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Abstract  

 A study was aimed at analyzing Phuket’s port of call management by 

investigating the gaps between importance levels of port of call management 

and efficiency levels of Phuket’s port of call management from the cruise 

passenger perspectives. Quantitative research methodology was employed to 

collect data from 562 cruise passengers who cruised to Phuket by all four ship 

sizes during November-December, 2013. According 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 as well as “collaboration of stakeholders” in 

ascending order. Most importantly, a comparison between importance and 



 

11 2   – 2558 

166 

efficiency levels revealed that the widest gaps were 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. As a result from the study, 

port infrastructure, port facility and political stability are urgently required for 

Phuket’s port of call development.   
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Introduction 

 Cruise tourism is a unique mode of transport which combines 

multi-functional and 

leisure facility, infrastructure and 

Dowling, 2006; European Commission, 2009; Ogawa et al., 2009; Willis, 2012; 

Kizielewicz, 2012; UNWTO, 2012) defined cruise tourism as a travel segment 

that provides pleasure and safety as priorities as well as onboard facilities and 

any scheduled ports of call.  

 Port for cruise tourism is identified into three categories which are; 1) 

home port, 2) port of call and 3) hybrid port. Home port is the port where 

cruise passengers embark or disembark at the beginning or the end of the 

& Notteboom, 2013) while port of call is a part of the cruise itinerary 

pass
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Lekakou et al., 2009; European Commission, 2009; Wentworth, 2010; 

2005). It acts as an intermediate in-transit call and no cruise passenger 

2009; Demetriou, 2011).  

 Cruise tourism is claimed to be one of the most significant growing 

increase further to 25 million passengers in 2015.  

 The study is elaborated according to rapid growth in global cruise 

Phuket port. The size of the cruise ships tends to be bigger than the ports 

Bayley, 2009; & UNWTO, 2010) 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 needs, expectations and 

-Net, 2007) when travelling by cruise to visit port of call. 

Ports have become one of the vital factors affecting the purchase decisions of 

potential cruise passengers, so cruise lines concern with port management 

 et al., 2009) by using various criteria for port selection to ensure that 

& UNWTO, 2010).  

 Phuket port as a port of call has mainly served cruise tourism for 

Monpanthong, 2003), due to its reputation and 

attractiveness, leading cruise tourism to continuously grow there. Phuket 
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has become the most visited port of call in Thailand and one of the 

highlighted Therdchai 

Choibamroong, 2013). Under the growth of the global cruise tourism, 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.  

 

literature reviews which are; 1) tourism products & service, 2) safety 

performance, 3) port conditions and 4) political condition, tourism policy and 

attraction, tourism activity, tourism amenity, service provider, shore excursion 

management, and value for money) while safety performance factor is 

cleanliness, and emergency plan). In addition, port conditions factor 

characteristic, climate & sea conditions, port management, and port 

infrastructure) and political condition, tourism policy and regulatory factor 

stability, national cruise policy, collaboration of stakeholders, and social 

acceptance). These four factors with 22 variables were used to testify the 

important levels and efficiency levels of port of call management.  

 

Objectives  

 1. To evaluate the important levels of port of call management and 

efficiency of Phuket’s port of call management 
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 2. To analyze the gaps between important levels of port of call 

management and efficiency levels of Phuket’s port of call management  

Research Methodology 

 The questionnaire with 6-likert scales was used as a quantitative data 

collection tool, investigating how cruise passengers’ perceived factors, in 

terms of importance of port of call management and efficiency of Phuket’s port 

of call management in order to examine its gaps. The sample size was 562, 

using the quota sampling technique to divide the cruise passengers at all 

-150,000 Gross Registered Tonnage 

-90,000 GRT), midsize -60,000 GRT), and small 

-30,000 GRT) in order to avoid the bias. Then, a purposive sampling 

technique was selected to identify the populations who had experienced 

Phuket’s port from November – December 2013. After that, a convenient 

sampling technique was then employed to collect data from an appropriate 

number of subjects. 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. The reliability was tested with 30 respondents, resulting in 

an Alpha coefficient of 0.965. The data were finally analyzed by paired sample 

correlation tests.  

