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Customers’ Satisfaction Toward the Services of The International Hotel Chiangmai

Explanation

This questionnaire is surveying clients’ satisfaction toward the services of The International
Hotel, Chiangmai. It is part of a project within the Master’s Degree in Business Administration
curriculum, Business Administration faculty, Chiangmai University. In addition, the researcher
would like to propose this study to The International Hotel, Chiangmai 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.
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Section 1 Your general information

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

1. Sex
( ) 1.Male () 2.Female
2. Age
() 1. younger than 20 years old (' )2.20-30 years old
() 3.31-40 years old ( )4.41-50 years old
( )5.51-60 years old () 6. older than 60 years old

3. Occupation

() 1. Pupil / Student () 2. Official/ Officer of state
enterprise

() 3.Own business () 4. Employee of private sector

() 5. Agriculturist () 6. Others please specify............

4. Monthly income

() 1.not over 10,000 Baht ( )2.10,001 —20,000 Baht
(' )3.20,001 —30,000 Baht () 4.30,001 — 40,000 Baht
() 5.40,001 — 50,000 Baht () 6. More than 50,000 Baht
5. What is your dOmicCile COUNLIY? tuviuuiiriarienieniserenrsnssessnssnssnsonssnssnsssssnssnssnssnssnssnses

6. What is your purpose for traveling to Chiang Mai province? (your 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.........

7. Number of persons who accompany you
() 1. Alone () 2. The group of 2-8 persons
() 3. The group of 9-15 persons () 4. More than 15 persons

Please specify...............



10.

11.
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What is the price for your accommodation?

(
(
(

) 1. Less than 300 Baht ( )2.301-500 Baht
) 3.501 — 1,000 Baht ( )4.1,001 - 1,600 Baht

) 5. Others... Please specify..............ccoeivene

How long is duration for you stay in each time?

(
(

) 1. 1 — 2 nights ( )2.3-35nights

) 3. 6 — 8 nights () 4. Others... please specify..........

Did you make reservation in advance?

(

) 1. Yes, I did. () 2.No reservation

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..............oooeviiiinnin

12. 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
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Customer’s Satisfaction Toward the Services of The International Hotel

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

service and after you received the service.

Point 5 = The Most 4 =Much 3 = Medium 2 = Little

1 = The Least

The element of the quality of service

Level of expectation

(before receiving the service )

Level of satisfaction

(After receiving the service)

5

4

3

2

1

5

4 3 2

1

1. Access: facilitation for customer service

1.1 There are different ways to make room

reservation such as reserve at arrival, internet, etc...

1.2 Convenient location

1.3 Parking area is large, convenient and safe.

1.4 The environment and decoration of hotel made

you feel comfortable.

1.5 A restaurant is available to serve customers.

1.6 Customers don’t wait so long for check in —

check out.

1.7 Shuttle bus service

1.8 There are staff to taking care your baggage while

check in and check out.

1.9 Others... Please specify.........cccoeeeieiiinn.

2. Good communication: provide accurate explanation by using the proper and clear language

2.1 Receptionists use the polite and pleasant words.

2.2 Receptionists have a good manner and give the

understandable information to customers.

2.3 Explanation of all equipment in the

accommodation room is available.

2.4 Receptionists listen the comment and

recommendations of customers.
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Level of expectation Level of satisfaction

The element of the quality of service (before receiving the service ) (After receiving the service)

5 4 3 2 1 5 4 3 2 1

2. Good communication: provide accurate explanation by using the proper and clear language

2.5 Waiter and waitress use the polite words and

easy to understand.

2.6 Waiter and waitress can recommend menu of

dishes to customers.

2.7 Cashier uses the polite words and gives clear

information to understand easily.

2.8 Brochure and other documents of the hotel are
attractive, accurate information and easy to

understand.

2.9 Others... Please specify........ccocviiiiiiiinn.

3. Competence; Hotel officers have potentiality and practical knowledge to perform their duty.

3.1 Receptionists are skillful to work efficiently.

3.2 Receptionists can solve sudden problem well and

also can clarify the questions regarding the service.

3.3 Maids clean up the room neatly.

3.4 Waiter and waitress can solve the sudden

problem to satisfy customers.

3.5 Cashier has knowledge and ability to provide the

payment service accurately.

3.6 Cashier is skillful to use the machine accurately

and effectively.

3.7 Others... Please specify...........ccceeeente.

4. Courtesy: Hotel officers have good human relation, friendly and discretion to perform their duty.

4.1 Staff welcome customers with smiling, friendly

and kind performance.

4.2 Receptionists are eager and pay attention to

serve their customers.
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The element of the quality of service

(before receiving the service )

Level of expectation

Level of satisfaction

(After receiving the service)

5

4

3

2

1 5 4 3

2

1

4. Courtesy: Hotel officers have good human relation, friendly and discretion to perform their duty.

4.3 Maids have good human relation and smiling

manners.

4.4 Waiter and waitress are pleased and eager to

provide service to customers.

4.5 Waiter and waitress are patient to handle with

fussy customers.

