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Guidelines of Preparing the Research Proposal

KA Nng rof I aln & o yeded

Name of applicant

1. Keywords (usfomer expevieness , online revied senfiment

2. Research track (Please tick only one answer)
| Hospitality
3 Tourism
4 Hospitality and Tourism Business
O others, please specify

3. Research Cluster
Please tick where appropriate.
H High Income Tourism
L] Health Tourism
[] Gastronomy Tourism
B’ Hotel Operations and Management
] Tourist Behaviour
Cultural Tourism
Sustainable Tourism
Community Based Tourism
MICE and Event Management
Aviation Management
Digital Tourism/ Technology Operations in Hospitality and Tourism

Service/Business Innovation and Entrepreneurship

N Ny O oy

Other topics that are approved by Heads of Departments



4. References

Refev o Rescarch Proposal aftached,
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A. Personal Details of Applicant

Research Proposal Template
— Higher Degrees by Research Programme

Admission

TU-CHDR-104.0

Name

Kanapot Kalnaovakul

Contact

& +66 95 2541416

X kanapot.k@phuket.psu.ac.th

B. Research Proposal

(i) Proposed Research Title

Dimensions of Hospitality Service Experience: An analysis of online reviews

techniques.

(i) Proposed Field of Study

Online reviews, TripAdvisor, Hospitality and Tourism business service development, Machine learning

HRD_ResearchProposal

Page 1|3




(iii) In 300 words, describe your research interest by including a brief background of literature (where
appropriate) and any problem statement or research question(s).

Hospitality and tourism online reviews have become increasingly significant to tourists and customers
decision due to the unique service characteristics and consumption risk (Promsivapallop & Kannaovakun,
2017). For this reason, scholar interest in online reviews in hospitality sectors has substantially increased
over the past decade. However, existing hospitality online review studies tend to analyse factors
determining customer satisfaction and choose to focus only on one of the hospitality sectors. For
example, Khorsand, Rafiee and Kayvanfar (2020) and Padma and Ahn (2020) offer online review analysis
using machine learning in the hotel sector, while a similar study by Huifeng, Ha, and Lee (2020) was
conducted in the restaurant sector.

Current literature on online review within the hospitality industry appears to lack comprehensive analysis
of the complexity of hospitality customer experience dimensions across different sectors of hospitality
businesses. This is not the case for tourist destinations and attractions as insights into tourist experience
dimensions of tourist attractions have been offered by the study of Taecharungroj and Mathayomchan
(2019). A comprehensive analysis of online reviews using machine learning on TripAdvisor on key tourist
attractions in Phuket provides a body of knowledge into dimensions of tourist experience at the
destination levels. However, in-depth knowledge in customer experience dimensions in hospitality service
sectors is lacking in the literature and requires further research. This study will attempt to fulfill this
research gap. Understanding dimensions of hospitality service experience across different business
sectors of the hospitality industry permit generalizability of body of knowledge and provides hospitality
managers with in-depth knowledge into different aspects including positive and negative of customer
expectations and experiences.

This study is planned to use the TripAdvisor platform for analysis since it is the most popular hospitality
online review platform. Phuket, a world's top ten tourist destination which comprises substantial amount
of hospitality businesses will be selected for the study. Businesses in three key sectors of the hospitality
industry including hotels, restaurants, and spas will be chosen as the business sectors in the study.

This study aims to fulfill the following objectives:

1. Identify customer experience dimensions underlying each business type (hotel, restaurant,
spa&wellness), and extract the terms or words of each dimension that frequently mentioned.

2. Use online reviews (from the TripAdvisor website) of each business type in Phuket for sentiment /
textual analysis, and to determine the valence of reviews

3. Use the machine learning techniques to analyze big data (clustering-unsupervised method, and
classification using Naive Bayes modeling-supervised method).

HRD_ResearchProposal Page 2|3




(iv) References or Bibliography — All literature used must be cited and properly referenced

Huifeng, P., Ha, H. Y., & Lee, J. W. (2020). Perceived risks and restaurant visit intentions in China: Do online
customer reviews matter?. journal of Hospitality and Tourism Management, 43, 179-189.

