tourism.” (LB5) 

“Cruise tourism policy from public sector should be formulated unless we will be out of the arena.” 

(LB11) 

“Cruise tourism policy is a must to be implemented otherwise it will generate too many problems.” 

(LB24) 

“Provide bigger capacity by setting the proper cruise tourism policy as a framework to drive cruise 

tourism more efficiently.” (CS10) 
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(4) Possible Overkill Quadrant  

Three out of 22 variables (13.63%) identified in the 

possible overkill quadrant are “shore excursion management”, “accessibility” and 

“port characteristic”. The indication of this quadrant is that the variables rated are 

lower than average importance but they are more efficient than average. The 

implication is that the performance of these variables is efficient while the importance 

levels are not regarded as very high. Even if they are not urgently required to improve 

they should be developed as extra values to satisfy cruise passengers.     

According to the interviewees, the most critical issue is the 

traffic congestion in Phuket. All groups of population view this point similarly. Even 

the overview of accessibility to the main attraction is good but this is hindered by 

traffic conditions, especially during the high season at main attractions and the city 

area. Considering shore excursion management, the interviewees from land based 

stakeholders and the cruise staff showed the limitation of shore excursion 

management such as limited space for tour assembly, the long walking distance, and 

the traffic congestion at the site; however, the performances of the local tour operators 

and the tour guides are success factors in managing the shore excursion effectively 

despite the aforementioned obstacles.  

4.3.4.5 Research Question 10: What is the Level of Overall Efficiency 

of Phuket’s Port of Call Management?  

Considering each factor, “tourism products & service” undoubtedly 

received the highest average efficiency score as tourism attractions, tourism activities, 

value for money and service providers are strengths of Phuket’s port of call 

management. Furthermore, safety performance had the second highest average 

efficiency score. Even if the efficiency level of political stability is low, “political 

conditions, tourism policies and regulations” remain efficient. On the other hand, the 

efficiency level of port condition is only somewhat efficient, which reflects a poor 

port infrastructure and port facility.  

Even though the efficiency of Phuket’s port of call for each factor is 

varied, Phuket’s port of call is efficient overall. Phuket is a highlight port with high 

value in this region, diverse tourist activities, well known tourist attractions, and great 

service. These reasons support that Phuket’s port of call management is still efficient.     
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4.3.4.6 Research Question 11: What is the Possibility to Revisit Phuket 

if Phuket is a Port of Call in the Cruise Itinerary?  

  Similarly, the findings of the possibility to revisit Phuket if it is a port of 

call on a cruise itinerary show that the cruise passengers will revisit Phuket. 

Significantly, it was discovered that tourism products & service were strengths of 

Phuket’s port of call attracted tourists to revisit Phuket port. While the port conditions 

are a weaknesses of Phuket, but do not affect the possibility of revisiting the port. In 

conclusion, the port functions as a gateway to the destination.   

 

4.3.5  Research Objective 4: Model of Phuket’s Port of Call Management  

Refering to research objective 4 which is the most important part of this study, 

the model of Phuket’s port of call management is proposed according to the data 

collected from both research results and literature review.  

The performance of Phuket’s port of call shows some paradoxes. There are 

great tourism attractions, impressive hospitality, diverse tourism activities, effective 

immigration formalities, wonderful climate & weather, shore excursions and value for 

money, which all could increase the port’s competitiveness; however, several 

obstacles have hindered Phuket from having a comprehensive port, such as poor port 

infrastructure, lacking port facility, weak cruise tourism policy, unstable political 

situation, and insufficient collaboration of stakeholders. Figure 4.11 reveals the 

current situation at Phuket’s port of call which reflects the big challenges of being a 

port of call for cruise tourism. Therefore, a prompt model for Phuket’s port of call 

should be tailored to overcome obstacles and adjust itself to the current situation.  
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Figure 4.11  Current Situation of Phuket’s Port of Call Management 
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Due to the growth of cruise tourism in Asia, Phuket has confronted strong 

competition, as earlier discussed. Many ports in Asia have rapidly developed, whereas 

Phuket port has taken no action. To retain competitiveness, Phuket should reform 

holistic port development to minimize the weaknesses and to gain opportunities. To 

obtain the achievement, a proper model of Phuket’s port of call should be initiated 

from the results of this study. The proposed model is beneficial for two primary 

purposes. Firstly, it can be used to analyze Phuket’s port of call and allows the key 

persons relevant the port of call management to understand how to manage it 

efficiently. Secondly, it engages the multiple stakeholders to coordinate, integrate, and 

collaborate themselves to maximize Phuket’s port of call, competitiveness and 

attractiveness under the concept of sustainability. To sum up, the ultimate goal of the 

proposed model is “to develop Phuket significantly as a high valued regional port of 

call in providing memorable experiences for cruise passengers, benefits for the cruise 

industry, fair contribution to all stakeholders and well-being to the local community 

with a concept of destination sustainability”.      

4.3.5.1 Research Question 12: How Should Phuket’s Port of Call 

Management be for Cruise Industry?  

  A number of essential elements for improving port efficiency have been 

extracted from the literature review and grouped into four factors for this study which 

are; 1) tourism products & service, 2) safety performance, 3) port conditions and 4) 

political conditions, tourism policies and regulations. In a vertical view, there are 

variables under each factor, with a total of twenty-two. In order to have enough data 

for model creation, three objectives were determined and three sets of data were 

derived from the perspective of cruise passengers. In addition, the interviews from all 

involved stakeholders included cruise passengers, cruise staff, and land based 

stakeholders. The findings from the interview enhance the descriptive data and 

support the quantitative results. All of these results were finally used to create an 

appropriate model of Phuket’s port of call. The output from the three objectives can 

be concluded as follows: 

  The first objective found the cruise situation relevant to Phuket’s port of 

call. The global cruise situation, trends of the cruise tourism, cruise passengers 

profiles at Phuket port, cruise ships profiles at Phuket port, the situation of cruise 
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tourism in Phuket, and most importantly, the SWOT analysis of Phuket’s port of call 

were discussed as valued outputs. The data collected in response to this objective 

were from both interviews and a questionnaire. The findings can be summaized in 

Figure 4.12 with an explanation as follows: 

1) Cruise tourism has grown. The number of cruise ships and 

cruise passengers have increased both in Asia and Phuket.  

2) The size of cruise ships is increasing, and the ships that call 

at Phuket port tend to be bigger than they were in the past.  

3) Most cruise passengers at Phuket port are from Asia, 

especially from Singapore, Malaysia, India, and China. They vacation on large and 

mega cruise ships. However, those from America and Europe travel on small and 

midsize cruise ships.   

4) Exotic ports are in great demand and most of the ports in 

Asia are exotic, new, and economical.  

5) Port of Phuket lacks the capability to accommodate large 

and mega cruise ships, especially during the high season due to its small size, lacking 

infrastructure & facility and inclement weather & wind. Only small and midsize 

cruise ships can berth at port of Phuket. Therefore, two temporary pontoons have been 

built at Patong and Kalim beach for the large and mega cruise ships. 

  The second and third objective of the study has examined the 

importance and efficiency levels of all variables from the cruise passengers’ 

perspective. The importance levels were viewed in general, while the efficiency levels 

specified Phuket’s port of call management, in particular. The importance and 

efficiency levels of all factors and variables toward port of call management were 

measured simultaneously. The brief results of these two objectives are below: 
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Cruise situation relevant to Phuket’ port 

of call 

 Growth of global cruise tourism, Asia is 

emerging region 

 Higher number of cruise ships and 

passengers in Asia, Phuket 

 Bigger size of cruise ships 

 Target group has shifted to younger 

 Asian cruise passengers as a new target  

 Poor port conditions at Phuket  

 Three ports provided for cruise tourism  

 Tourism products, service, immigration, 

value for money are strengths and port 

with its facility & infrastructure are 

weaknesses 

 

5 highest Importance levels of variables of 

port of call management 

 Safety & security on shore 

 Health & sanitation 

 Cleanliness 

 Immigration formality & custom regulation 

 Political stability  

 

Cruise situation relevant to Phuket’s port of call 

 Growth of cruise tourism in global and regional level 

 Asia is emerging region  

 Higher number of cruise ships, passengers 

 Ships deployed in Asia are bigger  

 Diverse ports are higher required  

 Target shifted from aging to younger  

 Contribution of cruise tourism (average THB 3,000) 

Urgent improvement for Phuket’s port of call 

 Cultural and indoor attractions, tourism amenity, T & D for 

relevant staff, port capacity extension, port infrastructure & 

facility, port management, safety of pontoon, traffic 

congestion, cruise tourism policy, safety maintenance, 

collaboration of stakeholders, political image. Tourism 

impacts  

Weaknesses of Phuket’s port of call 

 Lack of cultural & indoor attraction, poor tourism amenity, 

lack of competency of service provider, low capacity of 

port, poor port infrastructure & facility, no cruise tourism 

policy, inappropriate man power for safety, low social 

acceptance, traffic congestion, shortage of suppliers for 

shore excursion management during the season, lack of 

collaboration of stakeholders, political instability, tourism 

impacts  

Criteria of port selection  

 Tourism product s & service, tourism amenity, value for 

money, service provider, port, port infrastructure & 

facility, port management, connectivity, accessibility, 

weather & sea conditions, immigration, cruise tourism 

policy, safety, social acceptance, shore excursion 

management, collaboration of stakeholders, political issue 

 Strengths of Phuket’s port of call 

 Tourism attractions & activities, value for money, service 

provider, reputation, accessibility, immigration, weather & 

sea conditions, safety, shore excursion management 

5 lowest Importance levels of variables of 

port of call management 

 Collaboration of stakeholders 

 Social acceptance 

 Port characteristic 

 National cruise policy 

 Tourism amenity 

 

5 highest efficiency levels of variables of port 

of call management 

 Immigration formality & custom regulation 

 Service provider 

 Tourism attraction 

 Value for money 

 Climate & sea consitions  

 5 lowest efficiency levels of variables of port 

of call management 

 Port infrastructure 

 Port facility 

 Port stability 

 National cruise policy 

 Collaboration of stakeholders 

 Significance of demographic profiles and 

travelling patterns toward importance levels 

of port of call management  

 Age, region of residence, religion, marital 

status, income  

 Ship size, travel companion, cruising time, 

type of cruising   

 

Significance of demographic profiles and 

travelling pattern toward efficiency levels of 

variables of Phuket port of call management 

 Gender, age, region of residence, religion, 

income 

 Ship size, cruising time, channel of tour 

purchase  

 

Importance levels of factors affecting port of 

call management (descending order) 

 Safety performance 

 Tourism products & service 

 Port conditions  

 Political conditions, tourism policy and 

regulatory 

 

Efficiency levels of factors affecting 

Phuket’s port of call (descending order) 

 Tourism products & service  

 Safety performance 

 Political conditions, tourism policy and 

regulatory 

 Port conditions 

 

Comparison between importance and 

efficiency levels of each factor from the 

widest gap 

 Port conditions 

 Political condition, tourism policy and 

regulatory 

 Safety performance 

 Tourism products & service 

 

Gap of each variable between Importance 

and efficiency levels   

 Top 5 widest gaps – port infrastructure, port 

facility, political stability, connectivity, 

national cruise policy 

 Top 5 smallest gaps – Immigration formality 

& custom regulation, climate & sea 

condition, tourism activity, value for money, 

service provider     

 

Literature reviews 

 Cruise history & development 

 Global cruise situation & current trend 

 Major players in cruise tourism 

 Cruise destination & geography  

 Cruise passengers 

 Cruise market, behavior, motivation 

 Cruise segmentation & category 

 Port category 

 Factors affecting port of call management 

 Tourism situation in Phuket 

 Phuket’s port of call 

 Tourism components in Phuket 

 Research relevant to the study  

 Theories related to the study 

 
Model of Phuket’s port of 

call management 

Results from semi-structure interview Results from objective 2 and 3 Results from objective 1 

Data from literature Review 

Figure 4.12 The Data for Model Design 
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1) The five most important variables of port of call 

management are “safety & security onshore”, “health & sanitation”, “cleanliness”, 

“immigration formality & custom regulation” “and political stability,” in descending 

order, showing safety as the highest priority. 

2) The five least importance variables of port of call 

management are “collaboration of stakeholders”, “social acceptance”, “port 

characteristic”, “national cruise policy” and “tourism amenity,” in ascending order. 

These variables do not directly affect the cruise passengers; therefore, the importance 

levels were rated lower than other variables that directly affect the cruise passengers.  

3) The five most efficient variables of Phuket’s port of call 

management are “immigration formalities & custom regulations”, “service providers”, 

“tourism attractions”, “value for money” and “climate & sea conditions,” 

respectively.  

4) The five least efficient variables of Phuket’s port of call 

management are “port infrastructure”, “port facility”, “political stability”, “national 

cruise policy” and “collaboration,” in ascending order.  

5) Significant demographic profiles regarding importance 

levels of port of call management are age, region of residence, religion, marital status, 

and income. 

6) Significant travelling patterns which affect importance 

levels of port of call management are ship size, travel companion, cruising time, and 

type of cruising. 

7) Significant demographic profiles regarding efficiency levels 

of Phuket’s port of call management are gender, age, region of residence, religion, 

and income.   

8) Significant travelling patterns which affect efficiency levels 

of Phuket’ port of call management are ship size, cruising time, and channel of tour 

purchasing.   

9) The importance of factors in descending order are “safety 

performance”, “tourism products & service”, “port conditions” and “political 

conditions, tourism policies and regulations.” The efficiency levels of factors in 

descending order are “tourism products & service”, “safety performance”, “political 

conditions, tourism policies and regulations” and “port conditions.” 
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10) Each factor compared importance with efficiency, and 

found that the widest gap was “port conditions”, followed by “political condition, 

tourism policy and regulatory”, “safety performance” and “tourism products & 

service,” in descending order.  

11) The five widest gaps between importance levels and 

efficiency levels are “port infrastructure”, “port facility”, “political stability”, 

“connectivity” and “national cruise policy”. 

12) The five smallest gaps between importance levels and 

efficiency levels are “immigration formality & custom regulation”, “climate & sea 

conditions”, “tourism activity”, “value for money” and “service provider”.  

Meanwhile, the results from interviews can be concluded as follows: 

1) The current cruise situation displays some relevant details:  

cruise tourism has significantly increased globally and in Asia, the size of cruise ships 

are growing, the target group has shifted from aging passengers to younger ones, the 

bigger ships target younger customers and small ships target aging customers, diverse 

and new ports are in great demand, more ports in Asia have developed, cruise tourism 

in Phuket has grown, cruise tourism contribute economic benefits to the destination 

which is an average of THB 3,000 per passenger,  and safety is the highest priority.     

2) The criteria for port selection are tourism products & 

service, tourism amenities, value for money, service providers, port, port 

infrastructure & facilities, port management, connectivity, accessibility, weather & 

sea conditions, immigration process, cruise tourism policies, safety, social acceptance, 

shore excursion management, collaboration of stakeholders, and political issues. 

3) The strengths of Phuket’s port of call are tourism attractions 

and activities, value for money, service providers, reputation, accessibility to the city 

center, weather & sea conditions, immigration, safety, and shore excursion 

management. 

4) The weaknesses of Phuket’s port of call are a lack of 

cultural attractions and activities, tourism amenities, lack of etiquette and language 

skills of service providers, low capacity at port, poor tendering operations at 

temporary pontoons, lack of port infrastructure & facilities, no cruise tourism policy, 

inappropriate man-power for safety, low social acceptance, traffic congestion, 
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shortage of suppliers for shore excursion management during the high season, lack of 

collaboration of stakeholders, political instability, and ecological impact from 

tourism.    

5) Urgent improvements of Phuket’s port of call are cultural 

and indoor attractions, activities development, tourism amenity improvement, training 

& development for relevant staff, port capacity extension, port infrastructure & 

facility development, port management improvement including tendering operations, 

safety of temporary pontoon development, traffic improvement, cruise tourism policy 

formulation, safety performance maintenance, stakeholder collaboration, political 

stability, and ecological preservation.   

  All the results from both research methodologies as well as the 

literature review were finally synthesized and analyzed harmoniously to build a model 

for Phuket’s port of call, as the process shown in Figure 4.13. 
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Figure 4.13 Creation of Process of Model of Phuket’s Port of Call Management  

Objective 1: To analyze the 

current situation of the 

cruise tourism in Phuket, 

Thailand 

Objective 2: To evaluate the 

importance levels toward the 

factors affecting port of call 

management   

Objective 3: To measure the 

efficiency levels of port of 

call management in Phuket, 

Thailand  

Objective 4: To propose a 

model of port of call 

management tailored for the 

cruise tourism in Phuket, 

Thailand 

 The cruise situation of cruise tourism in 

Phuket  

 SWOT analysis of Phuket’s port of call 

management 

 Importance levels of factors affecting port of 

call management 

 Significant variables on cruise passengers’ 

socio-demographic profiles and travelling 

patterns showing different results of 

importance levels toward factors affecting 

port of call management  

 Efficiency levels of Phuket’s port of call 

management 

 Significant variables on cruise passengers’ 
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 Overall efficiency of Phuket’s port of call and 

possibility to revisit Phuket port  
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efficiency levels of all factors and variables  
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Phuket’s port of call 
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call 
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4.4  Model of Phuket’s Port of Call 

 

 Managing the port of call concerns and integrates multiple disciplines, as the 

overview is shown in figure 4.14. Ports are categorized into three types: home port, 

port of call, and hybrid port. Each of them play a different role. This study focuses on 

a port of call, which plays a role as a visiting port during a cruise or a gateway to a 

destination. Port of call management is not limited to the port area. The process of 

port of call management, involves not only the arrival of a ship, but  covers the time 

before the ship’s arrival, the duration of the ship’s call, and a period after the ship’s 

departure. Prior to a ship calling or the creation of a cruise itinerary, the cruise lines 

consider various factors involving the port of call management, such as political 

stability, connectivity, port facility & infrastructure and port characteristics. During 

the ship call, port management as well as port facilities & infrastructure are provided 

as required. During the disembarkation procedure, immigration formalities & custom 

procedures are involved. Once the cruise passengers visit the port, tourism attractions, 

tourism activities, tourism amenities, service providers, value for money, accessibility, 

health & sanitation, and cleanliness are core factors. Once again during the ship 

departure stage, immigration & custom formalities, as well as port management are 

involved. However, the whole processes of port of call management are determined 

by national cruise policies, collaboration of stakeholders, social acceptance, safety & 

security onshore, and emergency plans.   

 Port of call management starts once the port is added into the cruise itinerary. 

Port authorities, together with the shipping agent, work on port reservation, and 

contact various government sectors, such as immigration, customs, quarantine and 

marine department. Meanwhile, the tour operator creates and designs shore excursions 

and asks cruise lines to bid on various proposals. Suppliers, tour guides, and 

transportation options are tentatively recruited once the official appointment is 

announced. The pre-arrival process usually lasts 6 months to 1 year prior to the ship’s 

arrival. Along the way, before ship arrival, the ship staff involved in port of call 

management communicates back and forth with the port stakeholders according to 

their tasks. Ship arrival process starts when the cruise ship bounds the port water. All  



388 

Figure 4.14  Overview of Phuket’s Port of Call Management   
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relevant players perform their duties once the ship is at port, and cruise passengers are 

at site until the ship departs. The process after ship departure is to conclude and 

evaluate the performance of each sector.  

As cruise tourism in Phuket is not a national interest, the private sector has 

been a major contributor to port management, propelling cruise tourism with only 

poor support from the public sector since the introduction of cruise tourism in Phuket.  

Unlike several other ports in Asia where the ports were built specifically for 

cruise ships, Phuket is a cargo port which shares facilities between cargo ships and 

cruise ships. However, the port of Phuket has changed since a private handling 

company was given concession, similar to many other ports. Since the concession 

contract is short, and does not provide significant return on investment, the port 

infrastructure and facilities were not invested to serve cruise tourism. The public 

sector should, therefore, invest in port infrastructure and facility development and 

appoint a concessionaire to manage it.  

Most importantly, port of call management requires involvement from various 

stakeholders (e.g., community, private, public and cruise lines). This collaboration is 

necessary to provide efficient management and sustainable growth to the benefit of all 

stakeholders.    

From all of the above discussions and the results of the study, an appropriate 

model of Phuket’s port of call management is tailored to fit the context of Phuket. The 

research output illustrates the cruise situation in global, regional, and local levels. 

Meanwhile, the strengths, weaknesses, opportunities, and threats of Phuket’s port of 

call were also found while the importance levels of factors affecting port of call 

management were evaluated which reflects the cruise passengers’ expectation of the 

port of call. In parallel, the efficiency levels of Phuket port of call were also 

measured. These results were finally used to find gaps which are critical for model 

design. In addition, the findings from interviews are worthy supporting data for model 

creation. After analyzing all findings, a model was designed into an action plan of 

Phuket’s port of call management which finally draws out a model of Phuket’s port of 

call. The action plan for Phuket’s port of call management is divided into four 

missions as per Figure 4.15 and Table 4.105. 
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Figure 4.15  Draft Model Development of Phuket’s Port of Call Management 
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Table 4.105  Action Plan of Model of Phuket’s Port of Call Management 

 

Mission 1: Tourism Product and Service Enhancement 

Objective 1: Develop Cruise Tourism Products 

Strategy  Action and Mechanism  Undertaker  Priority  

1.1 Engage proactively with cruise lines to 

develop the tourism products and land 

based tour itineraries 

Understand the products and markets  TAT/Academic institution High  

Share the knowledge with potential stakeholders  Public  High 

Business meeting with cruise lines  Public /TAT/Private  High 

Annual conference between undertakers from public and private sectors  Public  High 

1.2 Diversify the innovative tourism 

products for both novice and 

experienced cruise passengers  

Motivate, encourage and support the tour operators to diversify tourism product Public High 

Create new and differentiated tourism attractions and activities to suit the target 

market  

Private/Public   High 

Create cultural and historical tourism attractions and activities  Private/Public  High 

1.3 Maintain the current tourism products Evaluate and improve  the current products Tour operator/Public   High 

 Add value for food, shopping, massage & spa Local entrepreneur/Public High 

1.4 Improve the fundamental tourism 

amenities 

Build the standard public toilet at port area and main tourism attractions  Public/local authority  High 

Manage the circulation of traffic at the main attraction  Local authority High 

1.5 Increase the revenue from cruise 

tourism products  

Expand the shore excursion choices to satisfy the repeated cruise passengers Tour operator  High 

Promote the tourism products to the cruise passengers prior ship arrival at port by 

sending staff onboard for port talk 

TAT/Tour operator Medium 

Segment the tourism products to suite the market Private/TAT Medium 

Provide activities near port area for crew and cruise passengers  Private Medium 
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Table 4.105  (Continued) 

 

Objective 2: Sustain Cruise Tourism Products  

Strategy  Action and Mechanism  Undertaker  Priority  

2.1 Retain the authenticity of Phuket Enhance consciousness of all parties concerned   All sectors  High 

Build pride in the local community to preserve their culture and  heritage Local community/Public  High 

2.2 Reduce tourism leakage from cruise 

tourism 

Strengthen the local enterprises for high competitiveness  Public/Private  High  

Support local enterprises’ unity  Public/Private  High  

Conglomerate relevant stakeholders Private High 

Impose laws strictly and transparently Public High 

2.3 Minimize impacts from tourism  Stipulate law enactment and penalties Public High 

2.4 Manage iconic tourism attractions Require cooperation from tour operators to control carrying capacity  Public/Tour operator High 

    

Objective 3: Improve Service Providers’ Competency   

Strategy  Action and Mechanism  Undertaker  Priority  

3.1 Develop competency of service staff Deliver training and development program during the off season for operational 

level staff and key persons  

Public/Private 

Academic institutes  

High  

3.2 Produce more qualified tourist guides Collaborate with tourism department and academic institutes  Private/Public/Academic 

institutes 

Medium 

3.3 Undertake research related to cruise 

tourism 

Identify the required issues of the study Academic institutes/Public High  

Simplify and share the reliable intelligence for stakeholders Academic institutes  High 
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Table 4.105  (Continued) 

 

   

Mission 2: Safety Performance Priority 

Objective 1: Prioritize Highest Levels of Safety & Security, Sanitation, Health and Cleanliness 

Strategy  Action and Mechanism  Undertaker  Priority  

1.1 Initiate the safety master plan for 

cruise tourism  

Consolidate best-practice safety procedures and streamline safety policies Public/Private High  

Provide enough man-power and train for safety at port Port authority/Policeman High 

Call for community participation for safety monitoring  Public/Community  High 

Monitor the infrastructure, facility, amenity and all tourism products for safety  Public/Private  High 

1.2 Implement mutual safety and security 

plans 

Incorporate between shore side security and ship security officers (SSO) Port authority/Cruise lines 

Shipping agent 

High 

1.3 Manage emergency plans Monitor the risk and formulate the risk management policy Public/Private/Community High 

Promote the risk management Implementation among all relevant stakeholders  Public/All sectors High 

1.4 Improve standard of sanitation, 

cleanliness, and hygiene   

Encourage food segments on hygiene standards Public/Private  High 

Focus on the cleanliness at the main attractions and beaches Public/Private/Community  High  

1.5 Provide innovative safety equipment  Supply innovative security equipment  Public  High 

    

Objective 2: Integrate Safety and Security with all Sectors  

Strategy  Action and Mechanism  Undertaker  Priority  

2.1 Set safety as a responsibility for 

everyone  

All sectors, especially the community, should monitor safety Public/Private/Community  High  

2.2 Supply enough man-power Set a manning system for all sectors involved in safety procedures  Public High 
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Table 4.105  (Continued) 

 

   

Strategy  Action and Mechanism  Undertaker  Priority  

2.3 Public safety sectors coordinate with 

private sectors  

Build a cross-sector team of for safety management  

 

All sectors High 

Use social network as a channel for communication Public/Private Medium 

    

Mission 3: Port Conditions Development 

Objective 1: Extend the port capacity   

Strategy  Action and Mechanism  Undertaker  Priority  

1.1 Establish port infrastructure/facility 

plan for cruise tourism  

Conduct a port infrastructure audit  Public/Private High  

Establish a transparent action plan with cost and benefit identification  Public High 

Monitor safety on port infrastructure/facility to meet the cruise passengers and 

cruise lines’ requirement  

Public/Private High 

1.2 Extend the port capacity to 

accommodate large cruise ships year 

round   

Study the possibility to build the port for cruise ship in term of return on 

investment, environmental impact, and community impact with maximum utility   

Public/Academic institution High 

Analyze the current port extension if new port cannot be built Public/Private High 

Conduct the study on T-jetty building, dolphin, and breakwater at port of Phuket Public/Academic institution High 