 

Findings and Discussion 

 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.  
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  Importance Levels of Port of Call Management in Cruise Passenger 

Perspectives  

 When analyzing the importance levels of port of call management 

=5.74) while health & sanitation, and cleanliness are the second and the 

=5.57, =5.49), respectively. The findings illustrate that safety 

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 

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 both onboard and onshore as 

per the international standard required from international maritime organization 

at sea, a port of call should highlight this aspect. Undoubtedly, safety & 

security, health & sanitation and cleanliness are the main criteria when 

2006; Gibson, 2006; Bayley 2009; PATA, 2011; Busby & O’Neill, 2013). 

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 
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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 Tour

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 

Gateway North Sea, 2012). 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.   

 

T  The Gaps between Importance and Efficiency Levels of Variables  

 

Variable 
Importance Levels Efficiency Levels 

-  
Mean SD Mean SD 

Port infrastructure 5.38 0.782 3.41 1.111 -1.97 

Port facility 5.42 0.758 3.50 1.119 -1.92 

Political stability 5.45 0.677 3.77 1.123 -1.68 

Connectivity 5.33 0.705 4.43 0.871 -0.90 

National cruise policy 5.11 0.765 4.27 0.923 -0.84 

Cleanliness 5.49 0.641 4.66 0.924 -0.83 

Port management 5.27 0.711 4.46 0.909 -0.81 

Emergency plan 5.38 0.761 4.58 0.886 -0.80 

Health & sanitation 5.57 0.6 4.82 0.864 -0.75 
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Variable 
Importance Levels Efficiency Levels 

-  
Mean SD Mean SD 

Tourism amenity 5.14 0.727 4.46 0.825 -0.68 

Safety & security onshore 5.74 0.514 5.06 0.821 -0.68 

Collaboration of stakeholders 4.94 0.812 4.30 0.85 -0.64 

Social acceptance 5.02 0.778 4.42 0.916 -0.60 

Accessibility 5.23 0.697 4.67 0.927 -0.56 

Port characteristic 5.04 0.723 4.71 0.969 -0.33 

Shore excursion management 5.16 0.727 4.85 0.79 -0.31 

Tourism attraction 5.42 0.789 5.13 0.789 -0.29 

Service provider  5.39 0.706 5.14 0.785 -0.25 

Value for money  5.37 0.749 5.12 0.789 -0.25 

Tourism activity  5.31 0.742 5.07 0.78 -0.24 

Climate & sea conditions 5.32 0.767 5.12 0.816 -0.20 

Immigration formality &  

custom regulation 

5.45 0.685 5.34 0.812 -0.11 

 

 In contrast, collaboration of stakeholders, social acceptance, port 

characteristics, national policy, tourism amenities, and shore excursion 

management are deemed as less important 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.  
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 2. Efficiency Levels of Phuket’s Port of Call Management in Cruise 

Passenger Perspectives  

 

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 revealed immigration formalities and custom regulations at the 

=5.34). The service provider is ranked as the second most 

=5.14) of Phuket’s port of call management. This is 

consistent with the significant results from literatur

2005; Tourism Queensland, 2006; Magala & Sammon, 2008), confirming that 

service and hospitality are important elements for port management. In the 

=5.13). 

Offering good tourism attractions is one of the significant factors making 

Phuket an international tourist destination as indicated by Apinya Titanont, & 

be diverse, attractive and satisf

addition, the quality of the attractions is another important requirement as 

=5.12) as the tourists are really concerned 

value for money is an overall assessment of the utility perceived by consumers 

or tourists. Value for money is identified by the value of tourism products and 

the gaps between the expectations and perceived value of a port visit. 