Khorsand, R., Rafiee, M., & Kayvanfar, V. (2020). Insights into TripAdvisor's online reviews: The case of
Tehran's hotels. Tourism Management Perspectives, 34, 100673,
https://doi.org/10.1016/j.tmp.2020.100673

Padma, P., & Ahn, J. (2020). Guest satisfaction & dissatisfaction in luxury hotels: An application of big
data. /nternational Journal of Hospitality Management, 84, 102318. :

Promsivapallop, P., & Kannaovakun, P. {2017). A comparative assessment of destination image, travel risk
perceptions and travel intention by young travellers across three ASEAN countries: a study of German
students. Asia Pacific fournal of Tourism Research, 2X6), 634-650.

Taecharungroj, V. and Mathayomchan, B., 2019. Analysing TripAdvisor reviews of tourist attractions in
Phuket, Thailand. Tourism Management, 75, pp.550-568.

| declare that | have prepared this research proposal with the genuine interest of seeking admission
| into the Higher Degrees by Research programmes offered at Taylor’'s University. All references made
within this research proposal are properly cited with due recognition to its original writers/publishers.

| understand and acknowledge that Taylor's University reserves the right to reject my application if
it is proven that | have plagiarized my work.

Kanapot Kalnaovakul

Name:
MyKad/Passport No.:
OF 1208845

Date: 10 May 2021

HRD_ResearchProposal Page 3|3
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Notification: Acceptance of Offer at Taylor's for Doctor of Philosophy (Ph.D)
(Hospitality and Tourism)

Taylor's Admission <taylors.admission@taylors.edu.my>
To: "geetharaani.krishnapillai@taylors.edu.my" <geetharaani.krishnapillai@taylors.edu.my>,
"kanapot.k@phuket.psu.ac.th" <kanapot.k@phuket.psu.ac.th>

Cc: "future.proof@taylors.edu.my" <future.proof@taylors.edu.my>

Dear Kanapot Kalnaovakul ,

Thank you for accepting our offer into Doctor of Philosophy (Ph.D) (Hospitality and Tourism) for the
August/2021 Intake/Semester. Please note that you are governed by all term(s) and condition(s)
stated in your Offer Letter.

As a student at Taylor’s, your unique student ID is 0351394 . Please do quote your Student ID in all
correspondence with us and keep it for future reference.

Now, please proceed to Taylor’s Campus Central Portal at campuscentral.taylors.edu.my or download
the Taylor’s Mobile app to make full semester payment. This is vital to avoid disruption to available
student services. It is accessible after 24 hours of your acceptance.

To assimilate your transition into Taylor’s, here’s some useful guides:-

e Getting Connected

To learn about online tools and our communication platforms where you can access essential
information.
Taylor’s University Getting Connected

e OQOrientation

Download the Orientation Guide, 5 weeks prior to your commencement date. The guide
addresses any FAQs you may have pertaining to your e-Orientation.
Taylor’s University Orientation Guide

Did you know your Orientation experience is carefully crafted by the Taylor’s Orientation
Committee? Learn more about our campus facilities and services, interact with peers, hear from
student leaders and join interest based societies to experience a vibrant campus life!

To prepare you for an exciting orientation experience, log into our award winning Taylor’s
Integrated Moodie e-Learning System (TIMeS). A module site titled “Countdown to Arrival
(Undergraduate e-Orientation)” / “Countdown to Arrival (Postgraduate)” has been created for you
to access information you need, before your arrival. You may login to TIMeS one week before your
orientation date.

Any other updates or communication about Orientation will be sent out to you via email.

Lastly, please be reminded to present your original copy of your official documents to Campus Central by
Week 4 of your intake, if you have not done so.

Contact us:

https://mail.google.com/mail/u/0?ik=3eac624d43&view=pt&search=all&permmsgid=msg-f%3A1707060130201859537 &simpl=msg-f%3A1707060...

Tue, Aug 3, 2021 at 3:30 PM
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8/16/2021 Prince of Songkia University, Phuket Campus Mail - Notification: Acceptance of Offer at Taylor's for Doctor of Philosophy (Ph.D) (Ho...

As always, should you need further assistance in anyway, please feel free to reach out to your Counsellor
or contact Campus Central at campuscentral.taylors.edu.my or WhatsApp them at 011-5699 3387.

