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Abstract

The study aimed to determine the willingness to pay (WTP) and expectations in Online Travel Agent of customers in
Thailand and investigate factor, which may influence the WTP for this study. This research was quantitative research. The samples
used in this study were 400 Internet users to finding the accommodation through online. A tool used to collect data was
questionnaire and analyzed by using frequency, percentage, mean and standard deviation. Test hypothesis by using Chi-square.

The result revealed that the majority of participants were female who were between 21-40 years old. Most of them used
online agent to book for leisure travel and cost 1,000-2,000 THB per times with credit card spending. Customer sees the review
and promotions before making reservation through the online. The customer willingness to pay if website providing the extra
benefit of the user self-service such as Discount coupon is 93.5 %, Travel insurance is 90%. The reason to booking through the
online is comfortable and easy to access. The customer not willingness to pay through the website because of the price not worth
and concern to security data are 63.5 % and 43.5 %. Moreover the Marketing Mix affecting with expectations to Online Travel

agent under the statistic significant at the level of 0.05.

Keywords: Willingness to pay, Expectations, Online Travel Agent
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