1.3 Improve the temporary pontoons at 

Patong jetty & Kalim jetty 

Increase safety standards of temporary pontoons at Patong and Kalim jetties Public/Private High 

Manage tendering operations efficiently  Public/Private High 

Provide fundamental amenities at the jetty areas Public High 
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Table 4.105  (Continued) 

 

Objective 2: Develop accessibility    

Strategy  Action and Mechanism  Undertaker  Priority  

2.1 Minimize traffic congestion   Provide public transportation  Public/Private High  

2.2 Minimize road accidents  Check the transportation conditions annually and limit the expiry time  Public Medium 

 Limit the speed lawfully and strictly  Traffic Policeman High 

2.3 Improve directional signage to main 

attractions 

Provide effective directional signage  Public  Medium 

2.4 Control the quality of the local taxis Set the transport counter at port  Community/Local authority Medium 

 Set fixed prices  Community/Local authority  Medium 

Objective 3: Develop port management     

Strategy  Action and Mechanism  Undertaker  Priority  

3.1 Integrate tasks among stakeholders    Share information among the stakeholders All sectors  High  

Coordinate between ship staff   

3.2 Improve the temporary pontoon at 

Patong jetty & Kalim jetty 

Increase safety standards of temporary pontoons at Patong and Kalim jetties Public/Private High 

Manage tendering operations efficiently  Public/Private High 

Provide fundamental amenities at the jetty areas Public High 
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Table 4.105  (Continued) 

 

Mission 4: Cruise Tourism Promotion 

Objective 1: Initiate cruise tourism policy    

Strategy  Action and Mechanism  Undertaker  Priority  

1.1 Initiate cruise tourism foundation    Select the members from all involved sectors  All sectors  High  

Facilitate public sector collaboration with the private sector   Public High  

1.2 Formulate cruise tourism policy  Encourage interaction between the public, private and community All sectors  High 

1.3 Implement cruise tourism policy Create competitiveness to increase cruise ships and passengers Public/foundation  High 

1.4 Expand cruise network with other 

ports 

Increase number of strategic partners and regional linkage with neighboring ports  Public High 

Initiate the regional plan for cruise tourism Public/Private High 

Exchange information Public  Medium 

Build the bargaining power with cruise lines Private  Medium  

Coordinate with other agencies to promote Phuket as a regional port of call  Public  High  

Promote logistics among regional stakeholders Public High 

Create differentiation and uniqueness at each port  Public High 

Objective 2: Facilitate formality       

Strategy  Action and Mechanism  Undertaker  Priority  

2.1 Facilitate formality for cruise lines  Provide enough staff Public/Private High  

Improve transparency of formalities Public  High 

Maintain the quality of formalities   

2.2 Integrate work across sectors Develop communication and engagement strategies among stakeholders  All sectors High  
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Table 4.105  (Continued) 

 

Objective 3: Minimize impact from political instability       

Strategy  Action and Mechanism  Undertaker  Priority  

3.1 Enhance image of the port     Update and deliver news about the country’s political situation with cruise lines TAT/Private High  

3.2 Ensure safety at port  Provide safety at the highest level Public/Port authority/Police High 

Objective 4: Improve a well being of the local community and destination sustainability         

Strategy  Action and Mechanism  Undertaker  Priority  

4.1 Benefit the local community     Share fair benefits  Public/Private High  

 Generate job opportunities within the local community  Private High  

4.2 Call for community participation  Listen to the voice of the local community Public/Private High  

Promote pride in the community  All sectors   High 

Use the community as a strategic part in port of call management  Public/Private  High  

4.3 Minimize environment, social and 

economic impacts from cruise tourism  

Balance between development and preservation  Public  High 

Study before development    

Objective 5: Create knowledge management         

Strategy  Action and Mechanism  Undertaker  Priority  

5.1 Accumulate knowledge about cruise 

tourism 

Improve data collection and statistical analysis Public/Private High  

5.2 Develop R&D on cruise tourism  Undertake research related to cruise tourism Academic institution/Public High 

 Identify the required issues of cruise tourism Academic institution/Private High 

 Simplify and deliver reliable intelligence to stakeholders Academic institution  Medium 
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4.4.1 Mission 1: Tourism Products and Service Enhancement  

Tourism products & services are the core resources of the port for 

cruise tourism. In this study, the tourism products & service consist of six variables. 

The results from quantitative research show that tourism products & service are 

efficient (x̄=4.96). Considering the gap between importance and efficiency levels by 

IPA of each variable, it was found that “tourism attraction”, “tourism activity”, 

“service provider”, “value for money” are in the quadrant “keep up the good work”. 

In the meantime, “tourism amenity” is in the “low priority” quadrant and “shore 

excursion management is in the “possible overkill” quadrant. Not surprisingly, the 

findings from interviews show the same results as the quantitative results.  

As the cruise passengers are more diverse in term of socio-demographic 

profiles (e.g., age, nationality, region of residence, religion) and travelling patterns 

(e.g, ship size, cruising time, type of cruising, and channel of shore excursion 

purchase), tourism products need to be significantly broadened. Currently, natural 

tourism products are dominant. Meanwhile, cultural, historical and man-made tourism 

products are deficient. Even if the tourism products at Phuket have an average rating 

as efficient, their average means of importance are higher. In addition, the results 

from interviews show that all population groups require Phuket to develop tourism 

products to become more diverse.  

To develop diverse tourism products, the policy makers should 

motivate, encourage, and support the tour operators. Moreover, TAT and other 

relevant public sectors which are responsible for tourism, should promote the new 

tourism products or offer lower taxes for a few years as motivation. Diversifying 

tourism products contributes in two ways, by leading to higher spending from cruise 

passengers who visit port, and by fulfilling the needs of current and emerging cruise 

passengers. Most importantly, the tourism products should be created for aging or 

retired cruise passengers and for children. Cultural tourism products relevant to 

Phuket should be created as another alternative, which are strongly required by the 

aging or retired cruise passengers, who rarely visit the challenging natural tourism 

attractions. Man-made or indoor tourism attraction can be an option for families and 

children. With these results, there are three objectives to drive this mission.  
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4.4.1.1 Objective 1: Develop Cruise Tourism Products  

In developing cruise tourism products, the involved sectors should 

firstly understand the relationship between tourism products and markets and share 

their knowledge. They should also engage proactively with cruise lines in order to 

develop appropriate and sustainable tourism products. To share the knowledge, an 

annual conference about cruise tourism should be undertaken among all stakeholders.  

Since the natural attractions are the core strengths of Phuket’s port of 

call, these can fulfill the cruise passengers who prefer this kind of attraction. In 

contrast, cultural tourism products, a new trend of today’ tourists, are not well 

promoted in Phuket. Certain groups of the cruise passengers (e.g., aging group or 

Europeans and Americans) strongly desire cultural immersion. As the target market 

has shifted from aging passengers to a multigenerational mix, a destination or port of 

call with diverse tourism products can fulfill a wide range of needs and expectations 

of both experienced and novice cruise passengers. In addition, man-made or indoor 

tourism products should be another alternative for Phuket’s port of call to attract 

younger passengers and Asians. They would be an option when the weather or 

seasonality do not permit the enjoyment of natural tourism products. The public sector 

should motivate, encourage, and support the private sectors to develop tourism 

products to become more diverse, especially cultural and man-made tourism products.  

Even though the tourism products are good in Phuket according to the 

results from both research methods, Phuket port should not forget to maintain the 

quality of the current tourism products. On the contrary, value should be added to 

tourism products to satisfy the cruise passengers. The most favorite tourism products 

of cruise passengers are massages, food, shopping, Phang Nga Bay and Phi Phi 

Island.  

Tourism amenities are basic requirements for tourism destination, and 

should be improved even if they were analyzed as a low priority from IPA. However, 

the results from interviews show that public toilet is a critical issue from the views of 

all involved stakeholders. The basic tourism amenities should be improved, especially 

at the jetty area and main tourism attractions. In addition, the maintenance after 

improvement should be well focused. The local authority should maintain the toilets.   



400 

Lastly, the purpose of tourism is to generate revenue for the host 

destination. In cruise tourism perspective, cruise passengers mostly spend one day at 

port. The port, therefore, should formulate strategies to encourage them to spend more 

money. To achieve the goal of increasing revenues from cruise tourism, the shore 

excursion choices should be expanded to satisfy both repeat and new cruise 

passengers. Moreover, the cruise tourism products at port should be well handled by 

sending knowledgeable staff to be onboard before the ship arrives to assist in 

promoting the shore excursions. Promotional materials should be provided to the 

cruise ships. Meanwhile, cruise tourism products should be segmented to suit the 

market.     

4.4.1.2 Objective 2: Sustain Cruise Tourism Products 

Even though Phuket is now an international tourism destination, the 

tourism products have been disorderedly developed. In cruise tourism paradigm, the 

cruise passengers expect exotic ports where they can enjoy reality. The port or 

destination, therefore, retains its authenticity which can highly fulfill the cruise 

passengers. The port should enhance consciousness of the private sectors to focus on 

this particular issue while the pride of the local community should be encouraged by 

preserving their culture and heritage.  

Importantly, the leakage from tourism business should be a concern. 

Currently, leakage has occurred in several markets such as Russia, Korea, 

Scandinavia and even China. The upstream revenues from tourism have leaked along 

the way and in the end, only a small amount is left for the local community while the 

resources have been fully exhausted. All sectors should pay attention to this particular 

issue. The public sector should strengthen the local enterprises for higher competitive 

advantage and control enactment transparently while the private sectors should 

conglomerate harmoniously.   

Impact from tourism product development should be minimal. Public 

sectors should monitor legal operations and stipulate lawful enactments and penalties 

if there is disobedience. All in all, the policy planners should prepare to balance 

tourism product development and expansion so that mass tourism does not cause 

irreparable damage. 
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Carrying capacity of the main tourism attractions is another concern. 

For the time being, there are no regulations about the capacity at the main tourism 

attractions, especially at the ecologically fragile sites such as Phang Nga Bay or Phi 

Phi Island. This matter requires cooperation from tour operators. On the other hand, a 

new strategy should be formulated for controlling carrying capacity at these iconic 

attractions.   

4.4.1.3 Objective 3: Improve Service Provider Competency 

Cruise tourism is a labor intensive industry. The whole operation 

process both onboard and onshore relies mainly on effective functions driven by a 

human work force. A lack of training and development is an issue that Phuket port 

currently confronts. Service provider is a strength of Phuket’s port of call, which is 

consistent with the interviews showing that the hospitality and service provider are 

dominant strengths of Phuket. However, a lack of competency of service staff was 

found from interviews. This port of call serves cruise passengers who have high 

expectations from products and service, so training and developing service staff is 

essential to ensure high quality service delivery to the cruise passengers. High quality 

port is a strategic success factor for cruise tourism; this can be achieved through 

delivering excellent service and products which enhance cruise passengers’ 

experience and increase positive word of mouth about Phuket’s port of call.  

Competency development of involved service staff is strongly required. 

Initially, the needs of the training and development should be recognized for a right 

understanding of training needs, along with the barriers and constraints. The 

government should support and assist the initiative by working collaboratively with 

academic institutions and private sectors. In conclusion, Thai hospitality and well 

developed service staff will be a key success factor to drive the port of call 

successfully.  

Currently, a shortage of qualified tour guides when many cruise ships 

visit at port is a critical issue for shore excursion management. A shortfall of suitably 

skilled tour guides is a significant constraint on the growth of cruise tourism in 

Phuket. The tour guides should be produced appropriately to the requirement of cruise 

lines.      
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4.4.2 Mission 2: Safety Performance Priority 

Since global cruise tourism confronts several risks (e.g., fire, grounding, 

collisions, mechanical problems, wind & waves, natural hazards, and viruses) 

associated with cruising, cruise lines focus on safety issues as the most critical 

concern, in order to ensure the highest safety delivery to cruise passengers and crew. 

In addition, refer to the results of this study, where it was found that safety was 

evaluated at an extremely important level (x̄=5.54) for port of call management while 

the efficiency levels of Phuket’s port of call was measured at efficient levels (x̄=4.78) 

with a gap difference of 0.76. However, if considering each variable, the results from 

IPA show that “safety & security onshore”, “health & sanitation” and “cleanliness” 

are in the “keep up the good work” quadrant while “emergency plan” is in the  

“concentrate here” quadrant.  

As cruise passengers emphasize safety significantly higher than other factors, 

safety performance should be the highest priority no matter what the level of 

efficiency. As cruise tourism is unique and differentiated from other types of 

travelling, “health & sanitation” and “cleanliness” at port should be concerned 

priority. Hence, safety, security, health, sanitation and cleanliness as well as 

emergency plan to prevent risk are critical in the views of both cruise lines and cruise 

passengers. To guarantee a safe port of call is not only an essential factor in 

motivating the cruise lines to choose this port, but it is also a key success factor of 

cruise tourism management.  

4.4.2.1  Objective 1: Prioritize Highest Safety and Security Level 

Even if the safety at Phuket port appears to be acceptable, it requires 

constant attention and maintenance, as safety is critical in the tourism industry. In 

order to prioritize the highest safety and security levels at port, a safety master plan 

for cruise tourism in particular should be initiated. Cruise tourism is viewed as the 

safest travel segment, while the growth of cruise tourism in Phuket is expected to 

continue.  The sectors responsible for safety should consolidate the best-practice 

safety procedures and streamline safety policies at operational levels. Basically, port 

infrastructure & facility, amenity and all tourism attraction should be safe. In addition, 

a sufficient number of safety staff from both public sectors and private companies 

should be prepared. Safety and security are provided not only at port but throughout 

the whole destination.   
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Once the safety master plan is initiated, the mutual safety and security 

plans should be implemented, incorporating all security officers on shore as well as on 

board the ship. Innovative security equipment such as CCTV should be provided.   

4.4.2.2  Objective 2: Integrate Safety and Security with all Sectors 

In order to ensure highest safety level at Phuket’s port of call, all 

stakeholders in Phuket should integration to monitor safety better, especially with 

participation of the community. This is compulsory to strengthen the community.  

The public sectors relevant to safety policy such as policeman, marine 

department, immigration, and customs should work with cross-functional integration 

and coordinate with private sectors such as shore excursion agents, shipping agents, 

and the port authority to build a safety team. Interestingly, reliable social networking 

can be used to effectively communicate and exchange information among the team.  

4.4.2.3  Objective 3: Promote Health, Sanitation and Cleanliness  

Proper sanitation for drinking water, food storage & preparation, and 

cleanliness are required. The public sectors should promote the hygiene standards for 

food, starting with the restaurants that the cruise passengers frequent. The hygiene 

standards can be created as a manual which the restaurants can use as a guideline. As 

food is one of the favorite and most satisfying activities at Phuket’s port of call, the 

training and development should be focused on this particular issue as food and drink 

hygiene is crucial for cruise lines. As norovirus is a critical issue for cruise tourism, 

Phuket port should take precautions; otherwise it may ruin the reputation of Phuket in 

terms of a The cleanliness of Phuket is ranked at an efficient level (x̄=4.66) and the 

results from IPA is “keep up the good work”; however, the results from interviews 

show that the major tourist attractions such as Patong beach are not clean enough. As 

the cleanliness affects the destination’s image, Phuket should centralize the 

cleanliness policy to the local authority. At the same time, tourists and locals should 

be encouraged to contribute to the cleanliness of Phuket.   

 

4.4.3  Mission 3: Port Development  

Since cruise tourism has grown significantly, many ports have developed in 

order to extend their capacity for bigger cruise ships and for a higher number of cruise 

ships and cruise passengers. As port development relies on a huge budget, it can be 
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achieved mainly by the public sector. When comparing among the four factors of port 

of call management, the efficiency level of “port condition” at Phuket’s port of call 

was evaluated the lowest (x̄=4.32) which is ranked as somewhat efficient. In contrary, 

the importance level of this factor in the view of cruise passengers was perceived as 

extremely important (x̄=5.28), resulting the highest gap between importance and 

efficiency levels. Using IPA to identify what Phuket should do, it was found that “port 

infrastructure”, “port facility”, and “connectivity” were in the “concentrate here” 

quadrant, while “accessibility” and “port characteristic” were in the “possible 

overkill” quadrant. “Port management” is in the “low priority” quadrant, while 

“climate & sea conditions” is in the “keep up the good work” quadrant.  

The results from interviews showed consistency with the quantitative results, 

that port is the weakest point of the port of call management in Phuket and port 

infrastructure, port facility and port extension are urgent priorities for port of call 

development. However, the port development encounters several obstacles such as a 

high budget, long term construction, environmental impact and effective management; 

this issue should be well audited.  

4.4.3.1  Objective 1: Extend the Port Capacity 

The port of Phuket strongly requires the extension of its capacity. A 

plan for port extension, port infrastructure and port facility improvement should be 

established, starting with an action plan, which identifies costs and benefits.  It is also 

desirable to attain maximum usage of all types of cruise ships to visit the port year 

round. Most importantly, the project for port capacity extension should not affect the 

environment at the port area. The costs and benefits of expenditure need to be 

analyzed, particularly for Phuket port where most of the cruise ships visit the port 

seasonally except Star Cruises. The research should cover potential social, economic, 

and environmental costs as well as identifying strategies to mitigate any adverse 

effects. All plans for expansion should be accompanied by innovative social and 

environmental development initiatives that can minimize the potential negative 

impacts from port development.  

4.4.3.2  Objective 2: Develop Accessibility  

Accessibility is one of the important factors for tourism destination 

development. In cruise tourism, accessibility from a port to main tourism attractions 
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and the city should be easy. Therefore, the concept of accessibility development 

involves necessary facilities and transportation. The general requirements are the 

parking area, directional signage while transportation includes buses, coaches, taxis, 

vans or any other type of vehicles that can take cruise passengers to their destination.  

Currently, the biggest problem related to accessibility is traffic 

congestion. Importantly, all groups of interview respondents consistently insisted that 

traffic congestion is one of the most critical weaknesses of Phuket’s port of call and 

affect the shore excursion management and travelling time. The causes of traffic 

congestion are from the number of vehicles used during the high season; and from 

accidents. In order to minimize traffic congestion, a public transport system should be 

initiated in Phuket in parallel with superstructure. The public transportation system 

should be a national level policy since it involves complex elements as well as a large 

budget. Moreover, the transportation conditions should be checked annually, the 

expiry time should be limited, and the driving speed should be limited. This should be 

worked collaboratively between the public sector and transportation companies.   

Meanwhile, many cruise passengers do not sign up for shore excursion 

from the ship. In order to visit the attractions or to enjoy the activities, most of the 

cruise passengers use the services of local taxis. However, the findings from 

interviews reflect inappropriate manners of local taxi drivers (e.g., overcharging, 

pressuring customers). In solving this problem, the taxi union should arrange a taxi 

counter at the pier with fixed prices, shown visibly.   

To access the attractions, proper directional instruction is provided as an 

international practice. The directional signage should be effective. Therefore, the 

directional signage is strongly required for all major tourist attractions.  

4.4.3.3  Objective 3: Develop Port Management  

When referring to the port management, it can be seen that the gap 

between importance and efficiency levels is -0.81 which was analyzed by IPA as a 

“low priority”. However, the port management is a critical part of port of call 

management as it can generate a good first impression if the port is well managed. 

From interviews, it was found that tendering operations were poor, the tour dispatch is 

slow, there are limited waiting areas, and there is a long walking distance from the 

beach to the vehicle parking lot. As a result, the port management should be improved 
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by integrating functions from various stakeholders. The information should be shared 

with all involved stakeholders. Further, the temporary pontoons at Patong and Kalim 

beaches should be improved with higher safety levels, while the whole process of 

tendering operations from the jetty to the beach and the beach to the vehicle parking 

lot should be more efficient. Additionally, the shore excursion agents and shipping 

agents should work effectively with the ship staff involved in tendering operations to 

help everything run smoothly.  

 

4.4.4  Mission 4: Cruise Tourism Promotion 

In reality, the new paradigm of port management which is practiced by most 

successful ports includes both local public authorities and private sectors within the 

management body. The public sector acts not only as a rubber stamp but also as a 

consult, decision maker, and a strong supporter, while the private sector should act as 

a major player in managing the port. The major relevant stakeholders in port of call 

management are the provincial and national tourism authorities, local government 

authorities, immigration, customs, quarantine, the marine department, port authorities, 

shipping agents, local tour operators, relevant service staff, and the local community.   

This decentralized approach includes full functional participation from the 

local community as the most important party that is involved in the strategic 

management process. Hearing the voice of the local community is the main concept of 

port development, to ensure minimal adverse impact. In addition, the participation of 

the local community is a sustainable success factor in port of call management and 

indeed, it displays a good image of the destination in terms of sustainable tourism.  

Similarly, the private sector is a vital stakeholder in the port of call operational 

process and tourism products development. Among the processes of port of call 

management that involve different stakeholders, the working process should be 

integrated according to individual responsibilities; shore excursion agent should tailor 

the shore excursions, the shipping agent should arrange all formalities for the cruise 

ship, port authorities will provide port facilities, infrastructure, and safety at the port 

area. Private sectors have much greater responsibility in the operational process of 

port of call management. 
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As an important issue for port of call management, the public sector should 

play a leading role in development. It should develop and promote cruise tourism by 

offering a budget for port development. Initially, the public sector should be the key 

in collaborating with other stakeholders. The network with other ports should be 

initiated by the public sector, but cooperation among ports is linked by the private 

sector in creating cooperation with private sectors of intra-ports.  

In conclusion, intertwining the roles of all stakeholders is crucial to improve 

port of call management. The full unity of public, private, and community is 

fundamental to impel Phuket’s port of call.            

Cruise tourism policy is vital for port of call management as it guides how the 

port should perform. Adversely, the results from this study illustrate that cruise 

tourism policy has never been formulated. The data from quantitative research show 

that the efficiency of the national cruise policy is ranked 20
th

 out of 22
nd

 variables 

which is very low in comparison with other variables of Phuket’s port of call. 

Consistently, the findings from interviews negatively rate this dimension. Arguably, 

the cruise tourism policy is a core for port development as it is a roadmap of what to 

do. Therefore, Phuket should establish a foundation which consists of members from 

all sectors.   

4.4.4.1  Objective 1: Initiate Cruise Tourism Policy 

As cruise tourism policy is a fundamental and critical requirement for 

port of call management, it would be highly desirable to initiate a national cruise 

policy. Prior the cruise tourism policy initiation, the body of policy makers should be 

selected from various involved stakeholders. If the policy makers are selected from 

the public sectors solely, the perspective of cruise tourism policy will be shallow. 

With this regard, collaboration of involved stakeholders is one of the success factors 

to drive cruise tourism successfully.  

To formulate and implement the cruise tourism policy, collaboration 

and interaction between public, private, and community should be encouraged. The 

benefits from diverse stakeholder involvement (e.g., education, experience, 

background of knowledge, position, and responsibility) will enhance the plan and 

create rounded ways of looking at issues that are encountered within cruise tourism. 

The diversity will also bring any conflict among the stakeholders to the surface, so 
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that balanced policy can be formulated. The similarities and differences of opinion 

will positively impact policy development if involvement is well managed. The cruise 

tourism policy should not only aim at port attractiveness that increases the number of 

cruise passengers and cruise ships but port competitiveness and port comparativeness, 

as well. Port attractiveness will not be achieved without port competitiveness, which 

concerns passenger satisfaction, long term profitability, and the well-being of the 

community. In the same way, port competiveness will not be achieved if there is no 

port comparativeness. Port comparativeness is all about the quality of tourism 

products, service quality, and competent human resources which are rated higher than 

other ports of call in the region.  

Importantly, a cruise network with other ports should be expanded 

proactively, with the purpose of increasing the number of strategic partners and 

regional linkages with neighboring ports. Thus, a regional cruise tourism plan should 

also be founded in order to exchange information, build bargaining power with cruise 

lines, promote regional cruise tourism, establish logistic competitiveness among 

regional stakeholders, and position product that are unique and differentiated from 

other ports in the region.   

4.4.4.2 Objective 2: Facilitate Formality 

The formality process is really important for port of call management 

that involves verification from immigration, customs and quarantine upon ship arrival. 

From the study, the quantitative results show that the formalities at Phuket port are 

extremely efficient (x̄=5.34) while the importance level of immigration formalities is 

rated as extremely important (x̄=5.45). The gap between importance and efficiency 

levels is only at -0.11. Meanwhile, the findings from qualitative data also present an 

efficient performance of formalities. 

Even though formalities are extremely efficient, the port should 

maintain and improve the quality by providing more staff for larger cruise ships to 

deliver convenience to cruise passengers and cruise lines. On top of this, the formality 

procedures should be transparent. Any demands for a bribe in exchange for 

convenience should be dropped.    
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As the formality involves different parties as aforementioned, the 

working process across sectors should be integrated to develop the communication 

and engagement strategy among all of them.    

4.4.4.3 Objective 3: Minimize Impact from Political Instability  

Political stability is a factor worth mentioning, as its efficiency level is 

ranked lowly. Lekakou et al. (2010) affirm that political stability is a critical criterion 

for port selection. In contrast, the results from both research methodologies found that 

political stability is extremely important (x̄=5.45) while it is somewhat efficient (x̄

=3.77) showing such a large gap (-1.68). Meanwhile, the political issue is a weakness 

for Phuket’s port of call.  

 Since the political instability in Bangkok impacts Phuket, even when 

the situation in Phuket is normal, the image of the port should be enhanced. News 

about the political situation should be updated and delivered to the cruise lines and 

major target groups. Moreover, the safety at port should be ensured by providing the 

highest safety level.  

4.4.4.4 Objective 4: Improve a well being of the Local Community and 

Destination Sustainability  

The concept of tourism sustainability is the well-being of the local 

community. Indeed, cruise tourism has also contributed to the local community. In 

order to improve the well-being of the local community, fair benefits and job 

opportunities should be shared among all stakeholders at the destination. In 

maximizing the benefits from cruise tourism to the community, cruise passengers 

should be encouraged to spend more in the locality. Cruise tourism in Phuket has 

always caused conflict of interest among different stakeholder (e.g., a taxi group 

protested the tour operators and blocked the entrance of the port). To compromise this 

serious issue, committees should be established in order to make an agreement of 

sharing benefits. In addition, the strong participation from the community in port of 

call management is a must, and shows the health of the community. Hearing the voice 

of the local community can be another tactic to bring them into becoming a strategic 

partner, and to generate their pride as the host of the destination.  

Any impact from cruise tourism toward the environment, society or 

economy should be mitigated. Therefore, development and preservation should be 
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balanced sustainably and ensure that overall impacts are monitored. As said above, if 

the community is strengthened, they will be the main sector in sustaining the 

destination.  

4.4.4.5 Objective 5: Create Knowledge Management  

Human resources are the main ingredient in tourism management as a 

linkage between tourism products and the tourists. Knowledge management of cruise 

tourism should be accumulated. For the time being, the data collection should be 

improved as a source of information for further application.  