Moreover, the efficiency levels of climate & sea conditions, tourism activity, 

safety & security onshore, shore excursion management and health & 
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sanitation and port characteristic were the remaining top ten factors in 

descending order, as evident by the mean scores.  

 In contrary, three variables which are port infrastructure, port facility 

and political stability respectively present critically lower than other variables. 

The results reflected the weaknesses of port conditions at Phuket port since 

the large and mega cruise ships require state-of-art port infrastructure and 

 

 

  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 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 gaps. After all, the gaps are used for data analysis to 

highlight what Phuket should prioritize for port of call development. 

 Efficiency levels and importance levels can be compared by 

identifying their gaps. Apparently, the importance levels are judged from 

perception or expectation of the cruise passengers toward port of call 

management. Meanwhile, the efficiency levels can be referred to cruise 

passengers’ experiences toward the performance of Phuket’s port of call 

management during their visit at port. Table 1 illustrates that the ranks for 

importance and efficiency are different. Cruise passengers put great 

importance on variables affecting 
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health & sanitation, cleanliness, immigration formality and custom regulation, 

political stability). This shows that safety is the highest concern, in accordance 

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 smaller 

gaps can be seen as performing better than those with wider gaps.  

 

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 

-0.96) of comparison while the gaps of “political 

conditions, tourism policies and regulations”, “safety performance” and 

-0.78, -0.76 

and -0.33). 
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 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 

-.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.  
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Figure 2 The Gaps of Importance and Efficiency Levels of Variables under 

Tourism Products & Service  

 

 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 priority of development plan is gap 

analysis.  

 Turning now to “safety performance”, there are four variables as 

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.   
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Safety is the highest concern for cruise passengers and cruise lines when 

Heng, 2005; Port-Net, 2007; European Commission, 2009; Bateman, 2010; 

Tarlow et al., 2012; Gibson, 2012; Busby & O’Neill, 2013). The results of this 

study demonstrate that safety and security are the most important factors. If 

focusing on all 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 wide gaps for each variable; 

cleanliness shows the widest gaps, followed by emergency plan, health & 

sanitation, and safety & security onshore, respectively. No matter whether the 

gaps are low or high, safety performance should receive intense scrutiny. 

 

 
 

The Gaps of Importance and Efficiency Levels of Variables under 

Safety Performance 
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 Port conditions bring up the most serious concerns when analyzing 

gaps between each variable, because most of variables show substantial 

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 gaps. 

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 The Gaps of Importance and Efficiency Levels of Variables under Port 

Conditions 

 

 Among all factors, “political conditions, tourism policies and 

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 
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level while the rest are at the important level. Surprisingly, the gaps for 

-.11) whereas 

“political stability” has t -1.68). In addition, “national cruise 

policy”, “collaboration of stakeholders” and “social acceptance” show wide 

-.84, -.64 and -.60) which are significant for port development.  

 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.    

 

 
 

 The Gaps of Importance and Efficiency Levels of Variables under 

Political Condition, Tourism Policy and Regulatory 

 

Conclusion 

 The core concepts from the findings in developing cruise tourism 

should provide infrastructure, facilities and amenities for the comfort, 
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convenience and safety of the cruise passe

development should be compatible with the character, aesthetics, and 

limitations of natural and cultural resources but maximize usage and for all 

ship sizes. However, 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. In order to develop cruise tourism 

successfully, social acceptance is a key success factor. The policy makers 

should consider the equitable distribution of 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.  

 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 
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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. 

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.  

 

Recommendation 

 Apparently, the study accomplished can hold significance and 

contribute to the cruise industry in Phuket, Thailand. In addition, the findings 

would encourage a higher degree of enthusiasm from all stakeholders relevant 
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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: 

 1. 

study of homeport should be examined in Phuket in order to develop Phuket 

as a homeport.  

 2. 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.  

 3. This study is a holistic view of port of call management. Therefore, 

focus on each factor in particular. 
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