Once again, we are delighted that you have chosen Taylor’s for your higher education. We wish you
success in your studies and every enjoyment during your time with us.

Thank you.

See you soon,
Taylor's

** This is an automatically generated email. Please do not reply to this email as we are not able to respond to messages
sent to this email address. **

https://mail.google.com/mail/u/0?ik=3eac624d43&view=pt&search=all&permmsgid=msg-f%3A1707060130201859537 &simpl=msg-f%3A1707060... 2/2
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’S&'h‘_ e ‘ ansdaand ananna <kanapot.k@phuket.psu.ac.th>
)
NOTIFICATION OF FINANCIAL AID APPLICATION OUTCOME (PHD Hospitality and
Tourism) - KANAPOT KALNAOVAKUL

Viknesvaran Alagan <Viknesvaran.Alagan@taylors.edu.my> Fri, Aug 13, 2021 at 2:28 PM
To: "kanapot.k@phuket.psu.ac.th" <kanapot.k@phuket.psu.ac.th>

Cc: Premni Subramaniam <Premni.Subramaniam@taylors.edu.my>, Geetha Raani Krishnapillai
<GeethaRaani.Krishnapillai@taylors.edu.my>

Dear KANAPOT KALNAOVAKUL,

Greetings from Taylor’'s University!
We are pleased to inform you that your application Taylor's Research Excellence Scholarships (Scheme D) has

been successful. The University has decided to offer you the Taylor’s Research Excellence Scholarships (Scheme
D) for a duration of three (3) years from the date of your new semester commencement which is 16 August 2021.

The entitlement of the scholarship offered are as below:

a) 50% tuition fee waiver for a maximum of 36 months (Full-time study)

Kindly indicate your acceptance to the offer of the above-mentioned scholarship by replying to this email within 5 days
from the date of this email. If you wish to defer your intake date, the scholarship awarded will lapse.

Please do not hesitate to contact us for any queries regarding the Scholarship offered. Your education counsellor will
contact you regarding the admission related matters soon.

Thank you.

Best Regards,

Viknesvaran Alagan (Vickey)

Centre for Higher Degrees by Research

=) TAYLOR'S
“ UNIVERSITY

m«u- aragiaty - Ludallasda

Taylor's University Lakeside Campus
Block C, Level 6, No. 1, Jalan Taylor's, 47500 Subang Jaya, Selangor Darul Ehsan.
Direct Line: 03-5629 5000 ext 5332 | Fax: 03-5629 5333 | Email: Viknesvaran.Alagan@taylors.edu.my

https://mail.google.com/mail/u/0?ik=3eac624d438&view=pt&search=all&permmsgid=msg-f%3A1707962245808700299&simpl=msg-{%3A1707962... 1/2
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Top Private University in
Malaysia & Southeast Asia

B = WORLD

g |
‘ 5 UNIVERSITY &
5

" RANKINGS

This message (including any attachments) is intended only for the use of the individual or entity to which it is addressed and may contain information that is
non-public, proprietary, privileged, confidential, and exempt from disclosure under applicable law or may constitute as attorney work product. If you are not
the intended recipient, you are hereby notified that any use, dissemination, distribution, or copying of this communication is strictly prohibited. If you have

received this communication in error, notify us immediately by telephone and (i) destroy this message if a facsimile or (i} delete this message immediately if
this is an electronic communication.

https://mail.google.com/mail/u/0?ik=3eac624d43&view=pt&search=all&permmsgid=msg-f%3A1707962245808700299&simpl=msg-{%3A1 707962...
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Required Budget for Studying the Doctor of Philosophy (Ph.D) Hospitality and Tourism
Taylor's Higher Degrees by Research, Taylor's University, Malaysia
Mr. Kanapot Kalnaovakul