R & D should be undertaken in issues relevant to cruise tourism. The 

results of R & D should be simplified and delivered to stakeholders.  
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Figure 4.16  Model of Phuket’s Port of Call Management 
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4.4.5  Conclusion of a Model  

In applying this model, the above mission and objectives will not lead 

Phuket’s port of call successfully without the responsibility and involvement of all 

sectors. In reference to the model, the holistic perspective draws up the national cruise 

tourism policy as a blueprint of the port of call development & management which 

requires involvement from stakeholders. The cruise tourism policy should rely on the 

cruise lines, the global cruise situation, current trends, cruise passenger behavior, and 

the competition. 

The resources relevant to port of call are identified into four groups which are 

fundamental resources, managerial resources, core resources, and destination image. 

Each of these require different levels of involvement from the appropriate 

stakeholders in accordance to their duties and responsibilities. As shown in the Figure 

4.16, fundamental resources are the basic requirements for port of call management, 

consisting of emergency plans, climate & sea conditions, national cruise policies, 

amenities, facilities, infrastructure, accessibility and connectivity. The managerial 

resources, consisting of formalities, port management, and shore excursion 

management, are provided for cruise passenger convenience and comfort. In addition, 

the core resources are the tourism attractions, tourism activities, and service providers 

that attract the cruise lines and cruise passengers to visit the port. Lastly, the 

destination image consists of health & sanitation, political stability, social acceptance, 

value for money, port characteristics, as well as cleanliness. The model shows that the 

fundamental resources require a higher degree of enthusiasm and involvement from 

the public sector to drive development, whereas the destination image is under the 

main responsibility of the local community. 

All resources are indicators of comparativeness, competitiveness and 

attractiveness. Port comparativeness is indicated by the quality of tourism products, 

service quality, and the competency of human resources, which are better than other 

ports. Port comparativeness is an indicator to drive port competitiveness which is 

judged by cruise passenger satisfaction, long term profitability, and the well-being of 

the community. If the cruise passengers are satisfied, the port gains long term profit, 

and the local community is happy, the port will become more attractive which can 

draw significantly higher numbers of cruise passengers and cruise ships. Most 

importantly, a successful model of port of call will ultimately focus on environmental 

quality, economic prosperity, and social responsibility. 



 

CHAPTER 5 

 

CONCLUSION AND RECOMMENDATIONS 

 

5.1  Introduction 

 

The body of this chapter provides a summary of the dissertation titled “A 

Model of Port of Call Management in Cruise Tourism, Phuket, Thailand” which 

includes a conclusion of the results briefly presenting the whole process of the study 

and a recommendation for further study. The study consists of five chapters. The first 

chapter highlights the significance, justification, objectives and outcomes of the study 

while the second chapter is the literature review, concepts and theories related to 

cruise tourism and port of call management. The third chapter explains the research 

methodology employed for the study, followed by the forth chapter which consists of 

data analysis, research results and discussion. The fifth chapter is the conclusion, 

mentioning limitation and recommendations of the study. 

The ultimate goal of this study is to propose a suitable model of port of call 

management, particularly for Phuket. Mixed research methodologies were employed 

to collect primary data from various population groups.  The results from primary 

data, (interviews and questionnaires) and secondary data (literature review) are 

applied to create a model of Phuket’s port of call management.  

 

5.2  Conclusion  

 

The study, titled “Model of Port of Call Management for Cruise Tourism, 

Phuket, Thailand” is elaborated according to significant growth in global cruise 

tourism. Over the past few decades, more cruise ships have been deployed in Asian 

ports, including Phuket port. The size of the cruise ships tends to be bigger than the 

ports had ever been required to accommodate before.  Moreover, the target market has 

shifted from aged cruise passengers to a multi-generational mix that has diverse 
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needs, expectations and characteristics when travelling by cruise to visit port of call.  

Ports have become one of the main factors affecting the purchase decisions of 

potential cruise passengers, so cruise lines are concerned with port management.  

They use various criteria for port selection to ensure that ports are able to satisfy 

visiting cruise passengers.  

Phuket port has mainly served cruise tourism as a port of call for decades, due 

to its reputation and attractiveness, leading cruise tourism to continuously grow there. 

Phuket has become the most visited port of call in Thailand and one of the highlighted 

ports in the ASEAN region. As cruise tourism has grown in Asia, more ports in the 

region have rapidly developed to attract cruise lines to add them to their itineraries. In 

the meantime, Phuket port has not yet taken any actions regarding port development, 

despite the significant growth of cruise tourism in Phuket. In order to obtain data to 

create a model for Phuket’s port of call management, this study was undertaken with 

the following objectives: 

1) To analyze the current situation of the cruise industry in Phuket, 

Thailand 

2) To evaluate the importance of factors affecting port of call 

management  

3) To measure the efficiency of port of call management in Phuket, 

Thailand 

4) To propose a model of port of call management tailored for the 

cruise industry in Phuket, Thailand 

Because the expected outcome of this study was to propose a model of 

Phuket’s port of call management, mixed research methodology was employed. The 

populations of this study were divided into three groups which were: 1) cruise 

passengers who had experienced Phuket port, 2) cruise staff involved in port of call 

management, and 3) land based stakeholders who are relevant to Phuket’s port of call 

management.  

To achieve the objectives of the study, the conceptual framework was set. The 

first step involved a literature review, in order to draw out pertinent themes from 

relevant literature. The themes were used as a framework for questionnaire 

instruction. In addition, the focus group was used to reconfirm the factors extracted 



415 
 

from the literature review before questionnaire design. Finally, four factors were 

summarized: 1) tourist products and services, 2) safety performance, 3) port 

conditions, and 4) political conditions, tourism policy and regulations with several 

variables under each factor.  

The questionnaire was used as a quantitative data collection tool, examining 

how cruise passengers’ perceived factors, in terms of importance of port of call 

management and efficiency of Phuket’s port of call management. The size of the test 

group was 562, using the quota sampling technique to divide the target population 

from four ship sizes which are mega, large, midsize, and small. Then, a purposive 

sampling technique was selected to identify the populations who had experienced 

Phuket’s port. After that, a convenient sampling technique was then employed to 

collect data from an appropriate number of subjects.   

Before being deployed, the questionnaires were analyzed with regards to 

validity and reliability. The results of content validity were measured by the IOC 

index, showing 0.80-1.00. Only two items fell out of the range, -0.2 and 0.2, and were 

adjusted as advised by the evaluators. The reliability was tested with 30 respondents, 

resulting in an Alpha coefficient of 0.965. The data collected from quantitative 

method was processed with Statistical Package for Social Science (SPSS) version 21. 

Descriptive statistics were employed to analyze the demographic profiles, the 

travelling patterns, the importance levels toward factors affecting port of call 

management and the efficiency levels of Phuket’s port of call management. 

Meanwhile, inferential statistics, T-test, one-way ANOVA, correlation, Chi-Square 

were applied in analyzing the relationship between independent variables and 

dependent variables.  

In order to collect more profound data and minimize bias in the study, 

qualitative research methodology was also applied by using semi-structured 

interviews from three population groups, in order to gain rounded data from grounded 

sources. The semi-structured interviews were gathered from 25 land based 

stakeholders, 14 cruise staff and 7 cruise passengers until data were repeated. The 

conclusions of research are presented in accordance with the research objectives. 
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5.2.1 The Results of Research Objective 1: The Current Situation of the 

Cruise Industry in Phuket, Thailand 

The investigation into the current situation of the cruise industry in Phuket 

found that cruise tourism in Phuket has grown significantly according to the number 

of cruise passengers and cruise ships. The following is a summary of the results in 

response to the first of two research questions which are 1) What is the cruise 

situation in Phuket, Thailand? and 2) What is the SWOT analysis of Phuket’s port of 

call? 

5.2.1.1  Research Question 1: What is the Cruise Situation in Phuket? 

1) Cruise Passenger by Region 

(1) Cruise Passengers from Asia 

Asian cruise passengers are an emerging target group for 

cruise tourism as well as the main group visiting Phuket port. Most Asian cruise 

passengers cruise with large and mega cruise ships, and are first time passengers. The 

majority is young, travel with family, and prefer short cruise between 3-7 days under 

the concept “everyday at port” in the intra-Asian region. Port of call attractiveness is 

the main motivation for this particular group. Since their average monthly incomes 

are below THB 100,000, cruise lines implement a lower price strategy to attract the 

Asian market. 

(2) Cruise Passengers from America  

American cruise passengers are experienced, with an 

average of five trips. They prefer longer cruise durations as most of them are retirees 

who travel mostly with a spouse/lover. They are mainly motivated by experiences 

onboard and onshore. As their average monthly income is THB 100,000-200,000, 

they expect premium products and sophisticated service and cruise in small and 

midsize cruise ships.  

(3) Cruise Passengers from Australia 

Most of Australian cruise passengers are old and retired.  

The average monthly income is THB 100,000-200,000.  Most of them cruise in all 

ship sizes; the well-educated cruise passengers cruise in small and midsize cruise ship 

for leisure and education, while those who cruise in large and mega cruise ships cruise 

only for leisure.  
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(4) Cruise Passengers from Europe  

The majority of European cruise passengers are old and 

retired. They travel with a spouse/lover for longer durations. Their average monthly 

income is THB 100,000-200,000. Their purpose of cruising is for leisure and 

education. Experiences onboard are important, while exotic ports with cultural tourist 

products are a requirement.  

2) Cruise Passengers by Socio-demographic Profile and 

Travelling Patterns 

(1) Gender   

While most cruise passengers are male, there is only a small 

difference between the number of male and female passengers.  

(2) Age  

The ages of cruise passengers vary from 20-70 years. The 

age of cruise passengers has shifted from an aging group to the younger generation.  

The average age of cruise passengers on mega cruise ships is 41-50 years while the 

average age of cruise passengers on large cruise ships is 31-40 years. The average age 

of cruise passengers on midsize cruise ships is 51-60 years, and the average age of 

those on small cruise ships is 61-70 years old.  Asian cruise passengers are much 

younger than European, Australian and American cruise passengers.  

(3) Marital Status  

Most cruise passengers are married.  

(4) Education Background  

Almost half of cruise passengers hold bachelor degrees.  

(5) Region of Residence  

More than half of all cruise passengers are from Asia.  

(6) Country of Cruiser  

The majority of the cruise passengers are from Singapore, 

America, Malaysia, Australia, UK, China, Philippines, India, Indonesia, and 

Germany, respectively.  

(7) Religion  

Most of the cruise passengers are Christian, Buddhist and 

Muslim, respectively.  
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(8) Occupation  

Most of the cruise passengers on mega and large cruise 

ships are private business employee and the majority of those on midsize and small 

cruise ships are retired.   

(9) Income  

The average monthly income of Asian cruise passengers is 

below THB 100,000. On the other hand, cruise passengers from Europe, America and 

Australia earn THB 100,000-200,000.  

(10) Ports in Phuket  

There are three ports used for cruise tourism. Most large 

and mega cruise ships anchor off at Patong and Kalim jetties while smaller cruise 

ships use the port of Phuket. 

(11) Cruising Time  

Most of the cruise passengers in Phuket are first time 

cruisers except for those who cruise with small and midsize cruise ships. 

(12) Accompanying Group  

Most cruise passengers travel with a spouse/lover. Some are 

with family, especially Asian cruise passengers.   

(13) Purpose for Cruising  

Most are first time cruisers. The purpose for cruising is 

leisure. However, the aged and retired cruise passengers who travel for leisure and 

education are mainly from Europe and America.  

(14) Reason for Cruising  

New experience, convenience and value for money are the 

reasons for cruising. 

(15) Preferred Activities  

Food & drink, city tours, and sightseeing are the preferred 

activities in descending order while spa & massage, shopping, and entertainment are 

also popular when visiting Phuket port.  

(16) Preferred Attractions  

Most of the cruise passengers, especially Asian cruise 

passengers, prefer iconic attractions. Phi Phi Island and Phang Nga Bay are the most 

preferred and highlighted attractions.  
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(17) Channel for Tour Purchase  

Most of the cruise passengers purchase the tour from the 

ship, especially Europeans and Australians.  

(18) Spending at Port 

Most of the cruise passengers spend approximately THB 

3,000 per person and those on small cruise ships spend more, at approximately THB 

3,500 per person. 

3) Cruise Ship Profiles  

There are four cruise ships categories visiting Phuket port; 

ranking from mega, large, midsize and small in descending order. The large and mega 

cruise ships carry mainly Asian cruise passengers while the small cruise ships target 

the European and American passengers.  

4) Ports for Cruise Ships at Phuket  

(1) Port of Phuket 

It is a port for small and midsize cruise ships, as it is not 

appropriate to accommodate large cruise ships during summer, due to the influence of 

the northeast monsoon. For this port, the main obstacles for cruise tourism are lacking 

port infrastructure, insufficient facilities, and incapacity to accommodate the large 

cruise ship. However, the large cruise ships can come alongside port during the rainy 

season when sea and weather conditions in that particular area are good.  

(2) Patong jetty 

It is a temporary pontoon serving large, mega and some 

midsize cruise ships, and is used only during the summer season when the sea 

conditions are good. As it is not a port, unavailability of infrastructure and facilities 

are its serious weaknesses. However, its strengths are the capability to accommodate 

large cruise ships and quick accessibility to Patong City.  

(3) Kalim jetty 

It is a temporary pontoon provided for large and mega 

cruise ships during the summer season. The strength for this jetty is its location at 

Kalim beach, which is not far from Patong beach. It is used as an additional jetty 

when Patong jetty is occupied. The jetty conditions are almost the same as those of 

Patong jetty.  
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5.2.1.2  Research Question 2: What is SWOT analysis of Phuket’s Port 

of Call? 

In order to propose a model for Phuket’s port of call management, 

SWOT analysis of Phuket as a port of call was essential.  

1) SWOT Analysis of Phuket’s Port of Call 

(1) Strengths of Phuket’s Port of Call 

The strengths of Phuket port of call are; Growth rate of the 

cruise ship and passenger, Connectivity & accessibility, Tourism products, Ease of 

immigration formality, Reputation of Phuket, Safety & security, Weather and 

seasonality, Value for money,  Tour operators, and Hospitality.  

(2) Weaknesses of Phuket’s Port of Call 

The weaknesses of Phuket’s port of call are; Lack of cultural attractions, No cruise 

tourism policy, No plan to develop cruise tourism, Traffic congestion, No public 

transport system, Lack of collaboration from related stakeholders, Lack of social 

acceptance, Poor port facilities and infrastructure, Characteristics of Port of Phuket, 

Lack of emergency plan, Shortage of manpower and supplies during high season and 

Incompetency of service providers 

(3) Opportunities for Phuket’s Port of Call 

The opportunities of Phuket’s port of call are; Growth rate 

of cruise tourism worldwide as well as Asia, Bigger cruise ships, Asia is an emerging 

region, Economical growth in Asia, Asian is a new target of cruise tourism, Cruise 

tourism development in Asia, Broader market of cruise passengers and Combined air-

sea package.  

(4) Threats to Phuket’s Port of Call 

The threats of Phuket’s port of call are; Political instability, 

Higher negotiation power of the major cruise lines, Strong competition between ports, 

Price of fuel, Exchange rate, and Natural disasters, outbreaks, climate change.  

 

5.2.2 The Results of Research Objective 2: The Evaluation of the 

Importance Levels toward Factors Affecting Port of Call 

Management 

 

There are three research questions under this research objective:  
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5.2.2.1 Research Question 3: What are the Importance Levels Toward 

Factors Affecting Port of Call Management? 

1) Overall, tourism products and services are regarded as 

extremely important. Considering each variable, tourism attractions, service 

providers, value for money, and tourist activities are deemed extremely important, in 

descending order. Meanwhile, shore excursion management and tourist amenities are 

regarded as important.  

2) Safety performance is perceived as extremely important, 

with particular focus on several specific factors: safety & security onshore, health & 

sanitation, cleanliness, and emergency plans, in descending order.  

3) Port conditions are extremely important as well. Looking 

closely at each variable, it is found that port facilities, port infrastructure, 

connectivity, climate & sea conditions, port management and accessibility are 

considered extremely important in descending order, while port characteristics are 

moderately important.  

4) Regarding the importance levels of political condition, 

tourism policy and regulations attainted an important level. Examining each variable, 

immigration formality & custom regulations, and political stability are considered 

extremely important. Meanwhile national cruise policy, social acceptance and 

collaboration of stakeholders are moderately important, in descending order.  

5.2.2.2  Research Question 4: What are Significant Variables on Cruise 

Passenger Demographic Profiles that Show Different Results of 

Importance Levels Toward Factors Affecting Port of Call 

Management?  

Age, region of residence, religion, occupation, marital status and 

income are significantly connected to importance levels given to factors affecting port 

of call management. As a result, cruise passengers with different ages, regions of 

residence, religions, occupations, marital statuses and incomes have different 

perspectives toward the importance levels of factors affecting port of call 

management.  
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5.2.2.3  Research Question 5: What are Significant Variables on Cruise 

Passenger Travelling Patterns that Show Different Results of 

Importance Levels Toward Factors Affecting Port of Call 

Management?  

Ship size, cruising time, and type of cruise significantly impact 

importance levels toward factors affecting port of call management.  As a result, the 

cruise passengers who prefer different ship sizes, cruising times, and types of cruises 

have different perspectives toward the importance levels of factors affecting port of 

call management.  

 

5.2.3 The Results of Research Objective 3: The Measurement of the 

Efficiency Level Toward Phuket’s Port of Call Management 

 

 There are 6 research questions to answer under this research objective.  

5.2.3.1 Research Question 6: What are the Efficiency Levels of  

Phuket’s Port of Call Management? 

1) Overall, the efficiency levels of tourist products and service 

are regarded as efficient. Considering efficiency level of each variable, service 

providers, tourist attractions, value for money, tourist activities, shore excursions and 

tourist amenities are judged at efficient levels, in descending order.  However, tourist 

amenities attain the lowest score which is significantly lower than other variables.  

2) According to the efficiency levels of safety performance, it 

is judged as efficient. Focusing on efficiency level of each variable, safety & security 

onshore, health & sanitation, cleanliness and emergency plans are evaluated as 

efficient, in descending order.  

3) In regard to the port conditions, the efficiency levels are 

somewhat efficient. Closely looking into each variable, it is found that climate & sea 

conditions, port characteristics, accessibility, port management, and connectivity are 

evaluated as efficient, in descending order. Meanwhile the importance levels of port 

facility and port infrastructure are regarded as somewhat inefficient.   

4) The political condition, tourism policy and regulations, are 

judged as important. Considering each variable, immigration formality attainted the 
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highest score as extremely efficient, while social acceptance was judged as efficient. 

On the other hand, collaboration of stakeholders, national cruise policy, and political 

stability were evaluated as somewhat efficient.   

5.2.3.2 Research Question 7: What are Significant Variables of Cruise 

Passenger Demographic Profiles that Show Different Results of 

Efficiency Levels of Phuket’s Port of Call Management? 

Gender, age, region of residence, religion, and income are significant to 

efficiency levels of Phuket’s port of call management. As a result, cruise passengers 

with different genders, ages, regions of residence, religions, and incomes have 

different judgments toward the efficiency levels of Phuket’s port of call management.  

5.2.3.3 Research Question 8: What are Significant Variables of Cruise 

Passenger Travel Patterns that Show Different Results of 

Efficiency Levels of Phuket’s Port of Call Management?  

Ship size, cruising time, and channel of tour purchase are significant to 

efficiency levels of Phuket’s port of call management. As a result, cruise passengers 

with different ship sizes, cruising times, and channels of tour purchase have different 

evaluation of efficiency levels toward Phuket’s port of call management.  

5.2.3.4 Research Question 9: What are the Significant Gaps between 

Efficiency Levels of Phuket’s Port of Call and Importance 

Levels Toward Factors Affecting Port of Call Management? 

The five widest gaps between efficiency levels and importance levels, 

ranked in descending order, are port infrastructure, port facility, political stability, 

connectivity and national policy. In contrast, the five narrowest gaps are immigration 

formality & custom regulation, climate & sea conditions, tourism activity, value for 

money, and service providers, in ascending order.  

Meanwhile, the results of pair sample correlation tests between 

importance levels and efficiency levels were statistically significant for every factor. 

The factor with the highest correlation is tourism products & services while the factor 

with the lowest correlation is port conditions.   
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5.2.3.5  Research Question 10: What is the Level of Overall Efficiency 

of Phuket’s Port of Call Management? 

  The overall efficiency level of Phuket’s port of call management is 

efficient.  

5.2.3.6  Research Question 11: What is the Possibility to Revisit Phuket 

if Phuket is a Port of Call in the Cruise Itinerary?  

Regarding the possibility to revisit Phuket if it is a port of call in the 

cruise itinerary, the results reveal that cruise passengers will revisit Phuket. 

  

5.2.4 The Results of Research Objective 4: A Proposed Model of Phuket’s 

Port of Call Management 

Throughout this empirical study, the researcher looked into what actions 

Phuket could take as a port destination for cruise tourism in order to attract cruise 

lines, because no previous research has investigated this issue. The study focuses on 

various perspectives that can develop Phuket as a cruise destination.  Cruise tourism is 

considered a rather new niche within the tourism industry in Phuket.  It is crucial to 

analyze the situation of cruise tourism in Phuket in order to obtain updated data of the 

situation and the level of Phuket port’s competitiveness.  Meanwhile, importance 

levels of each variable affecting port of call management were evaluated as the results 

illustrated the requirements of cruise passengers, when visiting a port of call.  

Most importantly, the efficiency of Phuket’s performance was measured as the 

most vital data, which can be used for what Phuket should improve as a port of call. 

As Phuket port has unique characteristics and different contexts, a universal model is 

inappropriate to apply to develop this port. In order to propose an appropriate model 

for Phuket’s port of call management, the results from three mentioned objectives 

were synthesized with relevant concepts and theories, all to construct a unique model 

for Phuket’s port of call, as briefly described.  

5.2.4.1 Research Question 12: How Should Phuket’s Port of Call 

Management be for Cruise Industry?  

The model of Phuket’s port of call is constructed and proposed under 

the core concepts that developing cruise tourism should minimize adverse effects to 

the resources of a community, as well as to provide infrastructure, facilities and 
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amenities for the comfort, convenience and safety of visitors. Furthermore, port 

development should be compatible with the character, aesthetics, and limitations of 

natural and cultural resources but maximize usage and for all ship sizes. The 

development policy should be balanced between promoting cruise tourism and 

protecting the local community and its authenticity. It is necessary to make an 

accurate assessment of the community and its resources, as well as any negative 

impacts that may occur because of the cruise industry, as many ports have claimed 

that cruise tourism generates negative impacts without having fully documented, 

assessed or even quantified the impacts. 

To sustain Phuket the development of cruise tourism, all stakeholders 

must become involved, especially residents and indigenous peoples, who are strongly 

required in the planning and management process. Cruise tourism strategic planning 

committees should consist of all stakeholders, and formulate a short term to long term 

plan, according to global trends in cruise tourism. In addition, the strategic 

committees should manage the conflicts of interests between stakeholders. The public 

sector should initiate provincial linkages by creating partnerships with the private 

sector to develop an economic strategy for cruise tourism.  

R & D projects on cruise tourism, logistics, and maritime issues should 

be better coordinated between universities, to the betterment of the country’s 

economy. This will require, first of all, deepening strategic knowledge, strengthening 

contacts with private enterprises, and intensifying cooperation between universities 

and R&D institutes. Consequently, the development of a proactive cruise tourism 

strategy is a key element for enhancing the competitive position of Phuket port. In 

pursuit of the goal of sustainable cruise tourism management, Phuket should work 

collaboratively with other ports in the region to strengthen regulations, increase 

bargaining power, and eliminate intra port competition. It is just this unnecessary 

competition that allows cruise lines to demand cheaper prices. To sustain the 

communities and environment in the area, the local ports should work together to seek 

a possibility to charge cruise ship fees and head taxes for infrastructure development, 

community funds, and environment preservation.    

In order to develop cruise tourism successfully, social acceptance is a 

key success factor. The policy makers should consider the equitable distribution of 
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benefits to all involved stakeholders. While cruise tourism should improve the well 

being of the host community, revenue should be reinvested for resource maintenance, 

allowing for a more balanced weighting of the costs and benefits from cruise tourism.  

Despite minimizing the tourism leakages which have affected Phuket 

from other markets (e.g., Russian, Korean, Chinese or even Scandinavian), a visit of 

cruise passengers should encourage the training and development of local employees. 

On the other hand, cruise passengers have great opportunities to experience the port.  

Accelerating and developing tourist products to respond to a wide range 

of cruise passengers and demand characteristics is crucial. According to the results of 

the study, the tourist products are evaluated as being effective, and tourism attractions 

and activities are the major factors that attract cruise passengers to visit Phuket port. 

To maintain the growth of cruise tourism sustainably, the cultural tourist attractions 

should be developed innovatively to respond to the well-educated and aging cruise 

passengers while man-made tourist attractions should be built for younger passengers 

with families. Additionally, natural tourist attractions, which are strengths of Phuket, 

should be well maintained. Meanwhile, cruise passengers evaluated tourist activities 

highly, as they are diverse and deliver high value for money. It is a must to improve 

and focus on their quality to deliver higher satisfaction to cruise passengers. Most 

importantly, the competency of the service providers should be developed in parallel 

with tourist product development.  

As a responsibility of ports of call in cruise tourism, safety is a 

fundamental and critical requirement both at port and at tourist sites. The safety policy 

should be proactive, using not only the officials but everyone in the community. In 

macro perspectives, the provincial safety master plan should be communicated to the 

operations level in implementing the plan effectively. Moreover, an appropriate 

number of safety officials such as police or security staff should be considered. The 

safety procedure for cruise tourism involves cooperation between the port security 

officers and ship security officers. In the meantime, safety should be everywhere, 

especially when the cruise passengers are at the attractions. The staff involved should 

be well trained in how to prevent risks, know what the emergency plan is, and how to 

deal with crises.  
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To sum up, the model of Phuket’s port of call is complex, requiring 

various stakeholders’ involvement to formulate and drive an effective cruise tourism 

policy in Phuket. The port development covers not only the port itself but all elements 

relevant to port of call management. As such, tourist products & service, safety 

performance, port conditions, political condition, tourism policies and regulations set 

guidelines for development.  However, the port development should be under the 

concepts of environment quality, economic prosperity, and social responsibility. In 

addition, the model of Phuket’s port of call should generate competitiveness which 

improves satisfaction of cruise passengers and cruise lines, long term profitability, 

higher value, and the image of the port and destination. It should also focuses on 

service quality and knowledge of the human resources. On top of that, the most 

important issue for port of call management is to fully integrate all of the components.  

