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Foreign Customer’s Satisfaction towards Service Quality

on the Parasol Inn Hotel

Explanation
This questionnaire is surveying foreign customer’s satisfaction toward the services of the Parasol
Inn Hotel. It is part of a project within the Master’s Degree in Business Administration curriculum,
Business Administration faculty, Chiang Mai University. In addition, the researcher would like to propose
this study to the Parasol Inn Hotel, in order to develop its quality and service system.
This questionnaire will not have any effect on the persons that answer the questions, so please
answer the questions according to the knowledge and understanding you have from your true experience.

On this occasion, the researcher is extremely thankful to all of you for answering this questionnaire.

Section 1 Your general information

Please mark / in the bracket ( ) in front of the information you selected.

12. Sex
( ) 1. Male () 2.Female

13. Age
() 1. Younger than 25 years old ( )2.26—35yearsold
( )3.36—45years old ( )4.46 —55 years old

() 5. older than 55 years old

14. Occupation

() 1. Pupil / Student () 2. Official / Officer of state enterprise
() 3. Own business () 4. Employee of private sector
() 5. Agriculturist () 6. Others please specify............

15. Monthly income
() L. not over 1,000 US$ ( )2.1,001 —2,000 USS
(' )3.2,001 -3,000 US$ (' )4.3,001 —4,000 US$

( )5.4,001 -5,000 US$ () 6. More than 5,001 US$
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16. What is your domicile COUNIY? ......ooiiiiiiiii e
17. What is your propose for traveling to Chiang Mai province? (you are able to check more than 1
answer)

() 1. Vacation / holidays () 2. Business

() 3. Official work () 4. Research

() 5. Conference / meeting () 6. Others please specify.......................
18. Number of persons who accompany you

( ) 1. Alone () 2. The group of 2-5 persons

() 3. The group of 6-10 persons () 4. More than 10 persons
19. How long is duration for you stay in this time

() 1.1-2nights (' )2.3 -5 nights

() 3.6—8nights () 4. More than 8 nights
20. Did you make reservation in advance?

( ) 1.Yes, Idid. () 2. No reservation
21. How did you receive the hotel accommodation or get to know the hotel? (You can check more than 1
answer)

() 1. Recommendation of friends / relatives

() 2. Internet () 3. Leaflet / brochure

() 4. Magazine () 5. Guide book

() 6. Tourism authority of Thailand () 7. Travel Agency

() 8. Others Please SPeCify........cc.iviiiiiiiiiiiiiiie e
22. Who is the one who make decision to select the accommodation?

() 1. You own decision () 2. Person who accompanies you

() 3. Company / Office () 4. Travel Agency

() 5. Relative / friends in local area

() 6. Others please Specify.........coouiuiiiiiiiiiii e
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Section 2 Customer’s Satisfaction toward the Services of the Parasol Inn Hotel

Please mark / in the box, which identifies the level of service exception before

receiving the service (your expectations) and after received the service (your perceptions).

Strongly Disagree

Agree

Strongly

The element of the quality of

service

Level of Expectation

(Before receiving the service)

(After receiving the service)

Level of Perception

1

2

3

4

5

6

7

2

314 |5]]6 |7

N/A

1. The hotel has visually appealing

buildings and facilities.

2. The restaurant is available to

serve customers.

3. The hotel has modern-looking
equipment (air conditioner,
furniture, elevator, communication

devices, etc.)

4. The atmosphere and equipment
are comfortable and appropriate for
purpose of stay (beds, chairs,
rooms, etc. comfortable, clean, and

tranquil)

5. The equipment of the hotel works
properly without causing

breakdowns.

6. Materials associated with the
services are adequate and sufficient

(soap, shampoo, towel, etc.)

7. Food and beverages are available

to serve customers.

8. Food and beverages are clean and

safety.
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The element of the quality of service

Level of Expectation
(Before receiving the

service)

Level of Perception

(After receiving the service)

234|586

N/A

9. Employees of the hotel appear neat
and tidy (as uniforms and personal

grooming)

10. The hotel provides the services as

they were promised.

11. The hotel performs the services

right the first time.

12. Employees provide prompt service.

13. The hotel provides the service at

the time it promises to do so.

14. Employees are always willing to

serve customers.

15. Employees are always available

when needed.

16. The hotel keeps accurate records
(reservations, guest records, bills,

orders, etc.)

17. The hotel resolves guest
complaints and compensates for the

inconveniences guests suffer.

18. The hotel provides flexibility in

services according to guest demands.

19. The hotel serves consistent
services (providing the same services

and associated materials every time)

20. Employees have knowledge to
provide information and assistance to
guests in areas they would require
(shopping, museums, places of

interest, etc.)
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The element of the quality of service

Level of Expectation
(Before receiving the

service)

Level of Perception

(After receiving the service)

21314567

N/A

21. Employees always treat guests in a

friendly manner.

22. Employees of the hotel understand

the specific needs of guests.

23. The hotel is also convenient for
disabled guests (necessary

arrangements made for the disabled)

24. Employees give guests
individualized attention that makes

them feel special.

25. The hotel and its facilities have
operating hours convenient to all their

guests.

26. The hotel provides its guests a

safe and secure place.

27. Employees instill confidence in

guests.

28. Employees have in-depth
occupational knowledge (professional
skills, foreign language,

communication skills, etc.)

29. It is easy to access to the hotel
(transportation, loading and
unloading area, car parking area,

etc.)

30. Getting information about the
facilities and services of the hotel is
easy (reaching information via phone,

internet, etc., direction signs, etc.)
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Section 3 Problems and other suggestions for the service

Please mark / in the bracket ( ) in front of the information you selected.

1. The level of satisfaction toward the services of Parasol Inn Hotel

() 1. The Most ( )2.Much ( )3.Medium ( )4.Little ( )5.The Least

2. Did you face any problems regarding our hotel service? (You can check more than 1 answer)
) 2.1 I did not face any problem
) 2.2 Not comfortable
) 2.3 The location of hotel is difficult to reach and not convenient for travel.

) 2.4 Long awaiting for the process of check in and check out.

(
(
(
(
() 2.5 Hotel staff use the impolite words and difficult to understand.
() 2.6 Hotel staffs lack of practical knowledge and understanding to perform their duty.
() 2.7 Hotel staffs are not eager and lack of attention to provide the service.
() 2.8 Hotel staffs lack of eagerness to assist customers to solve the problem.
() 2.9 Hotel staff have a chat or take a private call during they are on duty which waste the
time to serve customers.
() 2.10 The equipments and facilities are out of date and inefficient to satisfy customers.

() 2.11 Appliance and stuff in an accommodation room are not enough to serve customers.

() 2.12 Others (P1ease SPECITY). .. .uiuiuieii et

3. Other suggestion

We would like to express our grateful thanks for you time and kind cooperation to fill up

this questionnaire.
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