Period: Year 2021-2023

Semester Expenses RM S A1ldey
= 8 THB)
Year 1
Semester 1 |Tuition fee 6,500 52,000.00 |AMassuLdaumsAnw ((A3un1suniiu 50%)
International Student Charge 3,000 24,000.00 |AnlEsneSwAnafunisiFou
International Student Enrolment Fee 2,800 22,400.00 ﬁﬁlﬁd’lﬂé’ﬂlﬁﬂaﬁun’lsﬁﬂu
International Student Annual Fee 2,300 18,400.00 |A1MidreduiaadunisSeu
Hospitalisation & Surgical Insurance 400 3,200.00 FrlfsnadulAnafunms Gy
EMGS Visa Application Fee 1,800 14,400.00 |mlfdredufienfunisdau
E-Val 159 1,272.00 | Arldsssufvafumaseu
International Security Deposit 3,000 24,000.00 |enligrnduianfunis 3
Data collection 20,000.00 |Alddeluntsrinonwide
Study materials 10.000.00 |Alieduieafuns B
Bank Fees 3,000.00 |Alfidnedu v
Sub-total 192,672.00
Semester 2 |Tuition fee 6,500 52,000.00 |AMaIsNENMsAnE (Asunseniiu 50%)
Thesis submission fee 2,000 16,000.00 |Anlidnedufeafunmadeu
Data collection 30,000.00 |Arldanelunsriteuide
Study materials 10,000.00 |A1lfisraduinafunis
Bank Fees 3,000.00 |Anlfidnedu A
Sub-total 111,000.00
Total (Year 1) 303,672.00




Required Budget for Studying the Doctor of Philosophy (Ph.D) Hospitality and Tourism

Taylor's Higher Degrees by Research, Taylor's University, Malaysia

Mr. Kanapot Kalnaovakul

Period: Year 2021-2023

Year 2
Semester 1 |Tuition fee 6,500 52,000.00 |Arassuifiunnsdinun ((#Sunsentiu 50%)
International Student Annual Fee 2,300 18,400.00 Fh'l‘ii”th_li‘fmﬁu’aﬁ'un']sﬁuu
Data collection 30,000.00 |Anldanalunsvineuidy
Data analysis software 20,000.00 |Arldanalunisviauide
Study materials 10,000.00 |Fl#daduiiaafunisiau
Bank Fees 3,000.00 |Anldidedu q
Sub-total 133,400.00
Semester 2 |Tuition fee 6,500 52,000.00 |Arassuflauns@inwn (85un1suniiu 50%)
Data collection 20,000.00 |Anldanalunsvineuide
Data analysis software 20,000.00 |Anldanelunisrierudde
Study materials 10,000.00 |AlidreduierfunisEuu
Bank Fees 3,000.00 |fl#dndEu q
Sub-total 105,000.00
Total (Year 2) 238,400.00




Required Budget for Studying the Doctor of Philosophy (Ph.D) Hospitality and Tourism

Taylor's Higher Degrees by Research, Taylor's University, Malaysia

Mr. Kanapot Kalnaovakul

Period: Year 2021-2023

Year 3
Semester 1 |Tuition fee 6,500 52,000.00 |Aassuinumsinen ((Hfunisaniiu 50%)
International Student Annual Fee 2,300 18,400.00 |ArlfdeSuieatunmsideu
Study materials 10,000.00 |A1lddedwAnafumageu
Bank Fees 3,000.00 |AnlHdnatEu q
Sub-total 83,400.00
Semester 2 |Tuition fee 6,500 5§2,000.00 |Anassudisnnisinen ((A3unsentiu 50%)
Thesis submission fee 7,500 60,000.00 |Alidnadudeafunaeu
Study materials 10,000.00 |[AlEiTraduAETUNTGEY
Bank fees 3,000.00 |Anldaehu
Graduation fee 10,000.00 |AMidreSuieadumaiiny
Sub-total 135,000.00
Total (Year 3) 218,400.00
Grand Total 760,472.00

Remark: Projected cost is estimate for each category and the total cost maybe shared.

saum i

(4 -
LANIUIY

Algana3a

aassufinunisdnm ((RSuUnsaALIu 50%)

Tuition fee

312,000.00

156,000.00

50% waived: Taylor's Research Excellence

Scholarships {Scheme D)

Arlfselunsrieuidn

Research data collection

100,000.00

100,000.00

Alfgeduiinafunissay

Annual fee, insurance, Visa application fee,
E-Val, International security deposit, Thesis
submission fee, Study materials, Data

analysis software

290,472.00

290,472.00

Aliigedu q

Bank fees

18,000.00

18,000.00

suAtlEenn

720,472.00

564,472.00