 

5.3   Recommendations   

 

This researcher believes that the study that was accomplished can hold 

significance and contribute to the cruise industry in Phuket, Thailand. In addition, the 

results would encourage a higher degree of enthusiasm from all stakeholders relevant 

to cruise tourism in Phuket, to formulate and implement large-scale integration, in 

order to drive cruise tourism. The researcher would like to recommend the following 

issues for further studies: 

5.3.1 The model of port of call management has been examined for Phuket’s 

port of call in particular as the data have been collected only from Phuket port. The 

model of Phuket’s port of call management is not a universal one that can be used by 

other ports in Thailand. The same concept of study can be examined in all ports of 

call in Thailand in order to obtain the results of all ports for a holistic national cruise 

tourism policy.   

5.3.2 The scope of this study is only port of call. For further study, the study 

of homeport should be examined in Phuket in order to develop Phuket as a homeport.  

5.3.3 This study focuses mainly on factors that affect the efficiency of port of 

call management. However, study can be extended to examine the process or the 

linkages between each factor or the whole supply chain of cruise tourism.  
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5.3.4 The same methodologies should examine successful ports in other 

countries, finding the Phuket results as benchmark for cruise tourism driven 

strategies.  

5.3.5 The results from this study can be used for cruise tourism strategic 

planning at provincial and national levels.  

5.3.6 The results of this study can introduce a policy formulation framework 

to provide guidance towards the unification of the cruise industry. This will work 

towards the creation of a cruise tourism policy in Phuket, Thailand. The creation of a 

policy formation framework is important because it will enhance the planning and 

management of cruise tourism in Phuket. 

5.3.7 As many ports are developing, extensive research is required to analyze 

impacts to the ports. Besides the impacts, issues, and tools that this thesis has 

identified, there are two broad categories that need additional research and 

development.   

5.3.8 This study is a holistic view of port of call management. Therefore, the 

results of each factor are not detailed deeply. Future research can then focus on each 

factor in particular.  

5.3.9 Better data collection and statistics are needed, regarding the number of 

cruise passengers, nationality of the cruise passengers, number of crew, number of 

cruise ships etc. These data will be useful for policy planning and academic studies.    

 

5.4   Limitations of the Study 

 

Now that the research is complete, the researcher would like to point out that 

there were some limitations during the process of study. First, the researcher was 

unable to interview the cruise lines’ executives who are the decision makers on port 

selection. Such strategic formulation planners were inaccessible as it would involve 

high travelling costs. Second, there are cruise passengers of different nationalities. 

Some cruise passengers lack English communication skills. Therefore, the researcher 

was unable to collect data from some of them. Lastly, no literature relevant to cruise 

tourism in Thailand were available.    
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5.5   Epilogue 

 

Surprisingly, there are no studies relevant to cruise tourism in Thailand, 

despite the fact that cruise tourism had been introduced a long time ago. Therefore, 

this study is the pioneer for cruise tourism research in Thailand, and hopes to provide 

inspiration to other researchers to focus on this segment more closely. Lastly, the 

researcher also provided some recommendations for interested researchers who wish 

to use this research for further application.     

The ultimate goal of this study is to propose a model of Phuket’s port of call 

management for cruise tourism, which this researcher truly believes can be applied for 

port of call development in Phuket. The findings of this study provide information to 

all relevant stakeholders of cruise tourism in Phuket, for participating in the 

development of cruise tourism, especially the government sector which is a centrally 

responsible organization in driving cruise tourism for sustainable competitiveness.  
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Interview for factor confirmation 

 

No What is the cruise situation affecting 

Phuket? 

What are the factors toward 

port selection? 

What are the strengths of 

Phuket as port of call? 

What are the weaknesses of 

Phuket as a port of call? 

What does Phuket need to 

urgently improve? 

HKT1  There is a good sign of big growth in 
Asia as well as Phuket. This can be 

proved from a big number of ship call in 

Phuket.There are many ships coming to 

Phuket such as Royal Asia Cruise, Silver 

Seas, RCCL, and Costa. 

 Global economy crisis affected number 
of cruise line. Destination such as Europe 

has less number of cruise passengers due 

to the price. More cruise passengers 
decide to cruise at Caribbean as it is 

cheap. It is almost the same price as 

coming to Phuket.  

 Exotic, uniqueness, value for money and 

new attraction are the factors attracting 
the world cruise passengers (US) to come 

to Asia.   

 There are 2 groups of passengers; indra-
Asian and outside Asian. 

 Singapore and Hongkongare hub for 
cruise in Asia. 

 Singapore port develops cruise tourism 
rapidly.  

 Asian (Singapore) get a full involvement 
from government sector. 

 Cruise tourism contributes to local as an 
economic multiplier.  

 Diversity of tourism product 
and culture, affordable price 

are the factors to select port 

of call.  

 

 

 Attractions are the most 
attractive. 

 Service provider is best 

compare to other.  

 

 Port can’t allow ship to call 
along-side year round. 

 No capacity for multiple ships at 

one time.  

 Tendering operation is difficult 

for big cruise ship. 

 No policy from government  

 Government has lack of 
knowledge about cruise tourism. 

 Weather and seasonality (head 
wind & tail wind) obstructs the 

ship to call Phuket in certain 

time of the year. As such Phuket 
deep sea port is unable to 

accommodate big ship during 

high season. Ship has to anchor 
off at Patong instead.  

 Safety from gangster and taxi 
vendor are the obstacles in 

Phuket. 

 

 Port should be rapidly 
developed. 

 Infrastructure in Phuket should 

be improved urgently to 

accommodate big cruise ship. 

 Attraction and activity should be 
diverse.  

 Stop on crime including taxi 
gangster.  

 Immigration and custom should 

be transparent.  

 Ltd TAT should give full 

feedback about cruise tourism. 

 Government should give budget 

for cruise tourism development 
and set strategic planning. 

 Indoor activity should be offered 

such as Phuket cultural center to 
sell Thai and southern culture, 

on hand activity, creative 

activity. 

 New deep sea port should be 

developed or it should be 
extended.  

 

HKT2 

K. Chat 

 

 Number is increased especially in Asia.  

 Asia is an emerging destination for major 
player due to number of population, 

spending power such as north Asia, 

India.  

 China port is becoming popular for 

cruise. 

 No visa for going to Taiwan approved by 

China government  

 Accessibility and port 

attractiveness, safety, value 
for money are main factors. 

 Quality of port is important. 

 Strategic location (Geographic 

location) 

 Tourism products are really 

good. 

 Value for money is the 
strength of Phuket. 

 Safety and security are the 

weakness. 

 Conflict of interest among 

stakeholder. 

 Carrying capacity when many 
ships call. 

 Facility and infrastructure 

 No assistance from government  

 Political instability  

 Management for cruise line  

 Develop port to reach standard 

 Conflict of interest among 
stakeholder should be solved. 

 Safety should be strictly 
concerned. 

 Government should play more 
roles to promote cruise tourism. 

HKT3 
Supanee 

 Cruise tourism is growing  Quality of HR (guide) is  It is premium destination for  There are only natural based  Provide more activity beyond 
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No What is the cruise situation affecting 

Phuket? 

What are the factors toward 

port selection? 

What are the strengths of 

Phuket as port of call? 

What are the weaknesses of 

Phuket as a port of call? 

What does Phuket need to 

urgently improve? 

 New destination is more required. 

 US and European are main cruiser. 

 Chinese does not behave properly while 
cruising.  

 Educate Asian tourist before boarding. 

 More ships cruise to Asia. 

 Singapore is efficient in term of 
management, port management, and 

man-made attraction management. 

important. 

 Reputation of the port is one 

of the most important 
criteria because it attracts 

potential customer to buy 

cruise package. 

 New and exotic port is an 

important key in offering a 

product differentiation.  

 Port facility and 

infrastructure 

 Immigration procedure 

should be effective 
especially for the big cruise 

ship. 

 Privilege offered to cruise 
such as no visa for cruise 

 Tourist attraction is 
important to attract them.     

 Service quality is most 

required. 

 Safety at destination is 
important. 

 Attractive activity should be 

available.  

high end cruise passengers.  

 Natural attraction is the  

 It is very popular and known 
by cruise lines. 

 Service is the selling point of 
Phuket port. 

 Safety at destination is good. 

attractions but it is not diverse. 
Phuket has no other choices for 

cultural, historical attraction for 

cruiser who prefers this 
particular attraction. 

 Port doesn’t reach standard.  

 Political instability is the 

weakness due to the 

demonstration. 

 International shore excursion 

agents are now coming for 
competition and use price as a 

strategy.  

 

natural attraction that can attract 
repeated cruise. 

 Improve standard of port 
management. 

CS1 

 
 US is the main cruise target but more 

Asians are now cruising. 

 Ship is bigger and targets mid class 

group. 

 Safety is concerned for decision making.  

 More ports are developed for cruise. 

 Port fee in some areas will be cheaper as 

it will motivate more ships to call. 

 Tourism product and onboard activity are 
important.  

 Port facility is mostly 

required. 

 Safety and security 

measurement must be 

highest level. 

 Easy accessibility to the city 

center and main tourist 
attraction. 

 Connectivity from port to 
port must be proximate. 

 Port should be well prepared 

before ship call.  

 Fast and quick response 

from agent. 

 Price of the port charge is an 

important criterion. It is like 

 Location of Phuket is good. It 

is easy to go to other ports 
such as Port Klang, Myanmar 

or Colombo.   

 Accessibility from port to city 
and main attraction is not far. 

 Beach is beautiful. 

 There are such great activities 

that worth to pay such as 
food, massage or even 

shopping. 

 Traffic is terrible so far. 

 There is lack of port facility. 

 There is a malfunction of the 

local taxi and activity on the 
beach. 

 There is no assembly space for 
tour assembly at Patong beach. 

 Port facility and infrastructure 

should be urgently improved. 

 Traffic solution needs to be 

focused. 

 Cruise promotion should be 
formulated to sell local to cruise. 

 There are some poor amenities 
such as wifi, free toilet. 
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No What is the cruise situation affecting 

Phuket? 

What are the factors toward 

port selection? 

What are the strengths of 

Phuket as port of call? 

What are the weaknesses of 

Phuket as a port of call? 

What does Phuket need to 

urgently improve? 

in Caribbean. Port charge is 
cheap. 

CS2  Size of cruise ship is getting bigger. 

More ships above 100,000 GRT are in 
water. 

 Asia is the new emerging destination due 

to exotic port, value for money. 

 Players target new emerging market in 
Asia to cruise both in Asia and other 

region. 

 Activities both onboard and onshore are 
developing parallel. 

 Exotic and new ports are highly required 
by cruise lines.  

 Most ports put more efforts on port 
development and concern on safety.  

 Elderly passengers need more cultural 

and experienced activities.  

 Safety is number one 

concerned when selecting 
the port. 

 Port infrastructure and 

facility such as port, 

terminal, security at port are 

mainly judged.  

 Diverse and good attraction 

and activity are vital 
criteria.   

 Supports from all 

stakeholders at destination 
are required especially from 

public sector. 

 Hospitality is really needed 
as cruise passengers highly 

expect premium service. 

 Community acceptance is 

important. If there is a 
conflict of interest, it will be 

obstacle to bring ship to 

port. 

 Enough capacity  

 Natural tourism attraction is 

the magnet. 

 Hospitality of the people is 

the unique which is hardly 

found in other port. 

 Immigration is effective. Just 
disembark after immigration 

team is onboard. This 

provides convenience for both 
passenger and cruise ship.  

 Traffic is congested that makes 

delay in accessing to attraction 
sites.  

 Port is too small and it is 

insufficient during high season. 

Ship has to anchor at Patong and 

the tendering operation is 
difficult. 

 Temporary pontoon in Patong 
doesn’t reach standard.  

 Long walking from dispatch site 

to the bus.  

 There is not enough port if there 

are more than 3 ships coming at 
the same day.  

 Tourism attraction and activity 
are not diverse.  

 Port infrastructure should be 

really improved. 

 Politic condition should be 

stable. 

 Need to increase cultural and 

indoor activity. 

C1 

SSV 
 There is more cruise package sold to 

various destinations. 

 It merges between cruise and airlines. So 

that it is easy for us to go cruising. 

 The ship is much bigger right now. 

 More Asian travels by cruise. 

 Safety is the factor that I 
concern. 

 The port or country in the 

itinerary should be 
attractive. 

 Port facility should be good 
enough. 

 Island and beaches are 
beautiful.  

 People are nice. 

 

 Port is not convenient.  

 Traffic is too busy. 

 Port needs to be developed.  

 Tour package should be 

designed to see various places as 

much as possible within a day. 

C2 

SSV 
 More ships are coming to Asia. This is 

good for passengers to have more choice 
for travelling.  

 More activities onboard provide for 
relaxation while cruising. 

 Infrastructure and amenity 

of the port are the most 
important factor. 

 Value of visit is also 
concerned when choosing 

the port. 

 Capacity to accommodate 
big ship is also focused.  

 Tourist attraction and activity 

are the main motivation such 
as massage, food, beaches. 

 Local people are really 
friendly. 

 Activity in Patong beach is 
really impressed.  

 Port facility is too poor. 

 There is no terminal. Loading 
passengers on the beach doesn’t 

look professional. 

 Built port with better 

infrastructure. 
 

C3.   More cruise companies are coming to  Readiness, political peace,  Reputation of Phuket is the  Language of the local people is  Permanent port should be built 
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No What is the cruise situation affecting 

Phuket? 

What are the factors toward 

port selection? 

What are the strengths of 

Phuket as port of call? 

What are the weaknesses of 

Phuket as a port of call? 

What does Phuket need to 

urgently improve? 

SSR Asia. 

 More ports are demanded by cruise ship. 

This is observed from port built in many 
countries such as Singapore, China. 

safety and port facility are 
main motivation to attract 

cruise to port. 

 Tourism product and 
reputation of the port are the 

thing that being concerned. 

strength. 

 Beach and island are the 

attractive. 

poor. 

 Port is temporary and seems 

unsafe.  

 Law is not strong. People do 

something against law such as 

driving too fast. 

for more ships. 

Lecture  Global cruise is growing in number. 

More ships are built. The target is shifted 
from old passengers to middle age 

passengers. As the size of the ship is big, 

the price is lower and fit the new target. 

 Phuket is a popular port in this area for 

more than 20 years but number of cruise 

ship increased significantly around 10 
years ago.  

 Star Cruises is the pioneer of cruise 
tourism in this area. Now there are 2 

regular ships calling Phuket weekly.  

 Activities onboard and onshore are the 
good combination to make the 

passengers the most fun.  

 Port facility is a must for 

port selection.  

 In addition, the criteria 

come with the ideal tourism 

products as it is the factor 
that convinces people to 

cruise.  

 Other basic factor is the 
safety both at port and at 

tourist site.  

 As a tourism lecturer and 

from my experience, I believe 
that tourism attraction and 

name of Phuket are the 

strengths of Phuket. 

 Value for money is the push 

factor and a success factor in 

Phuket. 

 It is overcrowded here in 

Phuket.  

 Certain tourism destination: 

such as Phi Phi Island, 

PhangNga Bay or canoeing tour, 
are over capacity. This is very 

important point to focus 

otherwise it will impact the 
environment as a whole. 

 Involved stakeholders take 
benefit financially from tourists. 

As spoken with TAT, the most 

complaints in Phuket are the 
lack of etiquette from service 

providers. 

 Need to train those concerns 

about cruise tourism as the 
circumstance is totally different 

from other type of travelling. 

 Need to promote activities that 
suit the cruise passengers. The 

research about cruise tourist 

behavior should be studied by 
educational institute.  

T/O  Most of cruise passengers are Asian such 
as Malaysian, Singaporean, and Indian. 

Many cruise lines such as Carnival, 
RCCL, Star Cruises, Cunard, Princess 

and Costa are the main players here in 

Asia. At the same time, the smaller 
cruise ships remain the same target 

which is elderly cruiser and offer high 

premium service. However, those cruise 
lines built the small ship but bigger than 

the old one. Instead of carrying 200-300 

passengers, the ship has bigger capacity 
to like 500 pax.  

 There are many exotic ports in Asia such 
as Thailand, Myanmar, Philippines, 

Indonesia, or even China. These are the 

broaden choice for them to design the 
itinerary.  

 They can cruise in Asia throughout the 
year. During November to April, ship 

can cruise in Andaman Sea to various 

 Port infrastructure is the 
critical criteria for port 

selection. Port character is 
important too. I mean the 

location of the port is vital. 

Manage port with full 
function is a basic need 

from cruise line too. 

 Tourism amenity is the 
thing that cruise line will 

focus on when selecting the 
port.  

 Safety is the most 
significant when choosing 

the port.  

 Port shouldn’t be too far to 
the city center and main 

tourist attraction as the 

cruise ship has limited time 
at port. Travelling time to 

city and attraction should be 

 There is nice natural resource 
that attract tourist to visit 

Phuket. 

 There are various activities 

that can fulfill the wide range 
of tourists from young to old, 

from poor to rich.  

 Service staffs in tourism 
sector are very hospitable. I 

always get a good compliment 

from passengers in terms of 
their service.  

 Connecting to other port is not 
far at all. Cruise itinerary can 

be wrapped up easily with 

some ports around here. 

 There is shortage of cultural and 
historical attraction.  

 Port infrastructure and amenity 
are poor. These should be 

improved otherwise we are out 
of track.  

 Lack of basic amenity such as 

toilet at port.  

 Port infrastructure with fully 
functioned management is the 

urgent plan for Phuket. 

 Collaboration among those 

involved stakeholders are 
required especially a hand from 

government sector.  

 Invest more budgets on cruise 
terminal and build the dolphin 

for larger cruise ship.  



 

4
7
9

 

No What is the cruise situation affecting 

Phuket? 

What are the factors toward 

port selection? 

What are the strengths of 

Phuket as port of call? 

What are the weaknesses of 

Phuket as a port of call? 

What does Phuket need to 

urgently improve? 

ports of call and it can be shifted to other 
side to Korea, China, Japan, and Hong 

Kong from May to October.  

too far.  

 

Semi-Structured Interview 

No What is the cruise situation in Phuket? What are the factors to port 

selection? 

What are the strengths of 

Phuket as port of call? 

What are the weaknesses of 

Phuket as a port of call? 

Suggestion 

TM 

HKT 

Immigration 

 The ship visits Phuket mostly one day. 

It comes in the morning and departs in 

the evening. 

 There is hardly found the felon coming 

with the ship. 

 Cruise tourism contributes good 

revenue to Phuket. 

 There are 4 ships call minimum a week. 

 Most of European cruise ships are 
elderly people and longer cruise. 

 Most of the regular cruise shipsare from 
Singapore, carrying mostly Asian. 

 Number of ship to Phuket increased 

significantly and come back every year.  

 Asian is a big and new target due to 

proximity to port and economical 
growth in the region. 

  There are enough 

immigration officers 

provided when ship calls in 
offering convenience to 

passengers and ship. 

 Before ship arrival, shipping 
agent contact immigration 

and other relevant offices 
asking permission to bring 

the ship to port with full 

details such as size, date,  

 Before they are coming 

down, immigration officers 
must be onboard before 

allowing disembarkation. 

 Working with custom, port 
authority, shipping agent. 

  

CS3  I heard that RCCL brought the big ship 

to Phuket that takes around 4000 people 
as well as Celebrity. 

 There will be more ship coming to 
Phuket. 

 The size of the ship that we are seeing is 
getting bigger and bigger every year.  

 There are a lot Asian mostly from from 

Singapore, Malaysia. I also heard that 
Sapphire Princess is going to sail from 

Malaysia but I am not quite sure she 

will go to Singapore but will come to 
Phuket. The capacity is almost the same 

Super Star Virgo (2200 guests).  

 Passenger’s average expense in Phuket 

 Port infrastructure is 

important factor as you 
know size of the ship is 

bigger. They expect better 

port to accommodate this. 

 Tourist attraction is another 

point to consider as it is the 

thing that convinces tourist 

to come to cruise. Like 

Phuket, people love to buy 
cruise package when the 

cruise adds Phuket as a port 

of call. 

 Talking about safety, it is 

another important issue to 

 The reputation itself is the 

strength of Phuket.  

 The tourists feel free to travel 

in Phuket, unlike other 
countries which are more 

strictly. 

 I might think about the value 

for money as you know 

Malaysia and Singapore will 
feel it is a little bit cheaper 

than their countries. 

 There are many thingsthey 
can do in Phuket such as 

shopping in the street 
shopping. They know what 

 In the other hand, there is 

something expensive for the 
tourist. It is the price for the 

tourist. 

 Actually, I think infrastructure is 
the point as Phuket has a big 

name. They should have a better 

port. Phuket port is simple. If 

they can have it like in Bangkok, 

it will be good for people to 
embark and disembark in Phuket.  

 I am not sure about the 
government. It is like the same 

thing. There is nothing changed 

in Phuket. 

 We can look into the port 

infrastructure. 

 As the crew comes every week, 

there should have a place where 
the crews can relax, be 

entertained and hung out. This 

will generate the income for 

Phuket too such as wifi access 

like in Port Klang. What I think 

the crew must have special price 
for this service. 

 Government sector should keep 
an eye on cruise tourism 

development in Thailand 

otherwise you are behind other 
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is USD100 minimum.  

 The most popular tour depends on the 

market. Indian is mostly a first-time 
cruiser. They love adventure tour like 

canoe. Most Singaporean love 

shopping. Chinese love the most 

expensive tour. They are not regular but 

when they come, they come in big 

group. 

consider as well as the 
weather, sea condition and 

seasonality. 

 Political issue should be 
calm. Once the country has 

conflict among the people, 

it seems unsafe for 

passengers. This will affect 

decision making and cruise 
might cancel the call at that 

particular area.  

 Collaboration among 
involved parties should be 

integrated. I heard there are 
problems among local taxi 

with tour operator. As such, 

it will affect trust to cruise 
line to come. It happened 

before when last two years. 

Right? They closed the port 

and this caused bad 

reputation about your port.  

to do and where to go. 

 I don’t have much idea about 

immigration as it is beyond 
my responsibility but what I 

see is the immigration in 

Phuket is very efficient. 

There is no issue about this. 

Phuket is the port that we can 

clear it very fast.  

 Safety is good in Phuket. 

countries that they have moved 
far compare to Phuket. 

 

C4 

Mari 
 Cruise tourism becomes more popular 

for Asian tourists. It seems more 

number of Asian cruising. Most of 

cruisers in Mariner of the Seas are 
Asian. 

 It is cheaper to cruise. Before cruising 
was expensive. It was like for only rich 

people and we couldn’t afford it but 

nowadays we can cruise as the price is 
not much different from other modes.  

 The activities onboard are very fun. The 

ship tries to create something to make 

people fun onboard.  

 The size of the ship is really big. You 
know how many people are onboard? 

There are more than 3000 people and 

how many crews are onboard? You see 
it is like we are in a small city.  

 I think safety should be.  

 Location of the port should 

not far from each other as 
we have 5 days and we 

don’t want to stay too long 

onboard. I love this way. 
The ship cruises during the 

night and arrive at port in 

the morning. 

 I think reasonable price of 

everything is the answer for 

us to come. 

 Port equipment is important 

to bring the cruise ship to 
port. Look at this, we are in 

the big ship but there is no 

port here in Patong. We 
spent time in the small 

boat, waiting in line, and 

walk too long. 

 Patong is fun. I like it as I 
can find everything I want 

here. 

 I love food here in Phuket. 
Massage is good activity to 

enjoy. It is unique for 
Thailand.  

 There is lack of activity for 

elderly and kid in Phuket. 

 Too much traffic jams in Phuket. 

 Price of the taxi is not fixed and 

got pressure from them.  

 Port is not good at all. Really 

busy while loading on the beach. 

 The distance from the beach to 
the coach seems too long 

especially for my mom who is 
old.  

 Tourism amenity is really poor. 
This is unexpected for us as 

Phuket is so known but what.. 

 Build a new port please as quick 
as possible. Hope I come back 

next time, I see new good port. 

 Phuket should provide an 
information counter with staff 

for proper information giving to 
avoid being blind.  

 Toilet facility is required quickly 

too.  
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C5  
Princess 

 Destination with value for money is 
popular. That is the main purpose of 

cruising here.  

 We need something exotic. With this 

reason, we come far to cruise in Asia. 

We want to explore something fun. I 

heard that Thai people are nice to talk 

with. I am from France. I flew from 

Paris to Singapore and board the ship 
there. Really easy to access to 

Singapore due to airline. This is good 
for us as we can spend couple of day in 

Singapore before cruising. This is a 

value added for this trip.  

 The ship is bigger. I also saw many 

ships in and out at each port while I 

cruise. Many ships are in Singapore, 
Malaysia or even in Phuket. This is a 

remark of growth in Asia in my view. 

 Language skill at port is 
important for 

communication. 

 Port should be well 

constructed.  

 People at destination must 

be nice to the tourist. This 

is a must-have at 
destination.  

 Diverse attractions are the 
point of consideration to 

select port.    

 Contribution of benefit to 
locals. It should benefit 

everyone at destination. 
This can minimize impact 

to the destination or 

community.  

 People are very friendly. 
They are cool and give a 

good service. The guide is 
helpful and informative. 

 Island of PhangNga is 

fantastic. It has nice weather 

there. 

 The food is excellent. I love 
Thai food and fruits.  

 Port is a bit poor especially when 
there are a big number of 

passengers. 

 Traffic in town is too busy. 

 It is short to stay one day in 
Phuket. It should be at least two 

days here. 

 Travelling to the bay is a bit 
long. Luckily, the guide explains 

sometimes to make us fun.  

 Cruise terminal and port should 
be built to accommodate the 

cruise that comes more to 
Phuket. 

 Tour design should be adjusted 

to add other thing together with 

nature tour. I think cultural 

activities can be mixed with 

nature tour instead of going to 
commercial stop.  

C6 

SB 
 Exotic port is more interesting for us. 

We don’t want to go to port where there 

are too many people. 

 I still focus on premium service and 

valued tourism product.  

 Activity and service onboard of the 
small ship are awesome. I feel like 

home. All the staffs onboard are well 
trained and professionally performed. 

 Tourism product 

differentiation is a must at 

port especially for small 
ship like we are. 

 Welcome performance is a 

must to present the port of 
call. I love some ports like 

Bali with Balinese dance. 

 People are really sympathy 

here in Phuket. They are 

polite and cool. I love Thai 
people. 

 It is clean. It is much cleaner 

than port in India.   

 The weather is good and 

warm. 

 I feel safe travelling in 

Phuket. 

 Toilet at tourist site is not good. 

Need improvement for this.  

 Phuket is busy. There are too 
many people on the beach. I need 

some cozy place where there are 

less people.  