4.6 Security staff facilitate customers for parking

4.7 Others... Please specify...........cocooiviiiininnn.

5. Credibility: Organization and staff have ability to build up the confidence and reliability for customers

by providing the best service.

5.1 Staff have good personality with neatly dressing

that suitable for their duty.

5.2 Staff are honest, patient, responsible and always

ready to serve customers.

5.3 Waiter and waitress provide the service as for

the same standard.

5.4 The payment system is reliable.

5.5 Cashier has practical knowledge to perform their

duty.

5.6 All equipments in the accommodation room are
modernized and standard such as air condition,

television, telephone, etc.

5.7 Others...Please specify.........c.cooeveiiiiin...

6. Reliability: The service must be consistent and accurate.

6.1 You can rely on the customer service regarding

cleanness of the hotel.

6.2 Staff provide the correct information and made

the customers feel safe when they use the service
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The element of the quality of service

Level of expectation

(before receiving the service )

Level of satisfaction

(After receiving the service)

5

4

3

2

1

5

4

3

2

1

6. Reliability: The service must be consistent and accurate.

6.3 The behavior of maids raise up the confidence of

customers.

6.4 Cashiers charge the bill very accurately.

6.5 Cashiers are honest and reliable.

6.6 The financial evidences are available for

customers such as receipt.

6.7 Others...Please specify.........c..coooeveinienan...

7. Responsiveness: ready to serve and solve the problem for customers immediately.

7.1 Staff are interested in the problem and giving the

suggestion to customers directly.

7.2 Staff are pleased to help and solve the problem

for customers immediately.

7.3 Customers can choose the way of payment by

cash or credit card according to their desire.

7.4 There are enough waiter and waitress to provide

quickly service to customers.

7.5 Waiter and waitress are eager and pay attention

to examine and solve the mistake rapidly.

7.6 When customers got the problem of hotel
service, they can contact supervisor to ask for

information rapidly.

7.7 Others... Please specify.............ccooveiiiininnn.

8. Security: The service must be safe, without any risk or

probl

ems.

8.1 The hotel is safe and stable.

8.2 Location of hotel is located in the pleasured

environment and safe.

8.3 Security staff are on duty for 24 hours in the area

of accommodation and parking lot.
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The element of the quality of service

Level of expectation

(before receiving the service )

Level of satisfaction

(After receiving the service)

5

4

3

2

1

4 3 2

8. Security: The service must be safe, without any risk or

probl

ems.

8.4 Staff perform their duty honestly without any

request on special expense.

8.5 It is safe to keep your assets and belonging.

8.6 All appliances and equipment are in the standard

of safe.

8.7 They system of security and fire alarm is

available according to the law.

8.8 Others...Please specify............ccoeeviiiiininn.n.

9. Tangible: the service can made the customers assume the quality of service.

9.1 The accommodation service is good quality ,

comfortable, clean as the information you received

9.2 the decoration of hotel and different outlets are

comfortable.

9.3 The interior design of accommodation room is

beautiful.

9.4 There are fully facilities in an accommodation
room such as air condition, water-warmer machine,

telephone, television, cable T.V., etc.

9.5 There are enough appliance and stuff in an
accommodation room such as towel, soap, bathing

cap, drinking water, etc.

9.6 Waiter and waitress dress up cleanly and

properly.

9.7 Other...Please specify...........c.cocooeieiiiiin
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Level of expectation Level of satisfaction

The element of the quality of service (before receiving the service ) (After receiving the service)

5 4 3 2 1 5 4 3 2 1

10 Understanding / Knowing Customer: realize on the need of customers and pay attention to provide the

service.

10.1 The hotel surveys the satisfaction of customers

in order to improve the service.

10.2 There are different ways of payment to provide

alternative choices for customers.

10.3 The hotel is ready to accept enquiries and

complaints from customers.

10.4 Different outlets are available to serve
customers namely conference room, catering room,

swimming pool, and souvenir shop.

10.5 Hotel staff are on duty for 24 hours.

10.6 Hotel staff do not have a talk or answer private
call during they are on duty due to it waste the time

for working.

10.7 The cost for various facilities is reasonable
price such as laundry, internet charge, telephone

cost.

10.8 Others. Please specify.........coceoiiiiiininnn...
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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. Did you face any problems regarding our hotel service? (You can check more than 1 answer.)
() 1.1 Not comfortable

() 1.2 The location of hotel is difficult to reach and not convenient for travel.

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

() 1.4 Hotel staff use the impolite words and difficult to understand.

() 1.5 Hotel staff lack of practical knowledge and understanding to perform their duty.
() 1.6 Hotel staff are not eager and lack of attention to provide the service.

() 1.7 Hotel staff lack of eagerness to assist customers to solve the problem.

() 1.8 Hotel staff have a chat or take a private call curing they are on duty which waste the
time to serve customers.

() 1.9 The equipments and facilities are out of date and inefficient to satisfy customers.

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

() L.11 Others... (P1ease SPECITY)......o.iuirr e

2. Other suggestions

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

up this questionnaire.
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