 A stranger who sells thing in the 

city of Patong always interrupts. 
This is not good.  

 More cultural activity should be 

created. This can be a good 

choice for elderly group of 
cruiser.  

 Cruise tourism policy is not well 

planned this is from my view. It 
is different from other countries 

where there are great supports 

from government, or even local 
authority.  

 

Tour Mana 
Seabourn 

 Cruise industry is now growing rapidly. 

 More ships are built and launched into 

the water and most of them are larger 
sizes than before. However, the small 

cruise ships still focus on high end but 

the size of small scale cruise ships tend 
to be a little big bigger. 

 Asia is another famous destination as it 
is exotic, valued for money. 

 More Asian will be cruising in number 
and more exotic ports are in great 

demand.  

 Port infrastructure and 
facility are the main criteria 

of port selection.  

 Safety, security and 

hygiene are the other 

factors. 

 Tourism products such as 

attraction, activity or even 
amenity are also important.  

 Good tour operators that 
can operate the tours for the 

cruise ships. 

 Thai people are awesome. 
They are very friendly and 

helpful.  

 Beaches and islands are the 

point why we are here. 

 I think the activities are 
diverse. People can ride the 

elephant, dive, swim, or even 
the massage. 

 Food in Phuket is the best 
ever. 

 Service staffs are good here 

 Lack of the cultural tourist 
attractions. 

 Accessibility to town. No public 
bus from port.  

 Taxi at port is not well 
organized. 

 Traffic congestion affects the 
tour duration.   

 

 Phuket should focus cruise 
tourism in macro picture and 

start improving for higher 
number of cruise ships. 

 Public transport should be 

improved. 

 Need port improvement for large 

and mega cruise ships.  
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comparing to other ports.   

 Port is small but it is ok for 

the small cruise ship.  

Ship 
Robert 

 The ship of course is getting bigger and 
bigger and growing rapidly for the last 

10-15 years.  

The mega cruise ships are now in 

Caribbean. Big cruise ship starts coming 

to Asia. They use old fleet to cruise in 
Asia. 

 Mega cruise ships are built and 
deployed. The bigger ships carrying 

3000-4000 pax are now coming to 

Asia. This is an increase in number of 
cruise passengers in Asia.  

 In summer, there are younger crowd 

coming for special occasion coming. 
Elderly passengers still remains in the 

small cruise ship which is the up market 

while the big cruise ship targets the 

younger people to cruise.  

 The duration of cruising is also 
changed. The mega cruise ship sets a 

shorter schedule while the small cruise 

still offers such a longer cruise (15 days 
up to 3-4 months) as well as the world 

cruise. These target groups are above 

60-70 years of age in luxury market.  

 Now safety and security are important.  

 Smaller cruise ship goes to the exotic 
place and look for new destination.  

 Cambodia is the new cruise destination 
for the small cruise ship. 

 RCCL, Princess and Carnival have good 
result from those markets in Caribbean 

and they will send some ships to Asia 

targeting these local markets to enjoy. 

 More Asian staffs are required to work 

onboard which the hiring cost is much 
cheaper.  

 There are more potential of Asian 

 Tourism attractions such as 
museum, church should be 

attractive. Cultural 

attraction is always the 

highlight of tour program. 

It must be diverse as well.  

 Facility is also critical point 

to view. Port should at least 
reach the minimum 

standard.  

 It should be convenient to 
go and from in term of 

accessibility to attraction. It 

should be closed to the 
highlight. 

 Activity should be 
available such as cooking 

class. It might be combined 

with other thing. Shopping 
and other activities are the 

factors that involve port 

selection.  

 Taxi to access attraction for 

independent passengers 
must be provided at the 

appropriate quantity.  

 Of course, safety is 
important especially US 

guests.  It involves the 
political unrest. People still 

goes to the port if it is 

interesting enough and the 
situation is not too bad. 

Anyway, cruise ship put 

safety as a priority. 

 Attraction and activity, of 
course, are the strengths of 

Phuket. You can enjoy them 

in Phuket. 

 Massage, food, are shopping 
are the most popular 

activities of guests when 

visiting Phuket port.  

 People are nice. They smile, 

they are helpful. This makes 

tourist happy. As such 
hospitality of people 

involved is the main point to 

make Phuket known by 
cruise passengers.  

 There are such a big number 
of hotel where guests can 

stay. Phuket should improve 

to be home port for 
passenger exchange.  

 They can do to Phang Nga, 
Krabi from Phuket. It is not 

too far. Phang Nga is really 

known by cruise passengers 
due to the movie. 

Accessibility to the main 

attraction is not too far and it 
is worth to add into the tour 

program.  

 Tour operator works 
effectively. We never worry 

when we have ship call in 
Phuket as we know that they 

will manage shore excursion 

operation perfectly. We 
always get a good feedback 

from tour operations. This is 

another key success factor.  

 Phuket is located at the right 

 Deep Sea Port is not very nice 
compare to one at Leam 

Chabang or port in other 

countries. Port facility in Phuket 

remains unchanged for the last 

40-50 years. The toilet at port is 
not clean at all. This is below the 

standard. I don’t mean that 

Phuket should build the new 
port. You just improve it. Build 

the cruise terminal, enlarge the 

port or build the dolphin to 
accommodate bigger cruise ship.  

 If the port is well improved, 
Phuket can be perfectly a turn-

around port. This will generate 

more revenue to the island.  

 Now, more ships use Patong as a 

port. I have experienced couple 
of time there and I found that it 

has limited condition such as 

limited space for tour assembly, 
no parking area, traffic 

congestion.  

 I suggest Phuket to start 
promoting cruise in Phuket. 

There is only Thailand but not 

Phuket. 

 Port facility and terminal should 
be upgraded soon after this. 

 I do believe the obstacle is from 

the government who doesn’t 
keep an eye on this particular 

issue.  

 Cruise national policy should be 
formulated like other countries in 

Caribbean or even in Singapore.  

 Restaurant at port should be 

improved with hygiene to 
provide Thai food for both cruise 

passenger and crew. As Thai 

food is really well known, it will 
be a service at port for them for 

those who don’t want to go out. 

The current one at port is not 
clean enough.  

 Phuket needs to have major 
development in the relevant 

cruise tourism. It is late if you 

don’t move now. Look at other 
ports such as Singapore, 

Myanmar, Vietnam, China, or 

even Japan. They move faster 
than what Phuket does. This is 

not a joke but serious for your 

country.  
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point. It can be connected to 
various port of call such as 

Port Klang, Langkawi, 

Penang, Myanmar, India and 
even the home port, 

Singapore. This is a very 

important factor to add 

Phuket into itinerary.  

 Most importantly, the name 
of Phuket is big. Once cruise 

lines add Phuket into the 

itinerary, the cruise can be 
sold easier. Many people 

want to come to Phuket.  

Klang  There are more ships coming to Phuket, 
Samui or even Phi Phi Island. 

 There are a big number of cruise 
passengers coming everywhere in Asia 

especially to Phuket. 

 More ships are coming to Phuket during 

high season from November to April.  

 Regale (a shore excursion agent) has 
more ship especially year 2014. 

Princess (Sapphire Princess) will bring 

ship to Phuket. It is a big ship 
accommodating more than 2000 pax. 

This is a good sign for Phuket to be a 

port of call for cruise tourism. 

 Ships in Phuket carry 700 up to 2000 

passengers. Big ships have been ordered 
and will be launched into the water. Old 

fleets are moved to Asia as there is a 

bright future for cruise lines. 

 There is not enough tourist guides in 

high season and quality is lower in term 
of knowledge, language skill or even 

ethic if I compare with the guides in the 

past 10 years. 

 Currently, there are only 2-3 companies 

working for cruise lines. In the future, 

more competitors will come into the 
industry.  

 Port infrastructure is a must 
for port of call. More than 

that, facility, amenity and 

tourist attraction are the 
main motivation in my 

view. 

 Port should have enough 
capacity to accommodate 

the cruise ship. 

 Variety of activity and 

attraction are to be 
considered too as big ship 

carries a wide range of 

passengers with different 
needs. 

 Social acceptance is point 

to be considered. If the 
community doesn’t accept, 

there will have a conflict of 

interest. Cruise line will 

mistrust and won’t deploy 

the ship to our port.  

 Tourism attraction is the 
selling point of Phuket. 

People comes to Phuket to 

enjoy beach, nature such as 
PhangNga Bay, Phi Phi 

Island, Elephant camp and 

sightseeing. It is not only the 
temple that offers for tourist. 

I think Phuket has diverse 

tourist attraction and activity.  

 Reputation of Phuket is other 

factors that people want to 
visit Phuket. Phuket has good 

brand awareness.  

 Safety is good in the macro 
picture. Only a small 

accident happens sometimes. 

 Hygiene of food is 

acceptable as the cruise 

concerns strongly in term of 

food hygiene.  

 Port is not sufficient at all. 
There are two seasons in 

Phuket. During the hot season, 

it is windy on the eastern coast 
where the deep sea port is. So 

that the big ship can’t call there. 

All have to anchor off at 
Patong. Now, more big ships 

are coming to Phuket, one jetty 

in Patong is not enough for 
more than one ship.  Other jetty 

is temporarily built as a 

pontoon. Port at Kalim is too 
small. There is limited space for 

loading. If the ship is big, I, as a 

shore excursion agent, have to 
group and dispatch customer 

speedy otherwise it will be 

congested.  

 Port infrastructure and port 

facility are much lower than 
standard as you know it is a 

floating jetty, it is not 

convenient. In addition, it takes 
at least 15 minutes to transfer 

them from the ship to shore.  

 Amenity is poor. No toilet is 
available for cruise passengers.  

 Port should be urgently 
improved. It is better to find 

other location that can be used 

throughout the year. 

 Immigration, shipping agent, and 

other relevant parties should 

work collaboratively in order to 

provide comfort and 

convenience and satisfaction to 
cruise passengers and cruise 

lines. 

 Local authority should provide 
toilet at Kalimjetty. There is a 

school at jetty and we wish to 
use the toilet and pay them 

(using box donation) but they 

don’t allow us to use. When 
passengers arrive at jetty and 

wish to use toilet, we have to 

bring them somewhere else. This 

is really difficult for onsite 

operation. It is like there is a lack 

of community acceptance. 
passengers to use toilet 

 Amenity should be improved as 
said such as public toilet at jetty 

or at the main tourist attraction. 

 Government should get involved 



 

4
8
4

 

No What is the cruise situation in Phuket? What are the factors to port 

selection? 

What are the strengths of 

Phuket as port of call? 

What are the weaknesses of 

Phuket as a port of call? 

Suggestion 

 Most of the tour sold onboard is 60% 
and the average expense per passenger 

is about THB 3000-4000. Per person 

 Customer spends for shopping less but 

spend for touring or other activities. 

They spend for food approx THB 500 

per person. 

 Passengers who don’t sign up for tour 
on board will go on their own by hiring 

the taxi and average spending is approx 

THB 2000 per person.  

 Asian is the main cruise passengers 

coming to Phuket and they come with a 
group of 5-10 and go out on their own 

by sharing the expenses of taxi or even 

meal.  

 Asian love to buy food such as dried 

food, cashew nut. They love to go to 
recreational activities such as the show 

and the popular places.  

 Port itself doesn’t reach the 
standard.  

 If there are many ships coming at 
the same day, shortage of 

suppliers and resourcessuch as 

coach, guide, suppliers, and 

pontoon is obstacle.  

 No public sector involves in this 
particular industry. They don’t 

realize that there is a big 

contribution from cruise call. It 
is not the expenses from 

passengers only but the crew too.  

to develop cruise tourism 
intentionally. Currently, no 

assistance from TAT, or 

province. Provincial Tourism 
and Sport Department doesn’t 

take action about this matter. 

They have lack of information 

and knowledge about the cruise. 

 To share the benefit, the private 
sectors should pay the tax to the 

province.  

 Try to get rid of the tourism 
leakage. The main income 

mainly doesn’t share with the 
local people. Diving is now 

belonging to the foreign 

business.  

Sorsor  Cruise tourism is something new for 
public sector. No one takes action to 

develop cruise tourism so far. 

 We use the port that is not the port for 
cruise but it is a cargo port. Anyway, it 

is better than nothing. I am now 
opposite party and I follow up the 

policy of the country.  

 Private party is proactive while public 
sector still sleeps with slow move. 

 Cruise tourism should start but no one 
starts now. Hope this is a motivation for 

me to move. 

 Port infrastructure is main 
point for cruise tourism.  

 Port should be safe. 

 Airport is the strength of 
Phuket because we can carry 

9.5 million per year. It is the 

gateway to go to other 
provinces in Andaman 

Cluster as well. The 

extension of airport was 
approved by K. Apisit, the ex 

PM.  

 Nature is the selling point in 
Phuket. Tourists come to 

Phuket to enjoy splendid 
beach. To explore the sunset, 

Phuket is also the good place 

for it. 

 Food is good. There are a 

variety of food both Thai and 

Chinese. Seafood is really 
fresh and these attract 

tourists to enjoy Phuket. 

 The weather in Phuket is 
really nice. Tourist can visit 

 Public sector is too slow. This is 
really reactive. No plan for 

cruise industry is formulated.  

 Traffic congestion is the big 
obstacle so far. It affects badly 

tourism business.  

 Security staffs are now enough 

to provide safety for the 

tourists.  

 Public transportation is not 

available. The price then is 
expensive. Phuket should 

reconsider for public 

transportation. This will also 
help solving traffic congestion 

and to offer convenience for 

tourist and locals.  
 

 Airport has been enlarged 
already. It is done so far. 

 Improve the port infrastructure to 

reach the growth rate of cruise 
visit to Phuket. 
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Phuket year round as it 
doesn’t rain much even in 

rainy season. 

 Lastly, people are good. 
They have sense of service 

provider. Tourist impresses 

the service and hospitable of 

the people in tourism sector. 

These are our strengths of 
Phuket. 

Planner of 

Government  
 Cruise tourism in Phuket has been 

considered and added into the 
provincial strategy. 

 We have adjusted it every year. 

 Cruise and yacht as a marine tourism 

focusing marina, marine tourism. 

 We focus on man power too. 

 Hub of marina is challenge by 
promoting the marina and marine 

tourism by setting the standard.  

 The development is by the private  

 Improve infrastructure to reach standard  

 Safety is also important policy 

 We have to share the income to all in 

the province. 

 Phuket tourism policy is to 

get the national policy 
framework and implement. 

 Increase the revenue from 
tourism especially Phuket. 

 We have to implement the 

policy which Phuket has 
various dimensions. 

 The highest target is yacht, 
cruise and following with 

cultural and historical. 

 Safety policy is integrated 
policy. 

 We would promote 
community tourism using 

the local university to study 
and develop this kind of 

tourism. It is difficult to 

occur as there is no body of 
knowledge in managing the 

community.  In Thailand, 

CBT is not well organized 
even if we have good 

resources such as Bang 

Rong community.  

 Local tour operator is also 

created this kind of tour but 

it is not run by local 
community and this will 

not sustain.  

 Agro tourism is another 
challenge for Phuket. There 

 Look at the provincial 

tourism plan, we have 
focused international marine 

tourism as Phuket is located 

at the right geographic 
location 

 Reputation of Phuket is the 
strength. Tourist wishes to 

come to Phuket due to the 

beauty of the island. 

 Location is nice as it is the 

island 

 Safety is the important factor 

for tourism and it is the core 

policy and Phuket is safe. 
Navy wants to visit Phuket as 

it is proved a safe 

destination. This is an 
indicator. 

 Hospitality of people in 
Phuket is nice. Tourist feels 

warm when visiting Phuket. 

 Port is small 

 No port infrastructure and 
facility  

 Cruise comes and they have to 
queue up. Patong is the other 

jetty and it is difficult to arrange 

the cruise tourism. This is so 
serious. 

 It is very difficult to have more 
ships as there is lack of these 

 Overall management such as 
tour dispatch, conflict of 

interest, system is the problems. 

This should be implemented the 
system and all should follow.  

 Share the benefit unfair  

 Phuket is famous for culture and 

history. We maintain the natural 
attraction sustainably. We 

promote the cultural attraction 

such as museum, old town,  

 Indoor activities should be 

promoted. 

 Museum in Phuket is not 

innovation. We have given the 

budget at Katu museum to make 

it more interesting. We want to 

show the way of life of people 
by giving 500 million THB for 

this museum but we still have 

lack of budget to promote this. It 
is the bureaucratic administration 

which is slow. 

 Set the union and brainstorm and 
discuss what to do using the 

public as a intermediary   

 Association should be the host in 
creating the organization and 

share the benefit  

 Taxi should be well organized. 

Setting the stand. 

 The tourism leakage should be 

focused soonest as most income 

doesn’t share with locals. It is 
not win-win strategy. 

 Marine infrastructure and facility 
should be urgently developed.  
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is no body of knowledge to 
develop. The public sector 

shouldn’t dominate 

otherwise it will ruin the 
products again. I believe it 

will amaze the tourism with 

this kind of tourism  

Security 

SSV 
 Japan, Singapore, Korean, Indian and 

China are the main target group for 

cruise industry in Asia and these people 
also come to Phuket as well.  

 Cruise expects high value of 
destination. Destination should improve 

to reach the expectation of the 

passengers especially safety concern. 

 Ship is bigger so far. More mega cruise 

ships step into Asia water.  

 Multi generation can be more seen in 

the cruise ship.  

 Safety, of course, is number 

one for their consideration. 

We have to make sure that 
the port is safe before 

adding into the itinerary.  

 Tourism attraction should 
be unique and popular.  

 Activity should be for all 
age tourists as we carry 

different group of tourist. 

 Price of the port fee should 

be attractive. 

 Thing is cheap in Phuket. 

People feel that value for 

money is the point that they 
wish to come to Phuket. 

 Tourism attraction is another 
push factor for cruise 

passengers to come to 

Phuket. People always talk 
about tourism attraction in 

Phuket. They always talk 

about Phi Phi Island, James 
Bond Island, food, massage. 

These are the thing they love 

to join when they are in 
Phuket. 

 Phuket is the most popular 
among all other ports we go. 

We set Phuket port as a 

highlight of the cruise.  

 Port is not inconvenient. Look 

at the operation. It consumes 

time to dispatch people. 

 We don’t know what the 

weather is. Luckily, Patong 
during this season is good 

otherwise we will be in hard 

time. 

 Phuket deep sea port is too far 

to go to town. Guest and crew 
have to take taxi to go there as 

there is nothing to do at port. 

On the other hand, it is nice 

when the ship is at Patong 

because we can access town 

very easily but it is more 
difficult in terms of operations. 

 Crew can’t go anywhere when 
ship is at Phuket deep sea port. 

It is such boring for them. 

 No minibus taxi from port is 
provided. All are local taxi and 

they overcharge sometimes as 

there is no fixed price for this.  

 Traffic congestion is not good 

sometimes. It affects the tour 
and travel around the island.  

 It is not safe to use temporary 
pontoon. The jetty is getting 

old. I as a safety officer, I work 

in relevant to this particular 
issue.  

 During hot season, it is windy 

to use deep sea port. The port is 
not used year round because of 

 Open the coffee house for crew 

to enjoy at Phuket Deep Sea 

Port. 

 Infrastructure should be 

improved together with 
restaurant, mini-bar, and internet.  

 Beach is not clean. This should 
be solved.  

 Government should provide the 

budget for port built and the 
permanent jetty in Patong should 

be built for safety reason.  
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the wind.  

Amisara  The ship is bigger with more number of 

passengers.  

 The price of cruising is cheaper. This 
can attract middle class or younger 

people to cruise.  

 Phuket is not good place for big ship as 

there is lack of infrastructure and 
facility. 

 Now passenger shifts from old 

passenger to younger and family and 
from long cruise to shorter cruise.   

 Most of the cruisers in Phuket are from 
Asia.  

 There are four ports served for cruise 
ship; Phuket Deep Sea Port, Custom 

pier, Patong jetty and Kalim jetty. 

However, custom pier is not often used.  

 Singapore takes good action on cruise 

tourism. They move really fast to be 

hub for cruise in South East Asia.  

 Tour creation is a criterion. 

 Operation process is 
another point of view to 

design the itinerary.  

 Safety, security and port 

condition are main facts to 

use for port selection.  

 Food hygiene is really 

important. 

 Attractiveness of the port of 
call is another big 

consideration. It should 
have good geographical 

location. 

 Port management between 
all involved stakeholders is 

a must-consider.  

 Tour guides are good. They 

work well. We recruit the 

best guide to work for us.  

 Tourism attraction both 

nature, culture or even 

shopping are great thing in 

Phuket 

 Service mind is our selling 
point in Phuket. Hospitality 

is the strength for us. 
 

 Port is not good enough for 

cruise. Port facility is poor.  

 Traffic congestion is big 
problems. It causes a delay of 

the tour and this is very serious 

to cruise as it must depart on 

time. We are very exhausted in 

solving this challenge.  

 Suppliers such as coach, boat, 

elephant are in great demand 
and there are not enough. The 

problem is both in quantity and 

quality. 

 Carry capacity in certain area is 

a problems especially during the 

high season. Elephant camp is 
busy and we have to focus on 

quality. This is a hard time. 

 Attraction is diverse but not 

unique.  

 Conflict of interest among 
stakeholder is the problem.  

 Port to accommodate big cruise 

ship especially in 2014-2015. 

We need to move now. 

 Port facility should be improved 

quickly. It is the worse compare 

to our neighboring ports.  

 Built and enlarge port to 
accommodate big cruise ship. 

 Tour guide for cruise tourism is 

not enough in number. Guides 
should be well trained. More 

qualified guides are in great 

demand.  

 Government sector doesn’t take 

action at all. We don’t know who 
is taking responsibility. 

 We need integration among 
stakeholders to drive cruise 

tourism more effectively.  

 Plan (short, long) should be set 
by public section and other 

sectors should lend a hand to 

drive cruise tourism to the right 
direction with sustainability.  

 Private company moves by 
themselves. Always get refuse 

from public sector. We need 

public sector to put more effort 
on this sector.  

T/S  

 
 Number of tourist increased surprising 

in Phuket. There are a big number of 
Chinese, Russian coming to Phuket and 

increased significantly. Chinese comes 
more and more. 11 million tourists 

visitin this year (2013),increasing 

almost double from the last 3 years. 

 Tourism and Sport department has 

created various projects and activities 

related to tourism management and 
development. They work 

collaboratively with other sectors. 

 Port is important. Port 

should be good to 
accommodate the ship. 

 Tourism attraction should 
be nice and attractive. 

 Reputation and 
characteristic of the port is 

thing to concern. 

 Acceptance of locals is a 
must. If the community 

doesn’t allow or there is an 
impact affecting local 

 Natural resource is dominant 

in Phuket. We have nice and 
warm water. Many islands 

are popular.  

 Phuket is the magnet 

(reputation) so there are 

many ships coming to 
Phuket. 

 Friendliness of the local is 
also known. Siamese smile is 

a brand of the country.  

 Value for money is the 

 Port is not good enough for big 

cruise ship. No one moves to 
promote cruise tourism in 

Thailand as it is something far 
and unknown. I think port 

infrastructure should be 

developed but it doesn’t. 

 Airport bus is really old. Public 

transportation and logistics are 

the weak point in Phuket. Price 
for taxi is really expensive. It is 

difficult to set the system for 

 Register the taxi legally. We will 

then set the standard and bring 
them on track. This can reduce 

the gangster.  

 Improve port quality and set the 

system. Safety and management 

should be reconsidered. It is a 
must to have cruise tourism 

committee to set the goal and the 

achievement.  

 There is a plan to extend the port 

but it takes so slow. Need a fast 
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However, all projects go along with the 
national tourism strategy, lower level 

strategy too. Tourism and sport follow 

the national strategy (top down and 
down top). There are different strategic 

levels of tourism development planning. 

 Improve infrastructure is another 
responsibility in working closely with 

province under the provincial plan. 

 We position ourselves as an 

international Marine destination.  

 The provincial tourism plan concerns 

4M which are Man power, marina, 

MICE, medical as a framework. 

 More ships are coming including the 

yacht, ferry, and speedboat. And now 
Phuket is the marina hub. We have 

many types of boat and ship coming to 

Phuket.  

community, there will be a 
conflict. In tourism 

management, local 

community is critical sector 
that everyone should figure 

out. 

reason why Phuket is so 
popular. Activity they join is 

worth for money. Massage, 

food, water sport, shopping, 
swimming, snorkeling and 

show are the major activity 

for tourist. 

this issue. Besides, the gangster 
in Patong beach or somewhere 

around does something 

unlawful. There is a concession 
of taxi at airport and this causes 

the problem as they don’t allow 

any other people to pick people 

up from airport.  

 There are unregistered taxis in 
Phuket. Taxi meter doesn’t turn 

the meter on. They cheat the 

tourist by the way. 

 There are a number of tourists 

in Phuket. With this regard, 
more labor forces from other 

provinces and other countries 

are in labor system. However, 
the system is improper. This 

causes a problem in terms of 

safety toward tourists.    

 No public parking at the Patong 

is available as all are reserved 

by the gangster.  

 There is no public transport in 

Phuket. We tried to do this but 
it was being against. Once there 

is no public transport, traffic 

congestion is occurred 
everywhere. In the meantime, 

infrastructure grows slower than 

traffic. This is a big problem 
here in Phuket.  

 We don’t move for cruise 
tourism due to 

limitedinfrastructure while 

competitors move faster. 

 HR in low range is not skillful.  

Academic institution doesn’t 
work collaboratively with the 

users or even the public sector. 

Each sector doesn’t collaborate 
with others. Each of them does 

decision making. 

 Make good connection with 

other port.  

 Set a collaborative network with 

all sectors and other neighboring 

ports to exchange information. 

 There are many things need to be 

improved.  

 We should focus on the high end 

touristnot only the quantity.  

 Improve the ethic of the guide 

like sitting guide.  

 Environment should be focused. 
There is a big impact affecting 

environment from tourism 
growth. This will help Phuket 

more sustained.  

 Focus on community by asking 
them to be a strategic partner. 

We have hear their voices too.  
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it on their own way. There is no 
proper direction. 

 Policy of public sector doesn’t 
work collaboratively. Each 

sector does it alone. At the end, 

there is no impact in calling 

attention.  

 Number of tourist increased too 

fast while infrastructure is slow.  

 Private doesn’t talk to the 

public sector.  

Cashew 

 
 Most of cruise passengers are Asian in 

most of the big cruise ship but the small 

one carries mainly Farang. To Phuket.  

 More number of cruise passengers 

comes to Phuket. This is much higher 
than before. Last 10 year, there was 

only small cruise ship coming to Phuket 

and there were like 100-300 people 
onboard but there are like 1000 – 2000 

people coming with the ship. They 

come to my shop like 10 coaches at a 
time. It is busy when there is a ship call. 

Each coach of 30 pax, they buy 

approxabove THB 10000 average. This 
contributes to the island and my 

business. I have to look after more 200 

staffs right here.  

 Cruise passengers love buying local 

product as it can be a present and easy 
to carry back home. Not only Asian but 

European buys this kind of product too. 

The reason is I try to adjust the product. 
Once it is more variety of choice, more 

people buy it.  

 The activities and tourist 

sites are important. 

 The uniqueness of the place 
is also important in my 

view.   

 Hospitality of local like 

friendliness is good. I think 

the smile costs nothing and I 
always teach my staffs to 

show politeness, generosity 

to the visitor. 

 There are more repeated 

guests coming to my shop. 
This is proved that they have 

good impression. Some 

tourists said we are cheap. It 
is cheaper than other places. 

Food is delicious for them.  

 

 Slow loading and waste time 

and when they arrive at my 

shop, it is late and they can’t 
stop long enough. They have to 

cut the timing at my place.  

 Train the language for the people 

who involves in the business. I 

think the concerned sectors 
should create the project to 

improve quality of HR before 

AEC.  

 Teach about service and how to 

make people impressed.  

 Need government to help 

promoting all relevant products 
in Phuket. Not only the tourist 

attraction but it should be all 

kinds.  

Kanin  Number and size are increasing in 
Phuket. The ships used in 

Merditeranean and Caribbean have 

shifted to our area as well as new built 
ship. 

 Port for this particular size is a must. 

 DSP is unable to accommodate the big 

 Shipping agent should 
work with immigration, 

marine department, port 

authority, custom, 
warranties (disease) ,  

 Warranties is to check the 
disease, kitchen 

 Beautiful scenery  

 Hospitality  

 Safety is good in Phuket 

 Immigration is fast and 

convenient  

 Good geographical location 

as all ships have to pass 

 Conflict of taxi driver  

 DSP Port should be improved.  

 Public sector doesn’t take any 
action 

  

 Keep authenticity of Phuket. 

 Long term plan should be 

formulated urgently. 

 Integration from all concerns 

should be worked. 

 All parties should get involved 

for port of call management. 
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as there is only one tug boat  

 There are two pontoons in Patong but 

need to improve as there are congestion 
in that area as there is no parking for the 

bus and taxi. 

 Majority of the cruiser in Phuket are 

European and Indian, Asia 

 Most of the ships buy the water from 
port or buy the fresh products from 

Phuket but not often.  

 Singapore has good facility and 
infrastructure with a new opened ports 

 Shipping agent work 
collaboratively with other 

parties . Representing the 
ship. 

 There are competitors from 

BKK as the ship would like 

to use the same shipping 

agent this affect the local 

shipping agent. 

Sumatra and go down to 
Malacca. It is easy to come 

to Phuket. 

 Phuket is localted at the 
strategical position  

 It connects easily to other 

ports  

 Phuket has better attraction. 

 Port of Phuket should be 
enlarged as the size of the port is 

only  

 Port is 360 and the ship is 250-

300 meters and this size is 

unable to call at dsp. 

 It might be a cruise ship port at 

the south of port or Thai Sarco 
port. It can be a T jetty that can 

accommodate more ships. 

 There should be tugboats bought 
by the public sectors. 

 Break water doesn’t help as the 
ship is high now. 

 There are various types of break 
water (permanent or temporary 

pontoon. 

 Terminal is not nessessary as this 
type of port is faster for tours 

dispatch unless the terminal is 

for the rest area and shops. 

 It is convenient for shop to move 
to terminal as they are happy to 

enjoy the shop outside like that 

as it is different from other ports 
but the cleanliness should be 

focused.  

Un  In general, there are more big size 
cruise coming to Phuket. For the last 5 

years, big players such as RCCL, 

Carnival, Princess, and Costa have 
deployed more ships to Asia to response 

the growth rate of the cruise tourism in 

Asia. These particular cruise ships carry 
mostly Asian tourists to Phuket. In the 

meanwhile, there is only one port 

available at Makham Bay which is not 
effective due to number of limitation 

such as the size of port, weather 

condition, and facility. To solve those 
limitation, the private sectors involved 

such as port agent, shore excursion 

 In my view, I think the 
cruise lines will focus 

mainly the attractiveness of 

the port as the first 
criterion. If the port is 

interesting, they will focus 

other criteria such as port 
location, facility, and 

safety.  

 On top of that, the value to 
visit the port is really 

important.  

 Diversity of attraction and 5-
star accommodation and 

restaurants are the strengths 

of Phuket in macro picture.  

 Safety is not bad but I need 

more assistance from police 

to provide safety and 

convenience when ship calls.  

 Phuket is the world class 
tourist destination. This is the 

main reason why cruise lines 

add Phuket into the cruise 
itinerary.  

 There is only one port but it is 
not for cruise but for cargo. 

Unfortunately, there is no port 

for cruise. Moreover, port 
facility and infrastructure are 

the weakest point of Phuket as a 

port of call.  

 There is lack of cooperation 

from all involved stakeholders. 
Each sector does his/her work 

with NO integration. Public 

sector is inattentive to cruise 
industry unlike other ports 

around us.  

 There isa conflict of interest 

 Need TAT to provide staff to 
give information at port.  

 The port itself should be built for 
cruise to reach standard like 

Singapore port. Department 

store, parking area and terminal 

building are required.  

 Taxi group should set the system 

to provide transportation service 
to the cruise passengers.  

 Cruise tourism policy is a must 
to be implemented otherwise it 

will generate too many 

problems.  
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agent have put afford to find other 
location for cruise ship during the cruise 

season in Phuket. Then, two temporary 

piers or the floating pontoons are 
temporarily set at Patong beach and 

Kalim beach. The reason of using two 

pontoons for tendering operation is that 

there are number of big cruise ship 

calling at Phuket during that time. 

Phuket Deep Sea Port is then used for 
small and midsize cruise ship only 

during this cruise season.   

 I, a representative of shore excursion 
agent, organize the tour for cruise 

passengers who sign up from the ship. 
My scope of working is to recruit 

guides and transportation.  

 Most passengers in Phuket can be 
categorized into two groups; the mega 

and large cruise ship carry mainly Asian 

cruisers while the European and US 

aging cruisers are with the small cruise 

ship. The midsize cruise ships are 
mixed depending on the cruise brand. 

Star Cruise midsize cruise ship targets 

mainly ASEAN tourists especially 
Malaysian. On the other hand, the 

midsize cruise ships of the international 

cruise line carry mainly European and 
US with some Australian.  

 Most cruise passengers spend mostly 
for shopping and food apart from tour. 

This is the main portion. 

among the crossed stakeholder. 
Taxi team at port dissatisfied a 

shore excursion agent. They 

used to block the gate of the 
port and didn’t allow a shore 

excursion agent to bring cruise 

passengers for tour. At the end, 

it was the bad image of disunity 

among the involved 

stakeholder.  

 Other main weakness in Phuket 

is that if there is more than one 
ship in Phuket, all resources are 

shared such as coaches, guides, 

tourism products and many 
more. This concerns the lower 

quality we can offer. Frankly, 

there are not enough guides and 
coaches as said. This is a big 

challenge for shore excursion 

agent to solve this limitation 
while the service quality 

provided for cruise passengers 

is highly expected.  

 Phuket port is windy during the 

summer season due to the effect 
from Northeast monsoon. It is 

risk for mega and large cruise 

ships to come along side at 
Phuket Deep Sea. They have to 

use temporary pontoon in 

Patong instead.  
 

Cruise S 

Seabourn 
 There are more cruise package going to 

various regions such as Europe, 

Caribbean, and Asia. There are both big 

and small cruise ships targeting 
different groups. 

 Port is a factor for me when I buy the 
cruise package. However, I should 

cruise with the cruise line that I like.  

 I love Asia as it is more exotic. 

 Safety is important for me. 

 I also need the facility and 

amenity that serves old age. 

 Hospitality of the people at 
the port is a must.  

 I love people in Phuket. 

Phuket is really nice. Beach 

is beautiful, food is great and 

weather is awesome.  

 It is hard to say. I think the port 

is small for big ship. It is ok for 

my ship size but I believe it will 

be too small if the big ship 
comes here. 

 The port is a bit far to town and 
there is no shuttle bus operating 

to Phuket or Patong town. This 

is the only obstacle in myview. 

 As said, there is nothing much to 

do. However, in attracting more 

ship, the port itself needs to be 

improved. I understand that it 
will be a big investment but in 

return I guess it is a big 

contribution for Phuket port.  
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 I love smaller cruise ships as the service 
is much more premium and all my 

needs are always fulfilled. I am afraid to 
join the big cruise ship as it seems 

massy. In the small cruise ship, the 

staffs are very nice. It is sophisticated. I 

love cruising and I have cruised more 

than 20 times and I will cruise again and 

again.  

 This is my forth times cruising to 

Phuket. I love Phuket.  

Police 
Tourist 

 There are more ships in Phuket. Most of 
them are bigger in my view. This is 

good for Phuket to gain more revenue.  

 My responsibility is to work closely 

with agent. Before ship call, the 

shipping agent will inform us and 
Tourist Police Department will support 

them by sending polices to port. We are 

here all day long focusing on safety and 

security.  

 We work together with Marine 
Department, Phuket Office for highest 

safety level to make sure all cruise 

passengers and crews are in safe order. 

 As Phuket’s main income is from 

tourism, the provincial strategic plan on 
safety is very strict. We, at the 

operational level, have to response and 

implement the policy in providing the 
highest safety to every single tourist in 

Phuket. Our core responsibility is to 

support, facilitate, and solve the 
problems if there is any cases happened. 

Anyway, cruise is good so far. There 

are only some small cases in term of 
safety concern. This is good for them.  

 Safety is the most 
important as tourist 

prioritizes safety before 
decision making to the 

destination.  

 I think port is also critical 
for ship to call. If the port is 

not in good condition, 

cruise ship will not call. 

This is from my personal 

view.  

 Rich and diverse attractions 

and activities are main 

motivation for port 
selection. 

 Level of safety in Phuket is 
good. 

 We use application to use 
when working such as line in 

sharing information, report 

the incident, and update the 
situation. This is really 

effective channel.  

 We have to work harder as there 
is shortage of manpower. At 

this time, there are some 
volunteers helping us as a 

translator, interpreter, and they 

also act as our eyes to check 
around the tourist areas.  

 All Phuket people no matter who 
they are should help tourists for 

their safety. Additionally, they 
can also observe and report if 

there is something relating to 

safety in Phuket.  

 Refer to a fast tourism 

development in Phuket, there are 

some impacts such as social 

impacts. Phuket should 

reconsider what to control for 
sustainability. This is a big 

problem for Phuket.   

 More workforces in tourist 
police department are required.  

 Integration among all 
stakeholders is a must for cruise 

tourism. Police solely is unable 

to protect. I think if the 
community is strong, they are 

our power for us on safety.  

Deep Port  Cruise situation is now normal. There 

are two types of cruise that come to 
Phuket; first is the regular cruise ships 

that visit Phuket weekly such as SSV, 

SSR, Mariner of the Seas and second is 

 Port, safety, location of port 

and the safety level of the 
port are the main points 

using for port selection. 

 The scenery is the strong 

point. The beach is beautiful. 

 There is no terrorist. They 

feel safe to visit. 

 Immigration is very 

 It is the island and there are 

many ways to come in and out 
that concerns safety. 

 The port needs to be extended. 

 Due to the northeast monsoon 

 To accommodate the large and 

mega cruise ship during high 
season, we need to have two 

tugboats for that. In addition, the 

breakwater should be also built 
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the irregular cruise ship that calls 
Phuket occasionally. It might call once 

a year or twice a year. 

 More midsize and small ships are 
coming to Phuket Deep Sea Port during 

high season but the big and mega cruise 

ship are unable to come along side here 

during this season due to the northeast 

monsoon. The problem of the large and 
mega cruise ship is that its air draft is 

too high. Therefore, the ship is unable 

to depart when it is windy. Since the 
port actually can accommodate the 

cruise ship which doesn’t exceed 210 

meters long and 27.5 meters wide by 
law. But to promote the cruise tourism, 

we compromise even it is loner or wider 

than that by using the Tugboat to 
navigate the ship.  

 Before ship call, shipping agent has to 

book the birth. Mostly it is done around 

1 year ahead. The port requires the 

particular of the ship. If it is longer than 
210 meters, they have to contact the 

pilot and other involved department 

such as Marine Department.  

 Star Cruise is longer than the specific 

condition. Thenthe pilotshould lead 
them along the port. The ship itself is 

unable to turn. It has only propeller to 

control the direction. The large ship 
then needs a large space to turn. This 

should be navigated by the Tugboat. 

The Tugboat is really important for the 

big cruise ship as it can help if there is 

an accident as it is really powerful. 

However, there is only one in Phuket 
because the price is really expensive.  

 Shipping agent has to contact Marine 

department, pilotand Custom before the 
ship arrival to get permissions from 

them and they will send the officers to 

convenient. There is no 
problem about the 

immigration at Phuket Port. 

However, this is a 
responsibility of the shipping 

agent who has to work 

collaboratively with them. 

 The government starts to 

promote cruise tourism in 
Phuket but not really active. 

 

during the hot season, the large 
and mega cruise ships has a 

very high airdraft. This is really 

dangerous when it is windy. 
With this reason, there are moe 

ships calling at Patong instead 

of this port. We need 2 Tugboat.  

 We have to build breakwater. 

The cost is THB 1000 million.  

 There is another place to build 

the port such as Chalong but the 
draft should be dig to make it 

deeper. 

 The port was not built for 
cruise. That is why there are 

some limitations for cruise 

tourism.  

to protect the wave. However, 
this is a big investment which is 

approx THB 1000 million.  

 There is another area where port 
can be built. I think Chalong pier 

can be the cruise port but we 

need to dig the channel deeper. 

At Phuket Deep Sea, there is a 

project to build the dolphin for 
the larger cruise ships. It has 

been studied for the impact 

toward the environment. The 
result of the study for port 

extension is fine but the problem 

is the budget. We, a 
concessionaire who get a short 

term contract, dare not spend that 

amount of money to do this 
project as the return on 

investment might take many 

years.  

 Other alternative is that the 

government should provide the 
budget to extend the capacity 

and port development and allows 

the concessionaire to manage it. 
The terminal is planned to build 

with a total of THB 100 million 

for that.  

 Only the cruise, the port is 

unable to survive. The revenue 
from cruise tourism is 100 GRT 

per THB 4 per hour (SSV is 

75000 = THB 3000 per hour). In 

addition, the passenger fee is 

THB 40 per person charging 

according to the passengers list. 
This will be charged through 

shipping agent. 

 Need support from the 
government sector to extend the 

port to fit the trend of the cruise 
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inspect the ship according to their 
responsibilities.  

 Before ship arrival, the duty of port 
authority is the clear the port, provide 

the security. We have the cement block 

to prevent from car bomb at port. 

 In addition, the port can provide what 

the ship requires if it is available at port.  

 The security level at Phuket port is level 
1 which means it is safe. If the ship is 

level 2, we have to provide more safety. 
If it is level 3, the port can’t do 

anything.It should be controlled by 

military.  

 IMO is checking the standard of the 

port yearly by sending staffs to check. 
Now Phuket port doesn’t pass the IMO 

standard as there are certain issues such 

as number of people involved at port 
and other relevant issues.  

tourism. 

 There should be activity to get 

more income. Department store 
should be built together with the 

conference center to get more 

income.  

 The port charge can be increased 

but it won’t cover the cost that is 

why we should have cargo. 
 

Prisont 

Guide 
 There are many major cruise lines 

deploying the ships in this region. This 
is very popular routing.  

 From my experience, I found that the 
size of the ship is bigger. Therefore, the 

price of the cruise package is cheaper.  

 Cruise tourism in Asia is the new 
experience. They would love to cruise 

explore something new.  

 Before Tsunami, most of cruise 

passengers were mainly aging but it is 

currently changed to middle class 
people. Most of them travel with the 

family and group. In the mega and large 

cruise ship, the majority is Asian cruiser 
such as Malaysian, Singaporean, 

Chinese, Australian and Indian. The 

other reason is the starting point. If the 
starting point is at Malaysian port, there 

will be more number of Malaysian. On 

the other hand, if the ship starts from 
Singapore, the majority will be 

 Port infrastructure, port 

facility, geographic 
location, safety and 

hospitality are the most 

required when selecting the 
port. At least, the selected 

port should be attractive 

enough. 

 Tourist attractions are 

diverse in Phuket. There are 
many activities such as 

marine activity, shopping, 

dining and night 
entertainment.  

 Tour operators are efficient 
in extending service. They 

work hard to extend the best 

service they could go under 
the limited resources.  

 Safety level is average. The 
passengers feel safe when 

they traveling in Phuket as 

there are other parties who 
focus on safety.  

 Traffic is bad. This causes a 

difficulty to tour operator, guide 
and even the cruise line. We 

sometimes have to shorten the 

tour program in certain stops to 
make sure we will get back to 

pier on time. It is really strict 

for timing and punctuality when 
working for cruise line. If they 

depart late, it consumes more 

gasoline as the ship has to 
increase speed to arrive next 

port on time as per the schedule. 

 Port in Phuket is not convenient 

due to the port. Phuket Deep 

Sea Port does not have enough 
capacity when the cruise traffic 

is busy. There are not enough 

for the cruise especially mega 
cruise ship. 

 Infrastructure is not good.  

 Government doesn’t have 

 Public transport (accessibility) 

should be the priority for Phuket 
to develop. In certain places, 

there is a development to solve 

the traffic congestion.  

 Infrastructure, terminal or 

anything related to cruise 
operation should be improved. 

Toilet should be built, 

passengers terminal 

 Extend the port for bigger cruise 

ship and study about the 
possibility to call year-round.  

 Public sector should pay more 

attention on cruise tourism as a 
host of this issue. Then public 

sector needs to coordinate with 

other sectors to brainstorm for its 
sustainability.  

 No plan to control the impact of 
environment  
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Singaporean.   

  I am incharge of operations for Regale 

and at the same time I perform my task 
as a tour guide too. I take them to visit 

Phi Phi islands, PhangNga Bay, city 

tour, temple, shopping, and elephant 

riding and give them the knowledge of 

the sites.Guiding for cruise tourism is 

different from normal tourist as they 
expect our performance higher. The 

price of tour onboard the ship is more 

expensive than others. 

 Most expenses are for shopping, eating. 

The average expense is approx THB 
4000-5000 per person including the 

tour. Some tours include meal. 40% is 

for tour and the rest goes for shopping 
and dining.  

 Most passengers who don’t join tour 

will go by taxi and they spend approx 

THB 10-20% for transportation depend 

on the number of pax and the rest is for 

activity, entrance fee, shopping and the 
meal. 

information and knowledge 
about cruise tourism. They 

didn’t realize about the 

contribution of cruise tourism. 
 

Attawa 

Acting 
Shorex 

SSR 

 Cruise ship with more than 2000 pax 
will be coming more than before. This 

is the global cruise trend. From my own 

judgment, the cruise industry is now 
growing in Phuket.  

 Phuket is still the best port of call in our 

itinerary. My job is to run the operation 
smoothly. Basically, I supervise my 

staff to work with tour operator and sell 

the tour onboard. Phuket port is the 

easiest port to sell the optional tours and 

the feedback from passengers is no 

problem for the time being.  

 Port infrastructure, safety, 
location of port, 

accessibility to main 

attraction, and diversity of 
activity are the main factors 

to be a port of call.  

 There are a lot of thing to do 
in Phuket. There are many 

varieties of attraction and 

activity that cruise 
passengers can explore. This 

is difficult for them to make 

decision because many of 
them would like to join many 

tours they like but all can’t 

do in one day. With this 

reason, tours in Phuket can 

be sold easily as there are 

many highlights of thing to 
do.  

 Land operator is good here in 
Phuket. Shore excursion 

management is very well 

organized even if there are 

 It is better than last year. 

 The distance between beach and 

coach is too far. Some aging 

passengers complain that the 
long distance to the coach 

makes them a bad start of the 

tour.  

 Passengers have to wait too 

long for disembarking for 
tendering operations because 

there are not enough tenders for 

transfer during the busiest 
disembarkation.  

 Port carrying capacity is not big 
enough during the season. 

Cruise traffic is much busier 

especially in November, 
December, January and March.  

 Infrastructure development 
should be an urgent plan to be 

improved.  

 Provide bigger capacity and  

 Expect Phuket to reach 

Singapore standard.  
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some restrictions of the 
operation.  

 Safety is goo here in Phuket. 
People feel safe when 

visiting Phuket.  

 Immigration is good and 

efficient. No queue is 

required. This is the best 

point from mass congestion 
before disembarkation.  

 Phuket is more flexible 
compare to Singapore. This 

makes people feel more 

comfortable when travelling. 

Pong  There are 3-4 tour operators involving 

in the process of shore excursion 

operation. It is not easy to be shore 
excursion agent as it concerns some 

criteria such as the high premium and 

insurance. I have to create the tour and 

submit to the cruise line for bidding. 

Once it is approved, operations should 
be prepared. “We have only a few hours 

with the guests to make them happy.  If 

there is something lower than their 
expectation, it will affect the bidding of 

the next year. We should do our best to 

deliver the best service and the high 
quality of tour product for them”. The 

price of tour package onboard is 100 % 

marked up. We have to deliver the 
higher value for what the passenger paid 

not what we gained.   

 The cruise ship comes to Phuket with 

more number of cruise passengers. Most 

of cruise ships in Phuket are bigger. 

 There are different nationality manly 
Asia such Chinese and Indian. These 

people are travelling more and Phuket is 
the most significant port of call for most 

cruise lines.  

 Apart from those cruise ships that come 

 I think the attractiveness of 

the port is the most 

concerned.  

 After that, the port 

condition and safety are the 
next criteria for port 

selection. Safety involves 

the weather and sea 
condition as well.  

 Nature is the greatest element 

in Phuket that always attracts 

the tourists.  

 Accommodation, restaurant, 

activity, attraction and even 
service are holistically well-

rated. Service is excellent 

comparing to other ports.  

 Immigration is good and 

efficient from what I always 
hear. However, immigration 

is not my accountability.  

 Port has low capacity and too 

much restriction for cruise 

tourism. 

 Traffic congestion is a big 

problem in Phuket that affects 
cruise in Phuket. We can’t 

manage the tour program 

completely. We sometimes have 
to shorten the stop at each site 

due to traffic.  

 Policy of public sector has lack 
of knowledge. And we also 

have no cooperation between 
crossed sectors.  

 TAT or Tourism and Sport 
Department don’t count cruise 

passengers as a tourist. With 

this regard, they ignore this 
potential market.  

 There is no amenity at 

temporary pontoon. This is a 
big problem. 

 Unbelievably, there is no cruise 
terminal available here in 

Phuket. 

 New shore excursion agent 
starts using low price as a 

strategy for bidding. In long 

 Need to focus safety even the 

level of safety has been rated 

high but I mention about the 
tendering operation and the 

traffic in Patong.   

 We need a full function between 

all stakeholders to drive cruise 

tourism intensively. Integration 
among all stakeholders is a must-

do to develop cruise tourism 

more effectively.  
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to Phuket regularly such as Star Cruises, 
RCCL, and Costa, there are some 

international cruise from US and UK 

coming to Phuket carrying the high end 
group. Some are long cruise and world 

cruise.  

 We don’t have enough resources during 
high season and when there is more 

than one ship, we are in big trouble. We 
have to share the resources. 

 There are 3 ports used for cruise 
tourism in Phuket which are; Phuket 

port, Patong pier, and Kalim pier. The 

last two are temporary pontoon used 
only for summer season. Talking about 

the tendering operation, if the weather is 

ok, it is fine but it is disaster if the 
weather is bad. .  

 Shopping and food are the most 

spending of the cruise passenger. Asians 

like to buy local products such as 

cashew nut, dried product. Each of them 

spendsapprox THB 1000per person for 
shopping and dining. And they spend 

THB 1500 at least for tour onboard. For 

the free and easy passenger, the average 
total expense per person is approx THB 

2500 per person. 

 Due to uncertain situation of gasoline 

and exchange rate, these are the risks 

that we have to confront.  

run, this ruins the industry.  

 Due to the cruise lines’ merger, 

this affects the local tour 
operators and supplies at 

destination as it makes the 

cruise lines more powerful and 

bargaining power. Carnival uses 

the new approach in using a 

resource sharing among all lines 
under the Carnival to share 

information. Tour operator has 

to show the real cost and 
percentage of mark up to 

Carnival. This is unfair play.  

 
 

Guide Porn  Most of tourists enjoy shopping and 

eating when visiting Phuket as most of 

them are Asian. And the average 

expense is THB 2000 per person. This 

is not including the tour.  

 The ships seem to be bigger and more 
Asian starts cruising. Most of Asian are 

Malaysian and Singaporean are the 
biggest target for the mega cruise ship.  

 There are shortages of suppliers, tourist 
guides, coaches during the peak season. 

 Port infrastructure, safety 

and tourist attraction are 

main criteria in my view.  

 Nature based attractions and 

diverse activities are the core 

tourism products that can 

attract most tourists.  

 Sense of humor and service 
mind are the best in my view. 

Singaporean loves 

entertainment.  

 Port doesn’t reach standard. It is 

incomparable to other 

neighboring ports. I need bigger 

port. 

 Taxi is the gangster. They act 
against the laws.  

 Long walk from the assembly 
area to the coach and the aging 

passengers keep complaining 

about this.  

 Most of the coaches are old. 

 Extend port to reach the 

international standard. 

 Minimize the conflict of interest 

with the stakeholder. 

 Need to have transportation 
check annually (in law yes but 

not in the practical way).  

 Cruise tourism policy from 

public sector should be 

formulated unless we will be out 
of the arena.  
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Ships are coming much more than 
before and most of them anchor off at 

Patong Beach using the tender to 

transfer passengers from ship to shore.  

There is a lack of maintenance. 
We feel insecure because we 

have to go up-hill and down-hill 

during the tour performance. A 
few days ago, there was a coach 

accident in Patong and the 

guide died from this accident.   

 There is a lack of assistance 

from government. I feel that 
public sectors don’t know the 

tourism well. Some of them are 

not the experts in tourism. They 
finally don’t know what and 

how to move. 

 Some service staffs in tourism 
chain like waiter or even tour 

guide have lack of language 
skill. In addition, the third 

language speaking guides are 

not enough.  

 Competency training for HR in 
all related sectors is really 

needed.  

Porntip  Currently, there are many ships. Three 
ships at least are coming per week.  

 Most of them are Asian and a small 
proportion of European. 

 The expense per person when they are 
in Phuket is approximately THB 3000 

per person. The average spending per 

person is THB 500 per person. Most 
expenses of passengers go to shopping, 

eating and sightseeing. This is for 

Asian. European and US love to buy 
tour and enjoy the way of life of people. 

The spending per person should be 

higher than Asian.  

 Asian love to buy food, cashew nut and 

dried product or even durian and other 
fruits.  

 No idea about this point.  It is easy to go anywhere. 
There are more activity for 

them to enjoy such as 
visiting the island, having 

lunch, shopping and 

something they like. 

 However, port is very poor. Port 
is not suitable for cruise now.  

 Public section should get 
involved in cruise tourism more 

than before. 

 Amenity should be also 

improved such as toilet, and 
exchange bank. 

 Packaging of the souvenir should 

be rethought.  

Traffic Po  There are more ships and more 

passengers in Patongas this is the season 
for the tourist. Most of them are big 

ships here and there are Asian tourists 

mostly.  

 I have no idea about this.  Phuket is an international 

tourist destination with 
variety of activity and 

attraction. Due to its 

reputation, many people want 

 Cleanliness is poor sometimes 

on the beach.  

 Traffic is really horrible. We try 

to make it flow but it doesn’t 
help much during prime time. I 

 Need more police for the big city 

like Patong.  

 We have limited skill in 

communication with tourist. 
Need being trained for language 
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 We set the safety at highest level as per 
the policy from the top.Tourist is the 

most concerned in Phuket as it is a 
source of income here. With this 

regards, police works day and night to 

make them safe. We have special team 

roaming around at the major area where 

there are a big number of tourist such as 

Bangla road.. In addition we have 
volunteer helping the tourists when they 

need help. This volunteer is the foreign 

who lives in Phuket. 

 Most cruise passengers are fine. They 

don’t have any problems. I as a police 
come here to hekp them safe from busy 

traffic and provide them convenient.  

 There is a strategic plan on safety. 
Police has to come to stand by at port 

when ship calls. This is an order from 

the top range.  

to come to Phuket.  

 Service is good. This is from 

the feedback of the tourist. 
They are happy with locals. 

They feel like Thai people 

are frank and friendly.  

 Safety is good. Police pay 

attention for that. However, 

there are some minor 
incidents such as accident. 

They rent the motorcycle 
themselves and got accident. 

Or sometimes, there are 

some robbers on the beach 
but it is not very often.  

got complains about this very 
often. 

 If there is an accident on Patong 
Hill, it will be a worse situation 

as there is no emergency plan 

on this matter. Sometimes there 

is like 1-2 hours congestion to 

clear it. Tourists dissatisfy with 

this as they sometimes miss the 
flight.  

 Phuket has no public transport. 
This is why traffic is really 

congested. 

skill. 

 Phuket should have public 

transport around the island. It 
can be monorail. 

Herman  I heard that there are more players 

coming to the same itinerary. RCCL is 
coming to our area.  

 Celebrity will come to Phuket too. This 

means there are more ships coming to 
Phuket. 

 There are bigger and bigger 

 Most from Singapore, Malaysia and 

India. Some are China and Japan. 

 Not less than USD 100. This is not 

including the tour. Most they spend for 

food, transportation and shopping 
 

 Port condition and its 

attractiveness are the main 
criteria. On top of that, 

safety is really important 

too.  

 Actually, reputation of 

Phuket is the strong point. 
They feel free when visiting 

Phuket. It is very open. 

 The value for money 
compare to other places. 

Tourist feels like to get it for 

reasonable price.  

 There are many things to do 

in Phuket such as street 
shopping. Sightseeing is 

popular as they want to look 

and plan for their next trip to 
Phuket.  

 They have different needs; 
Indian love adventure and 

Singaporean loves shopping 

and Chinese love the most 
expensive tour. Phuket has 

all for them.  

 Immigration is very efficient. 
We talk about Star Cruise. 

 Actually infrastructure should 

be improved. Port is too simple.  

 We can’t do embark and 

disembark in Phuket. 

 The government is slow. For 
more than 10 years I have been 

here, there is nothing changed. 
This reflects the performance of 

the government.  

 We probably look at 

infrastructure. Phuket should 
urgently improve it right away. 

Government should keep an eye 

on this particular issue.  

 We need something for crew at 

port. They should have aplace 

for crew to relax like pool, wifi 
and restaurant. This is under 

private but they can earn from 

crews. The price should be 
cheaper and provides as a service 

for crew. Actually, port should 

focus on crew too as each ship 

have at least 50% of the 

capacity. This is not small 

number.  
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We can clear the passengers 
fast. 

Puriphat 

Marine 
 Cruise tourism is good now. There are 

more ships coming in Phuket. Last year, 
there were around 600 ships including 

yacht. The number is increased rapidly 

and the size of shipvaries from 10,000 
upto more than 100,000 GRT. This is a 

good sign of growth rate of cruise 

tourism in Asia and Phuket.  

 Marine department is to follow the 

international laws focusing the safety. 
We have to support the port and the 

channel. These are our direct 

accountability.  The channel is not too 
deep as the port was originally built for 

cargo.The space is limited and unable to 

accommodate the bigger cruise ship. 
The channel is 268 meters long and9.5 

meters deep. Some ships need 11 

meters. This is why the mega cruise 
ships are unable to come along side at 

Phuket port out of the weather and 

monsoon wind.  

 Before ship arrival, they have to clarify 

marine department, quarantine 
department, immigration department 

because these three organizations will 

do the ship inspection according to their 
responsibilities. Marine Department 

focuses on safety and manning, while 

the custom focuses on good, and 
quarantine is about the hygiene, disease 

and so on.  

 Port is reaching the international level? 
It is hard to say. If we compare with 

others like Singapore as it is different. 
This is another type but our port is more 

locally exotic. We are better than 

Singapore in my view. It is more 
charming. A lot of Swiss and European 

come to Phuket repeatedly. They love 

 Safety is number concern. 

It should come with port 
condition.  

 Port facility and 

infrastructure are to be well 

developed. 

 Authenticity of the 
destination is a point to 

consider too. 

 Connectivity to other port 

especially to home port is 

important. If it is not far, it 
will be cost-effective for 

cruise line in terms of 

gasoline. This reflects a 
good location of port from 

other ports and distance 

from port to the main area.  

 Mainly, Phuket is a pearl of 

Andaman due to its golden 
sandy beach but actually we 

want Phuket to be homeport.  

 Phuket has everything. There 
is diverse custom, history, 

and culture. There are night 
entertainment, activity and 

attraction which can fulfill 

the tourist.  

 This governor promotes 

marine tourism proactively 
and TAT together with 

Tourism and Sport 

Department work 
collaboratively. TAT invited 

those cruise lines to come 

and discuss for a possibility 

to bring more ships to Phuket 

and Thailand.   

 Pontoon in Patong is really 
charming. It is something 

that hardly found elsewhere.  

 Immigration in Phuket is 

great. It is much better than 

other places.  

 Safety level is high. There is 

integration with various 
parties to drive safety to 

highest level. They share the 

information. There are 
provincial safety plan using 

top down and down top.  

 In conclusion, Thailand is the 
safe destination. 

 Geographical location is the 
best.It is located in the 

middle of other ports. This is 

an advantage but it can turn 
to disadvantage if we don’t 

 Development and promotion of 

cruise tourism is not proactive 
and they work too slow to study 

about the impact. After studies 

done, no budget given. It is then 
no move again and again.  

 The government doesn’t see the 
contribution from cruise 

tourism. That is why they does 

put more afford for this.  

 Port facility and infrastructure 

are limited of cruise tourism in 
Phuket. 

 

 I tried to convince Phuket to 

build the terminal, extend the 
port, and infrastructure. Capacity 

of port should be extended as it 

is multi purposed port.  

 Terminal is a must as a priority. 

 We have to extend the port at the 
same place at Phuket port. In 

Patong, we can build the bridge 
but it will affect the 

environment.  

 Pontoon with safe is ok.  



 

5
0
1

 

No What is the cruise situation in Phuket? What are the factors to port 

selection? 

What are the strengths of 

Phuket as port of call? 

What are the weaknesses of 

Phuket as a port of call? 

Suggestion 

Phuket.  do anything at the end 

 Thai people is a charm of the 

country “Thai Style” 

Sergon 
RCCL 

 Phuket operation is smooth. I don’t 
have any problem working with Phuket 

port. If I compare the operations or 

shore excursion management with other 

ports, Phuket is one of the best.  

 More ships are coming to Asia. Two 
large ships of RCCL and Celebrity in 

Asia with 3000 paxup onboard. This 
shows a great economic impact to the 

port. I believe the ship visit will benefit 

many people at the destination.  

 South Asia (Singapore, Malaysia and 

Indonesia or even India) are our target 

group when ship is in this area. The 
trend and behavior of the cruise 

passengers are not willing to go too far. 

The connectivity between air and sea is 

great in your region. Singapore plays a 

great and significant role as a hub port 
while many other ports act as a good 

port of call including Phuket. These 

passengers come onboard to enjoy the 
ship as the ship itself provides a variety 

of recreation and activity. This is RCCL 

strength and vision. Guests can spend 
time onboard while cruising or even at 

port. 

 Cruising is much more convenient. It is 
like one stop service.  

 Historical or cultural attractions are not 
unnecessary at Phuket port. They can go 

to China or even Europe for this 

purpose but they come here for nature 
and activity they can find in other 

places.  

 There are different criteria 
to consider when selecting 

the port depending on the 

ship size, target group and 

nationality. These are the 

fundamental criteria from 
what I experience. First, the 

destination itself should 

attract people and it should 
have it own identity. 

Secondly, it should be safe 

for both passengers and 
crews. Next, the port 

characteristic, infrastructure 

and facility should be at 
good order.  

 Shore excursion 

management from tour 

operator is also concerned. 

Some port, ship is unable to 
find professional tour 

operator then the ship is 

unable to call. 
 

 Service is amazing in Phuket. 
It is very rare that I get 

complaints about poor 

service at your port from 

passenger on tour. 

 The beach and islands are 
very attractive. Phi Phi Island 

and PhangNga Bay are the 
best ever among tours of all 

ports even if the distance is a 

bit far. And sightseeing, 
shopping, elephant, 

food,massage &spaand 

exotic adventure are the most 
interesting activity in Phuket. 

Destination, variety of 

activity and relaxing place 

are the best offer of Phuket. 

 Tour operator is superb 
indeed in Phuket.  

 Safety is great in Phuket. 

Nothing serious happens so 
far. I am really happy with 

this.  

 Immigration is good. Last 
year was disaster as it was 

face to face check. It took 
such a long time and all tour 

departure was 3 hours delay. 

If you want to do face to 
face, you should have 

terminal and enough 

immigration officers 
otherwise it will be a big 

problems especially big 

crowd.  

 It is good port to add in 

cruise itinerary. Phuket is the 
best port in my view and I 

 No improvement of pier side 
operations has been taken action 

for almost 5 years. 

 Deep Sea port is too small for 

big cruise ship. 

 Tendering operation in Patong 

is difficult for a mass. 

Sometimes it takes 3 hours 
doing this. Tendering operations 

is not really safe.  

 Taxi is a big problem at pier. 
They are too obvious.I and the 

guests experienced this very 
often.  

 A side of port facility, taxi 
union, anything out of that is 

the traffic. It is very bad. That 

should be improved. Punctuality 
is important for the ship. If the 

traffic is congested, tours are 

back at pier very late. This 
affects to ship departure. 

 The local government does not 
take an accountability to cruise 

tourism.  

 Pier should be invested in 
Patong. This will generate more 

revenue for Phuket. 

 Amazing port of call by 

improving port and facility if 
possible. 

 Taxi should be well organized 

otherwise it ruins the image of 
Phuket. 

 They should build port, terminal 
and whatever that supports cruise 

tourism. 

 Phuket is good but they can do it 
better. 
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can sell the tour in Phuket 
more than other.  

Jennifer 

Guide asso 
 Cruise tourism situation in Phuket is 

good even if there are obstacles such as 
global economical crisis and political 

instability. More big ships come to Asia 

and Phuket during summer from 
November and April. During this 

season, the mega cruise ships anchor off 

at Patonginstead of Phuket Deep Sea 
port as the port is not good enough. The 

temporary pontoon is set temporarily 

only high season, using the tender to 
transfer passenger back and forth.  

 In the old day, cruise passengers were 
US and UK but now it changes to Asia 

like from China, Korea, Japan, 

Singapore, India, and Malaysia. 
Europeans still come but small in 

percentage and they come with small 

and midsize cruise ship.  

 Singapore is better in terms port, 

accessibility, accommodation, 
management. Safety is not bad.  

 They love Patong beach as it is a place 
where people want to go shopping, 

massage, water sport and fun 

entertainment.  

 They have limited time at port. Most 

cruise ships set around 7-8 hours at port. 

 Temple, view point and shopping, 
Phang Nga Bay are the most popular 

places to visit.  

 Favorite activity are shopping, eating 

and activity related to Thainess such as 
Thai cooking, spa, massage, elephant 

ride and etc. 

 Average expense per person is USD 150 
per day. This is for small and midsize 

ship but the big and mega they spend 

approx USD 100.- This is not includes 
the tour expenses.  

 Port infrastructure, safety, 

government policy as well 
as tourist attraction are the 

main points to focus. 

 Variety of tourist attraction 

and shopping facility are the 
great points of Phuket 

 We have uniqueness here 

known as a town of fun like 

Patong beach with full 

activity. 

 Phuket is in a good location.  

 We do have good tourist 
attractions. At the same time, 

new attractions are now 

emerged such as Tha Chai 
Island.  

 Entertainment, shopping, and 
show are available for them 

to enjoy. That’s why some 

cruise ship comes for 
overnight in Phuket. During 

the day, they can enjoy golf, 

adventure, and nature. 

 An authenticity of Phuket is 

unique such as outfit, food, 
building, culture, festival and 

people. 

 HR is good. This is more 
important than others as it 

drives everything.  

 Safety is really good. We 

have more than 10 million 

tourist and they all said that 
Phuket is safe because 

economy here is good. 

People get good income and 
they can survive. 

 Safety policy is good. There 
are volunteers who help the 

tourist. Addition, the 

province set the CCTV 
everywhere at main area. 

 Weather and season are 

 Big ship can’t come to Phuket 

at Deep Sea Port as the draft is 
low. Carrying capacity of 

Phuket port is limited. It is 

small and not suite the big ship 

 It is windy at Phuket Deep Sea 

Port during summer season and 
with port condition, all big size 

ships go to Patong instead.  

 Last 10 years, we kept talking 
about cultural attraction and 

even we have some but it is not 
as good as they wish.  

 Road and accessibility to 

attraction is not good especially 
during rush hour. There is a big 

congestion at the city center and 

it causes a delay of tour return 

and affects the departure time of 

the cruise ship. Some roads are 
really busy such as Central 

intersection, Patong Area or 

Even Lotus intersection.  

 Accident happed in Patong and 

it always blocks the traffic. 

 Government policy is not clear. 
 

 Extend the port to accommodate 

big cruise ship 

 Improve tourism amenity in the 

touristic area such as public 

telephone, and toilet facility.  

 Public transport is in need to 
solve the traffic congestion. 

 Accessibility to main attraction 

needs to be improved soonest.  

 Government should play role in 

cruise tourism. So far only 
private sector runs this 

themselves with lack of support 

from government. 

 Guide is not bad. We develop 

day by day. There are around 
4000 guides for 13 million 

tourists per year.We have 

enough tourist guides but we 
should enhance their 

competencies. Training and 

development of HR according to 
their required knowledge should 

be trained.They need to be 

improved in terms of language 
skill, courtesy and service mind.  

 After Tsunami, labor force has 
left the island and more foreign 

labors are replaced. We should 

develop HR as a selling point in 
Phuket.  
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No What is the cruise situation in Phuket? What are the factors to port 

selection? 

What are the strengths of 

Phuket as port of call? 

What are the weaknesses of 

Phuket as a port of call? 

Suggestion 

 The proportions of expense are 
shopping, food, transportation and 

tours.  

good, Itis warm year round. 
Midsize, small ship can come 

to visit year round but it 

should go to the place where 
ship can come along side and 

not windy. 

Shipping  More ships carrying about 2000-3000 
passengers are coming more to Phuket. 

Under my company’s responsibility, US 

and UK are main target as I am a 
representative of those lines such as 

HAL, Princess and Carnival. These are 

not a regular cruise, unlike RCCL, Star 
Cruises. Phuket will be important port 

in this region.  

 Safety is concerned as all ships with US 
passengers. I have to set highest safety 

level according to their requirements. I 
should have tourist available at port 

before ship arrival till ship departure.  

 We have to work with various partners 
such as custom, immigration, pilot, 

doctor, Marine departmentfor 
permission. However, all of those 

support the cruise tourism in Phuket. 

Document should be sent to these 
particular sectors. 

 There will be requirement from ship if 
they need anything and we do on their 

behalf.  

 Due to ISPS, there are 3 safety levels 
and we are at level 1 which is safe for 

ship to come.  

 Phuket is the most popular port of call 

while Singapore is the most known 

home port in this zone. 

 Safety, port characteristic, 
port location, port 

infrastructure and facility 

are the basic requirement 
for ship call.  

 The value of port is the 
criterion.  

 Tourist attraction is the 
utmost especially the natural 

based attraction.  

 Immigration formality in 
Phuket is good. The cruise 

passengers can disembark 
right away after the ship 

arrival. This is the strong 

point of Phuket port. This is 
a good support from 

immigration department to 

offer convenience for cruise 
passengers.  

 Safety is being controlled. It 

is a safe port.  

 Geographical location of 
Phuket is good. It is located 

right in between other ports. 

The distance from Phuket to 
other port is proximate. 

 

 Port is not effective. It can’t 
accommodate the big ship 

effectively. During winter, 

Deep Sea Port is unable to 
accommodate the mega cruise 

ship due to strong wind at that 

side. Ship them moves to 
anchor off at Patong instead. 

The tendering operation is 

totally complicated. I can sum 
up that carrying capacity for big 

cruise ship is low. 

 Taxi at port is the other issue 

we are so worried. My boss 

always discusses in the meeting 
to solve this problems. He wish 

 Port is not deep and wide 
enough. It is 268 meters length 

and 9 meters depth. It is not 

appropriate for large and mega 
cruise ship during the wind 

season.   

 Port was built for cargo and 
there might have unexpected 

cost if the ship arrives at the 
same day as cargo ship even the 

birth reservation has been made. 

If we would ask the cargo to 

move out and our ship comes 

along side, there will be a big 

amount cost involved for this 
matter.  

 ISPS at Phuket Deep Sea Port is 
first level that means the port is 

safe. There is no dangerous 

point. However, the ISPS is 

 Push the government to extend 
port to accommodate the mega 

cruise ship. However, the port 

authority has to study how to 
accommodate this size during the 

summer season such as enlarge 

the draft of the port, build the 
dolphin, or build the breakwater. 

There should be ports at both 

sides for ship to call year round? 
This is the question to port 

authority and the government.  

 Solve the problem of conflict 

between local taxi, and tour 

operator.  

 Improve the small pontoon while 

waiting for the standard port to 
be done. 

 Taxi should be well organized. 
As such it will be more 

systematic and cruise passengers 

will trust them. Fixed price is a 
must.   



 

5
0
4
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selection? 

What are the strengths of 

Phuket as port of call? 

What are the weaknesses of 

Phuket as a port of call? 
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expired, we should extend it but 
it is not yet done.  

 There are overcrowded in 
Phuket during the season.  

Ko Kai  The cruise is increasing in Phuket such 

as RCCL, Star Cruises. In 2015-2016, 

there will be more big ship carrying 

more than 1200 pax coming to Phuket. 

 I do the temporary pontoon and I have 
two so far at Patong and Kalim beach 

but this is not enough during the peak 
time.  

 The weather is unpredicted and it 

affects cruise tourism. During winter, it 
rains or sometimes there is strong 

current and this never happened before. 

It happens from the global warming I 
guess. 

 Cruise tourism contributes economic 
impact to our island. We share the 

benefit from cruise tourism. Most of 

them spendaprrox THB 3000 per 
person. You should calculate how much 

money we gain from ship call? 

 The bank is the index because they 
always put more money in ATM and 

provide more cash at exchange booth 
when the ship calls. 

 Safety is the most 

important issue for cruise 

tourism. 

 The seasonality and 
weather pattern are also 

considered. If the weather 

is not permitted, it is an 
obstacle to bring the ship at 

that port. 

 Port condition is also 
concerned I guess. Location 

of port is important too.  

 Our country, we have such a 

wonderful nature and nice 

local people. That is why we 

are called Pearl of Andaman.  

 We have something very 
unique. Can you find colorful 

taxi or tooktook in other 
port? Can you find good food 

with cheap price in other 

country? No.  

 Shopping stall along Patong 

is fun experience for tourists.  

 When you go to Patong, 
everything can find there. Just 

10 minutes drive from here. It 
is really convenient. 

 Traffic police always provides 
safety for cruise passengers at 

pier. This is good work.  

 .  

 Participation from local is the 

weakness. They don’t know 

how to service. Taxi is also the 

problem. They just make money 

no matter what will happen.  

 Lack of cooperation from 

government or local authority. 
This makes a slow development 

for cruise tourism.  

 Make a right understand among 

local to give satisfaction to 

cruise passengers. 

 Port should be enlarged for year 
round call. Temporary pontoon 

that I have is not convenient for 

them. Infrastructure, cruise 
terminal are really in great 

demand for Phuket.  

 It is not safe when windy.  

 Government sector should step 

into this system and support 
local and private sector to drive 

cruise tourism successfully. 

Every sector should integrate 
their works. The cruise 

association should be founded in 

Phuket to share the idea and 
suppot each other.   

Cap RCCL  Phuket is the most popular port in this 

area after leaving from Singapore. It is 
the main destination for RCCL during 

this season.  

 Many cruise lines will bring the ship to 

this area more and this will be good for 

Phuket. 

 Most ports are now focusing on port 

development to welcome large and 
mega cruise ships that are launched into 

the water more and more. And of 

course, those ship sizes will come more 
in number. Port should make itself 

ready before. Look at Singapore or 

 Safety, security and 

sanitary are the most 
concern for me. The nature 

of the cruise is not like the 

holiday on land. If there is 
a problem from food or 

Norovirus. I mean food 

poisonous; it will be a big 
issue. There will be an 

inspector coming to inspect 

for this issue. There is no 
hospital onboard but only 

the small clinic. We are in 

the sea, these are important.  

 The strong point is the 

friendliness of Thai people. 
They are the best ever in 

term of service mind. They 

smile, and work happily,  

 Safety is great for the time 

being in Phuket. I, as a 
captain, should focus on the 

safety. This is under my 

responsibility. I have to make 
sure all are in good order. If I 

found something not safe, I 

should pay more attention on 
that particular issue. Food 

 At the moment, the large ship 

are calling much more than 
before. Look at this time, there 

are 5-6 ships coming to Phuket 

on the same day. You finally 
don’t have enough pontoon for 

them. This is a weak point of 

your port. 

 A lot of thing to do in Phuket. 

Just need to built terminal and 
ship can come along side 

theport that we can call year 

round. 

 Tendering operation and tour 

 Simply we need to have more 

floating pontoon during this 
season. It must offer highest 

level of safety. 

 We need the cruise terminal and 

it should be built soonest. The 

location of the port is important. 
If you build or enlarge and you 

can’t use it year round. It 

doesn’t make sense to invest 
such a big money. If you have 

port, you might develop that 

area for something else like 
conference center for 
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other ports in China, Japan or even 
Hong Kong, they moved forward to 

grab this opportunity. 

 Asian will be a fruitful market for cruise 
tourism due to its economical growth 

and big number of population. This is a 

justification of global cruise situation 

affecting Phuket.  

 Safety and security should 
work with port with 

proactive safety procedure. 
This is the most important 

issue in my view. 

 After that, the connectivity 

from port to port is the 

factor of selecting the port 

too. 

 Tourism sites and activities 

together with the 
uniqueness are the points 

they consider when 

selecting the port.  

should be clean and Phuket is 
ok. Weather during this 

season is good to anchor off 

at this area.  

 It is not far from other port. 

This is an ideal connectivity 

from other port nearby.  

 You have good thing such as 

hospital, department store, 
and so on. The hospital is 

very good. Last year, I did 
my knee operation here and 

it was really effective and 

inexpensive compare to what 
I have at home. 

dispatch are not convenient at 
all. Passengers have to walk to 

long to the beach and the coach. 

The old passengers feel like this 
is not convenient for them.  

 Traffic in Phuket seems to be 

worse. Last 4-5 years when I 

first come, the traffic was much 

better than this.  

conference group with 
department store doing like in 

other countries. If it is built, 

ship can go along side year 
round then the cruise can visit 

your port without anytime of 

the year.  

 The tendering operation for big 

cruise ships is really a hard time 
for us. 

 Traffic congestion issue should 
be focused.  

 Cruise should be promoted and 

all sectors should pay more time 
on this.  

Cruise direc  Phuket is the highlight of the cruise for 

RCCL. People get excited to come to 
Phuket. 

 We have bigger ships in all regions. 
RCCL deploys the bigger ships to your 

water as we found that this is an 

opportunity for the company. Economy 
in Asia is growing fast and there is a big 

potential for cruising in Asia. 

 China and India are our target group.  

 Mariner of the Seas is big for Asia but 
RCCL has already tried out for many 

years and they increase the ship size to 

Asia. It started with Rhapsody of the 
Seas, then Legend of the Seas, Voyager 

of the Seas and his year Mariner of the 

Seas that can accommodate more than 
3000 pax.  

 Port facility and 

infrastructure are definitely 
required as a first criterion. 

Moreover, safety and 

hygiene should come along 

very well with the facility. 

After that port management 
is also needed. We have to 

work closely with the port 

authority before the ship 
arrival, during the ship call.  

 Tourism attraction is 

essential as it will attract 
the potential to cruise. If 

the destination is not 

interesting, it will be 
difficult for sales and 

marketing team to sell the 

cruise package.   

 Peace and stability of the 

country is another point to 
focus. 

 Weather and climate are 
important criteria too. 

North Europe is popular but 

it is not possible to visit 
year round. The weather 

 Safe, friendliness, activity, 

price, Attraction, and 
accommodation are the best 

point of Phuket which can be 

a good port of call.   

 The most popular activity 

and attraction are really 
diverse. They love shopping, 

eating and massage. This is 

good for family, and all type 
of passengers unlike some 

ports that have only water 

related activity. Tour in 
Phuket is exciting. They can 

enjoy the beach, swimming 

during the day and they can 
go to see the show at night.  

 The pontoon is not really safe 

and it can’t accommodate a big 
number of people.  

 The space for tour dispatch is 
really small. This is difficult 

when the group size is big.  

 Political issue is an obstacle of 
Thailand and affects badly to 

Phuket.  

 Plan for emergency is a 

challenge for your port. 
Onboard the ship, we do the 

training or drill very often to 

make sure if there is anything 
happened, we can manage it 

right away. In Phuket, I don’t 

think you do it. If there is an 
earthquake, what will you do 

with this. If there is an accident, 

what will you do with this. This 
is critical when working with a 

mass.  

 Phuket should improve the 

pontoon to make it more safely. 
This can be working closely with 

the government.  

 Offer some kind of satisfaction 

to people.  

 Training for HR is a must 
especially the area you have lack 

of knowledge. I do the training 
onboard for the crew. I know 

that this is really important. 
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and sea condition should be 
good that is why we come 

to your area only these 

specific months.  

Cruise staff 

(Cap) 
 Asian is the new target. They start 

travelling with the cruise now. They 

love short cruise. They don’t like long 
cruise. The ship sails during the night 

for them and arrive next morning. We 

use concept “Everyday at port”. Asians 
are the big potential for cruise line.  

 The ship size is bigger as we shifted the 
consumer group from elderly to the 

broaden group like family, couple, and 

mid-age. Once the size is bigger, the 
price is cheaper and more people can 

afford and cruise. We aim to change the 

perception of Asians to cruise.  

 Port infrastructure is really 

important.  

 The destination should be 
popular. 

 Attraction should be 
diverse. 

 It should have capacity to 
accommodate big ship.  

 Possibility to handle a big 
group of people. 

 

 Immigration is good. It is 

better than Singapore.  

 Tourist attraction is nice.  

 Tour operator is good. They 
know well how to handle the 

operation. There is no 

problem working with them. 
They have such as great and 

quick response before the 

ship call. This is really 
effective performance.  

 Traffic is a bit congested.   

Azamara 

FO 
 People love Phuket. European and US 

are looking very much forward to 

visiting Phuket. 

 Phuket is the highlight port in this 

region. It is really known. 

 Phuket is still the premium port for high 

end passengers. 

 Cruise seems to be bigger and come 

more to Asia. You see, in this ship, 

there are more Asian crews mostly from 
Philippines. This is proved that Asia 

region will be a great emerging 

destination and Phuket of course is. 

 Attraction and activity are 

the most important factors 

of port selection in my 
view. 

 Hospitality of the people is 
a fact that they use as a 

criterion as it can fulfill the 

needs of passengers when 
they travel. Look at this, we 

try to provide the best 

service to reach their 
expectation. This is also 

expected when they are 

onshore.  

 In addition, safety, peace, 

port infrastructure, port 

locationand facility and all 

those are main criteria.  

 Beach and sun are the 

purpose of their visit. This is 

strong point of Phuket. While 
people in Phuket is really 

hospitable. The guides are 

good and the people around 
are friendly. I can say that 

hospitality is the best here 

compare to the port of call. 
This is superb.  

 I feel safe in Phuket. I spent 
my New Year party in 

Patong throughout the night 

and I also got a feedback 
from guests that they had 

great moment there with 

safe.  

 Connectivity between Phuket 

to other port is not long 
distance. This is a good point 

and it goes well with Asian 

behavior that they don’t like 
to be onboard too long as 

said.  

 Traffic is crazy here. I got stuck 

in the traffic too long. It wasted 

my time. I want more time to 
enjoy Phuket but I was jam 

there.   

 People on the beach interrupt 
the tourists. We want to rest on 

the beach and we don’t come to 
buy thing on the beach.  

 Price is not fixed. This is 
difficult to buy thing as we 

don’t have idea how to bargain.  

 Port infrastructure is not that 
serious as the island itself is 

good but if this can be 
upgraded, it will be your 

competitive advantage.  

 Talking about hygiene or 
cleanliness, guests come to me 

and said that they saw many 

condoms on the beach. This 
shows that the law here is not 

strong enough in my view.  

 More facility such as toilet 

should be improved.  

 Provide the relax places for 
tourists. Zoning should be used 

in tourist area. Too many jet skis 
ride in Patong. This is really 

bored.  

 Traffic should be solved soon.  
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Villager  There are more ships going to Patong 
Beach during this season. Only small 

and midsize cruise ships come to Phuket 
Deep Sea Port. Most Asian ships are 

casino ships as Asian who is the main 

target love playing the casino.  There 

are more Singaporeans coming by 

cruise and they come for casino. 

Number of cruise ships have increased 
surprisingly in Phuket about 7-8 yers 

ago.  

 I am the pioneer here, opening the small 
shop of clothes for sale at port for more 

than 25 years since there were only a 
few ships coming to Phuket. At the 

time, there were the ferries using this 

port for the day trip to Phi Phi Island. 
There are now more than 30 shops in 

the port selling various products such as 

clothes, souvenirs, food, and drinks. I 

mostly sell my stuffs to the crews but 

other shops sell the cruise passengers. 

Look at the food, there are a big number 
of Asian crews who love to eat here. 

They come down to eat every week as 

this is the weekly call. Look at the fruit 
stall, most of people who buys are 

Asian passengers and crews.  

 I think everyone in the community 
welcomes the cruise ships as it 

contributes the benefits to many people 
in the community. There are more than 

300 local taxi drivers who work here. 

Once we earn money, we share our 

benefit to the village and mosque to 

support the village’s activities. We have 

the chef of the village who organizes 
the revenue and manage the taxis and 

shops here.  

 I have no idea about this. It 
might be port and safety. 

 Beautiful attraction is the 
main thing to make 

passengers satisfied.  

 Safety is also good as the 

villagers are the key success 

factor. We help the 

government to observe and 

oversee the situation.  

 The port doesn’t reach the 
international standard. 

 The facility is not good here. 
Toilet is really dirty. The 

cleanliness is not proper.  

 No terminal is available. All 

shops have to allocate outside. 

If the terminal is built, we all 
can move inside and passengers 

will have place to hang out. 

This will be better for cruise 
industry as a whole. 

 Terminal built urgently is 
required. I heard from the 

authority that the plan for port 
development has been 

formulated but the action doesn’t 

come. I wish it will start soon as 

the more ships come the happier 

we are.  
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Focus group for factor confirmation 

Q/A Content Remark 

Moder Good afternoon. Welcome to ACSN conference. Today I am the MC to share the idea about the criteria of port selection.  

1. What is the cruise situation for the time being? 

 

Cam The cruise tourism is now growing rapidly and more cruise ships currently deploy more ships in Asia.   

India More Asian will cruise in Asia. Indian starts cruising now.   

JAP Ports in many countries are now developing to accommodate mega cruise ships such as China, Vietnam, Korea, and Singapore. The cruise ships will be bigger. 

Anyway, the small cruise ship remains unchanged and focuses the high end, doing the longer cruise or world cruise. 

 

Mal They are looking for the exotic ports. New ports are now in great demand.   

THA-1 Yes, it is. Now we have new port for cruise at Krabi. Star Cruises is the pioneer in searching new port. Krabi is a port of call for almost two years now.  

Cam There is a strong competition in cruise business for the time being. Each port has to formulate strategy to bring the ship to the port.   

Kor More ships are coming to Asia. RCCL, Carnival, Costa or even Star Cruises are the main players in Asia now. The reason is the economy growth in Asia.   

Ind Cruise tourism is the second priority. Some countries don’t put enough effort on cruise tourism development.  

THA-1 There is a mixture of multi generation of cruise passenger as the target group of cruise tourism has shifted from purely elderly to the family. The tourism product at 

port should be diverse to fulfill all variety of needs from wide range of cruise customers.  

 

Moder Anything else? Ok.  

2. What are the criteria of port selection? 

 

THA-1 I do believe port infrastructure is really needed as you said cruise ships will be bigger and this is very important for it.   

Phil I think safety is really concerned. Safety should be the criteria, making sure that port is safe for both passenger and crew. Port infrastructure is really important too. 

We from Philippines get involved with weather, seasonality. We confront the bad weather in certain season and it causes a delay or a cancellation of the cruise ship.  

Flexibility of the port is important. Sometimes there is last-minute booking, we have to arrange it for them.  

 

Sri I agree with safety concern. We as a tour agent should manage risk we usually confront. Training staff is really important for the time being. 

If there are multi calls at port, this is a problem for the port as there is not enough capacity. 

 

Mal I think port facility is relevant criteria in selecting port. Moreover, the tourism product at reputable port is greatly concerned. If the port is reputable, it attracts more 
people to cruise. In Malaysia, there are some new ports currently used for cruise such as Redang Island. I heard that there are new cruise ports in other country like 

in Thailand. Seabourn uses small island for relaxation. Am I right?  

 

THA-2 Yes, it is the island near BKK. Yes, it is KoKood Island. I do agree with you that new and exotic ports of call are really needed.  Immigration formality is other point 
to focus too. If the formality is not effective, it involves a long queue during the disembarking procedure. Thailand, we use the immigration officer to board the ship 

and allow the passengers to disembark without queuing. This is very fast and effective and we can save the timing on this particular procedure. 

 

Tai Enough suppliers are important too. We have some problems when many ships coming at the same day. Lack of bus, guide and congestion at attraction always 

happen. Port should have capacity to accommodate when big size ship is calling or when more ships are coming. Service is another point we should focus. We have 
problem about service. Our staff has lack of sense of service mind unlike you have in Thailand. This is really difficult to change their attitudes about this.  

 

THA Before I forget, the conflict of interest is necessary to discuss. It happens at Phuket port. Taxi group protested and closed the port. This affected badly to port and it 

affected the trust from cruise line too. We have set the committees and made a commitment among all concerned parties.  

 

IND It happens in India as well.   

Moder 3. What did you do to solve this problem?  

IND We use law to control and discuss about it. Immigration is important too.   

Mald The policy from government. In my country we have a great support from the government. This is to make a good trust for the cruise line especially new port.   

Mal Carrying capacity is important. If capacity is low, it is difficult to have the big ship to the port. Diverse tourism product is also the criteria of the cruise line.   

Mald Yes, I do agree. My port has limited activity and attraction as there are only related water activities. We can’t bring the ship with elderly people as we don’t have 
activity for them to enjoy. We have only few tours for cruise passengers. On the other hand, we can accommodate big cruise ship as we have not enough capacity for 

this particular size.  
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Q/A Content Remark 

Accessibility to port and connectivity between ports is considered in my view. In our area, the connectivity is good. It is not far from port to port. This is an 

opportunity for our region.  

THA-3 Collaboration from different sectors is a must. Here, we have lack of cooperation from public sector. No cruise policy has been formulated. In this situation, the 

national cruise tourism policy must be formulated and implemented as urgent as possible otherwise the country will stand behind those other ports. This is 

significant for all Asian countries to move fast by doing this.  

 

Bur We are a new port. We have lack of knowledge about cruise tourism. We should share a knowledge and experience within port members in Asia. This will help 
improve port management as a whole.  

 

JAP English speaking guide is important. In Japan, the price of the guide is really expensive and we have to pay them otherwise we don’t have guide for cruise. This 

makes the price of tour more costly. In addition, the coach is also in great demand and expensive as there are more tourists coming to Japan. To find the coach for 
cruise is difficult as it is only one day used while the group of Russian and other nationalities can find the coach easier as they use it for longer period and the coach 

company like them more than us. The cruise company might concern on this limitation.  

 

Viet HR is a big problem. We don’t have enough guides. Need to train more guide for cruise tourism.   

THA-3 Seasonality and sea condition are affected to port selection. In Phuket, during the high season, no big ship is able to come along side at Phuket Deep Sea Port as it is 
really windy there. The big ship then has to anchor off at Patong beach. The tour dispatch is difficult under limitation of space and facility. Once there are more 

ships, additional temporary pontoon is set up on the other side of Kalim beach. After tour assembly on the beach, a long walk of 300 meters from beach to the bus 

parking area is far. This is another obstacle in Phuket especially for the elderly guests. This is because there is no parking area along the beach.  

 

Kor This is good to be together in sharing what each port confronts. This event should be held and moved around to other port.   
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Cruise Passenger Code Book 

Model of Port of Call Management in Cruise Tourism, Phuket, Thailand 
 

No Variable Name Variable Label Variable 

Length 

Missing 

Value 

Value Label 

1.  Q No Questionnaire Number 3 88 Code as Questionnaire 

Number 

2.  S-Name Ship Name 2 88 1. SSV 

2. SSR 

3. Costa Victoria 

4. Diamond Princess 

5. Azamara Journey 

6. Mariner of the Seas 

7. Seven Seas Voyager 

8. Seabourn Odyssey 

9. Seabourn Legend 

10. Soleal 

11. Aegean Odyssey 

12. Deutschalnd 

13. Voyager of Discovery 

3.  Call time Calling Time 1 88 1. Morning  

2. Afternoon 

3. Evening  

4. Overnight 

4.  S-Size Ship Size 1 88 1.  Mega 

2. Large 

3. Midsize 

4. Small 

5.  Port Port  name 1 88 1. Phuket Deep Sea Port 

2. Patong jetty 

3. Kalim jetty 

6. C CRtime Cruising time 2 88 As given number 

7.  Twith Travel Alone (Travel with) 1 88 1. No 

2. Yes  
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No Variable Name Variable Label Variable 

Length 

Missing 

Value 

Value Label 

8.  TCom Travel Companion 1 88 1. Friend/colleague 

2. Family 

3. Spouse/lover 

4. Others 

9.  TRAVELOTH Travel with other 1 88 As said in Q 

10. T PaxNo Pax number 3 88 As given number 

11.  Type-C Type of cruising 1 88 1. Leisure 

2. Education 

3. Business 

4. Leisure & education 

5. Leisure & business 

6. Education & business 

7. Others 

12. T TypeCOther Type of cruising other 1 88 As said in Q 

13.  ST-Rea First reason of cruising 1 88 1. New experience 

2. Port of call 

3. Premium service 

onboard 

4. Convenience 

5. Diversity of activity 

6. Value for money 

7. Others 

14.  ND-Rea Second reason of cruising 1 88 1. New experience 

2. Port of call 

3. Premium service 

onboard 

4. Convenience 

5. Diversity of activity 

6. Value for money 

7. Others 

15.  RD-Rea Third reason of cruising 1 88 1. New experience 

2. Port of call 

3. Premium service 
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No Variable Name Variable Label Variable 

Length 

Missing 

Value 

Value Label 

onboard 

4. Convenience 

5. Diversity of activity 

6. Value for money 

7. Others 

16.  OTHRea Other reason of cruising 1 88 As said in Q 

17.  ActCanoe Activity - Canoe 1 88 1. Yes 

2. No 

18.  ActCity Activity - City Tour 1 88 1. Yes 

2. No 

19.  ActElephant Activity - Elephant 1 88 1. Yes 

2. No 

20.  ActEnt&Show Activity - Entertainment & Show 1 88 1. Yes 

2. No 

21.  ActGolf Activity - Golfing 1 88 1. Yes 

2. No 

22.  ActF&B Activity - Food & Beverage 1 88 1. Yes 

2. No 

23.  ActJungle  Activity - Jungle Trek 1 88 1. Yes 

2. No 

24.  ActSail&Yacht Activity - Sailing & Yachting 1 88 1. Yes 

2. No 

25.  ActScuba Activity - Scuba Diving 1 88 1. Yes 

2. No 

26.  ActShopping Activity - Shopping 1 88 1. Yes 

2. No 

27.  ActSightsee Activity - Sightseeing 1 88 1. Yes 

2. No 

28.  ActSnorkel Activity - Snorkeling 1 88 1. Yes 

2. No 

29.  ActSpa&Mas Activity - Spa & Massage 1 88 1. Yes 

2. No 

30.  ActSunbath&Swim Activity - Sunbathing & Swimming 1 88 1. Yes 
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No Variable Name Variable Label Variable 

Length 

Missing 

Value 

Value Label 

2. No 

31.  ActCook Activity - Thai cooking class 1 88 1. Yes 

2. No 

32.  ActWhitewater Activity - White Water Rafting 1 88 1. Yes 

2. No 

33.  ActWater Activity - Water Sporting 1 88 1. Yes 

2. No 

34.  ActOTH Activity - other 2 88 As said in Q 

35.  DestBig Buddha Destination - Big Buddha  1 88 1. Yes 

2. No 

36.  DestSimon Destination - Simon Cabaret  1 88 1. Yes 

2. No 

37.  DestCashew Destination - Cashew Nut Factory  1 88 1. Yes 

2. No 

38.  DestChalong Destination - Chalong Temple  1 88 1. Yes 

2. No 

39.  DestStore Destination - Department Store  1 88 1. Yes 

2. No 

40.  DestElephant Destination - Elephant Camp  1 88 1. Yes 

2. No 

41.  DestJewelry Destination - Jewelry Store  1 88 1. Yes 

2. No 

42.  DestKhai Island Destination - Ko Khai Island  1 88 1. Yes 

2. No 

43.  DestOld Phuket Destination - Old Phuket Town  1 88 1. Yes 

2. No 

44.  DestPhiphi Destination - Phi Phi Island & Maya Bay  1 88 1. Yes 

2. No 

45.  DestPatong Destination - Patong Beach  1 88 1. Yes 

2. No 

46.  DestPhangnga Destination - Phang Nga Bay (James Bond)  1 88 1. Yes 

2. No 

47.  DestFantasea Destination - Phuket Fantasea  1 88 1. Yes 
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No Variable Name Variable Label Variable 

Length 

Missing 

Value 

Value Label 

2. No 

48.  DestPrathong Destination - Prathong Temple  1 88 1. Yes 

2. No 

49.  DestPromthep Destination - Promthep Cape  1 88 1. Yes 

2. No 

50.  DestMuseum Destination - Museum  1 88 1. Yes 

2. No 

51.  DestSiamniramit Destination - Siam Niramit  1 88 1. Yes 

2. No 

52.  DestSino Destination - Sino Portuguese Mansion  1 88 1. Yes 

2. No 

53.  DestSpa&Mas Destination - Spa & Massage Parlor   1 88 1. Yes 

2. No 

54.  DestSouvenir Destination - Souvenir Shop  1 88 1. Yes 

2. No 

55.  DestThaivillage Destination - Thai Village   1 88 1. Yes 

2. No 

56.  DestRest Destination – Restaurant  1 88 1. Yes 

2. No 

57.  DestOther Destination - Other  2 88 As said in Q 

58.  TourPurchase Tour purchase from ship 1 88 1.  Yes 

2. No 

59.  Spending Total spending 1 88 As said in Q (THB) 

60.  SPDVisitEnt Visit & entertainment 2 88 In percentage 

61.  SPDTourashore Tour ashore 2 88 In percentage 

62.  SPDShop Shopping 2 88 In percentage 

63.  SPDFood Food 2 88 In percentage 

64.  SPDTransport Transportation 2 88 In percentage 

65.  SPDOthExpense Other expense  2 88 In percentage 

66.  SPDVisitEnt1 Visit & entertainment 2 88 In portion 

67.  SPDTourashore1 Tour ashore 2 88 In portion 

68.  SPDShop1 Shopping 2 88 In portion 
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No Variable Name Variable Label Variable 

Length 

Missing 

Value 

Value Label 

69.  SPDFood1 Food 2 88 In portion 

70.  SPDTransport1 Transportation 2 88 In portion 

71.  SPDOthExpense1 Other expense  2 88 In portion 

72.  IMATTR Importance of tourism attraction 1 88 1. Extremely unimportant  

2. Unimportant 

3. Somewhat unimportant 

4. Somewhat important 

5. Important 

6. Extremely important 

73.  IMACT Importance of tourism activity 1 88 Same as IM-attract 

74.  IMAME Importance of tourism amenity 1 88 Same as IM-attract 

75.  IMSERVE Importance of service provider 1 88 Same as IM-attract 

76.  IMShorexManage Importance of shore excursion management 1 88 Same as IM-attract 

77.  IMVALUE Importance of value for money 1 88 Same as IM-attract 

78.  IMSAFE Importance of safety & security on shore 1 88 Same as IM-attract 

79.  IMHEALTH Importance of health & sanitation 1 88 Same as IM-attract 

80.  IMCLEAN Importance of cleanliness 1 88 Same as IM-attract 

81.  IMEMER Importance of emergency plan 1 88 Same as IM-attract 

82.  IMCONNECT Importance of connectivity 1 88 Same as IM-attract 

83.  IMACCESS Importance of accessibility 1 88 Same as IM-attract 

84.  IMFACI Importance of port facility 1 88 Same as IM-attract 

85.  IMPORTCHA Importance of port characteristic 1 88 Same as IM-attract 

86.  IMCLICON Importance of climate and sea condition 1 88 Same as IM-attract 

87.  IMPORTMAN Importance of port management 1 88 Same as IM-attract 

88.  IMPORTINFRA Importance of port infrastructure 1 88 Same as IM-attract 

89.  IMIMMI Importance of immigration formality and custom regulation 1 88 Same as IM-attract 

90.  IMPOLITIC Importance of political stability 1 88 Same as IM-attract 

91.  IMPOLICY Importance of national cruise policy 1 88 Same as IM-attract 

92.  IMCOLLA Importance of collaboration of stakeholder 1 88 Same as IM-attract 

93.  IMSOCIAL Importance of social acceptance  1 88 Same as IM-attract 

94.  EFATTRHKT Efficiency of tourism attraction of Phuket port of call 1 88 1. Extremely inefficient  

2. Inefficient 
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No Variable Name Variable Label Variable 

Length 

Missing 

Value 

Value Label 

3. Somewhat inefficient 

4. Somewhat efficient 

5. Efficient 

6. Extremely efficient 

95.  EFACTHKT Efficiency of tourism activity of Phuket port of call 1 88 Same as EF-attract-HKT 

96.  EFAMEHKT Efficiency of tourism amenity of Phuket port of call 1 88 Same as EF-attract-HKT 

97.  EFSERVEHKT Efficiency of service provider of Phuket port of call 1 88 Same as EF-attract-HKT 

98.  EFSHOREXHKT Efficiency of shore excursion management of Phuket port of call 1 88 Same as EF-attract-HKT 

99.  EFVALUEHKT Efficiency of value for money of Phuket port of call 1 88 Same as EF-attract-HKT 

100.  EFSAFEHKT Efficiency of safety & security on shore of Phuket port of call 1 88 Same as EF-attract-HKT 

101.  EFHEALTHHKT Efficiency of health & sanitation of Phuket port of call 1 88 Same as EF-attract-HKT 

102.  EFCLEANHKT Efficiency of cleanliness of Phuket port of call 1 88 Same as EF-attract-HKT 

103.  EFEMERHKT Efficiency of emergency plan of Phuket port of call 1 88 Same as EF-attract-HKT 

104.  EFCONNECTHKT Efficiency of connectivity of Phuket port of call 1 88 Same as EF-attract-HKT 

105.  EFACCESSHKT Efficiency of accessibility of Phuket port of call 1 88 Same as EF-attract-HKT 

106.  EFFACHKT Efficiency of port facility of Phuket port of call 1 88 Same as EF-attract-HKT 

107.  EFPORTCHAHKT Efficiency of port characteristic of Phuket port of call 1 88 Same as EF-attract-HKT 

108.  EFCLICONHKT Efficiency of climate and sea condition of Phuket port of call 1 88 Same as EF-attract-HKT 

109.  EFPORTMANAGEHKT Efficiency of port management of Phuket port of call 1 88 Same as EF-attract-HKT 

110.  EFPORTINFRAHKT Efficiency of port infrastructure of Phuket port of call 1 88 Same as EF-attract-HKT 

111.  EFIMMIHKT Efficiency of immigration formality and custom regulation of 

Phuket port of call 

1 88 Same as EF-attract-HKT 

112.  EFPOLITICHKT Efficiency of political stability of Phuket port of call 1 88 Same as EF-attract-HKT 

113.  EFPOLICYHKT Efficiency of national cruise policy of Phuket port of call 1 88 Same as EF-attract-HKT 

114.  EFCOLLAHKT Efficiency of collaboration of stakeholder of Phuket port of call 1 88 Same as EF-attract-HKT 

115.  EFSOCIALHKT Efficiency of social acceptance of Phuket port of call 1 88 Same as EF-attract-HKT 

116.  Overall POCHKT Overall efficiency of Phuket port of call 1 88 Same as EF-attract-HKT 

117.  RevisitHKT Possibility to revisit with cruise if Phuket is POC 1 88 1. Never revisit 

2. Not revisit 

3. Might not revisit  

4. Might revisit 

5. Revisit 
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No Variable Name Variable Label Variable 

Length 

Missing 

Value 

Value Label 

6. Absolutely revisit 

118.  Gender Gender 1 88 1. Male 

2. Female 

119.  Age Age 3 88 As given number 

120.  Country Country of residence 1 88 As said in Q 

121.  Region Region of residence 1 88 1. Africa 

2. America  

3. Asia 

4. Australia & New 

Zealand 

5. Europe 

122.  Religion Religion 1 88 1. Brahmanism/Hinduism 

2. Buddhism 

3. Christianity 

4. Islam 

5. Sikh 

6. Taoism 

7. Irreligion 

8. Others 

123.  ReligionOther Other religion 1 88 As said in Q 

124.  Edu Education 1 88 1. Below bachelor degree 

2. Bachelor degree 

3. Above bachelor degree 

4. Others 

125.  EduOther Other Education 1 88 As said in Q 

126.  Occu Occupation 1 88 1. Civil servant 

2. Business owner 

3. Private business 

employee 

4. Housewife 

5. Student 

6. Temporary worker / 

freelance 
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No Variable Name Variable Label Variable 

Length 

Missing 

Value 

Value Label 

7. Retired 

8. Unemployed 

9. Others 

127.  OccuOther Other occupation 1 88 As said in Q 

128.  Martial Marital status 1 88 1. Single 

2. Married 

3. Widow/Divorce 

129.  Income Average monthly income 7 88 As given number 

130.  Suggest1 Suggestion on Phuket port of call management 1 88 As said in Q 

131.  Suggest2 Suggestion on Phuket port of call management 1 88 As said in Q 

132.  Suggest3 Suggestion on Phuket port of call management 1 88 As said in Q 

133.  Suggest4 Suggestion on Phuket port of call management 1 88 As said in Q 
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Process of Data Collections  

   
1. Interviews  2. Interview 3. Interview 

   
4. Interview 5. Interview 6. Interview 

   
7. Interview 8. Interview 9. Interview 
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Process of Data Collection  

  
 

 

10. Interview  11. Focus Group 12. Interview 

   
13. Interview 14. Interview 15. Interview 

   
16. Interview 17. Interview 18. Interview 
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19. Interview 20. Interview 21. Interview 

   
22. Interview 23. Interview 24. Interview 

   
25. Interview 26. Interview 27. Interview 
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28. Interview 29. Interview 30. Interview 

   
31. Interview 32. Interview 33. Interview 

   
34. Interviews  35. Questionnaire 36. Questionnaire 
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