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MANHIN U

uestionnaire

Subject: The Service Marketing Mix Factors Affecting European and American Selection of Condominium

Rentals in Business Area, Amphoe Mueang Chiang Mai

This questionnaire is a partial fulfillment of the requirements for the Degree of Master of Business
Administration, Chiang Mai University, Thailand. All of the data in this questionnaire is used solely for
educational purpose and will be kept confidential. Please take a few moments to complete this questionnaire
based on your experience. Your participation is very much appreciated.

Thank you very much for your kind co-operation.

Miss Karnchanatouch Suwan
Master degree’s student of Business Administration

Faculty of Business Administration, Chiang Mai University

This questionnaire is divided into 3 parts as follow:

Part 1: Personal Information

Part 2: Information regarding the service marketing mix factors affecting European and American
selection of condominium rentals in business area, Amphoe Mueang Chiang Mai

Part 3: Problems and suggestions of European and American regarding the service of condominium

rentals in business area, Amphoe Mueang Chiang Mai
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Part 1: Personal Information

Please read the following questions and mark with a sign " \/" in front of the best answer

1. Gender
( ) 1. Female ( )2.Male

2. Age
() 1. Below 21 years old ( )2.21-30years old
( )3.31-40years old () 4.41-50years old
() 5.51 years old and above (Please specify ............... )

3. Marital Status

( ) 1. Single () 2. Married () 3. Others (Please specify ............... )

4. Education Level (Highest)

() 1. Lower than high school (' ) 2. High school
() 3. High vocational certificate () 4. Bachelor Degree
() 5. Higher than bachelor degree (Please specify ............... )

5. Occupation

() 1. Student () 2. Government officer

() 3. State enterprise employee () 4. Private company employee
() 5. Business owner () 6. Homemaker

() 7. Others (Please specify ............... )

6. Average income per month

() 1. Lower than 25,000 Baht (' )2.25,000 - 50,000 Baht
() 3.50,001 — 75,000 Baht ( )4.75,001 — 100,000 Baht
( )5.100,001 — 125,000 Baht () 6. More than 125,000 Baht

7. Country of residence

() 1. The United States of America () 2. European Countries
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8. Your main purpose of coming to Chiang Mai

() 1. Travel (Period of time.......... days)

() 2. Business trip (Contract validity period .......... months)
( ) 3. Long-stay (Period of time .......... months)

( ) 4. Study (Period of time .......... months)

() 5. Others (Please Specify .........ccevvireriininineininnns )

9. Number of time you have come to Chiang Mai
( )1.1-3times ( )2. 4—6times

() 3. More than 6 times (Please specify ...... )

10. In which month do you come to stay in Chiang Mai? (You may answer more than one)

() 1. January () 2. February
() 3.March ()4 April
( )5. May ( )6. June
( )7. July () 8. August
( ) 9. September () 10. October
( ) 11. November () 12. December
11. Period of time per stay
( ) 1.1 month ( )2.2 -3 months
( )3.4—-5 months () 4. More than 6 months (Please specify ...... )

12. Would you come back to rent a condominium in Chiang Mai?
() 1LY ES. BeCAUSE. . .u vttt e e e .

() 2.N0. BECAUSE. ...t eeietee ettt

13. Rental price of your condominium
() 1. Lower than 5,000 Baht ( )2.5,001 -10,000 Baht
( )3.10,001 — 15,000 Baht ( )4.15,001 — 20,000 Baht

() 5. More than 20,000 Baht (Please specify ............. )
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14. Size of your condominium
() 1. Smaller than 50 square meters () 2. 51 — 100 square meters
() 3.101 - 150 square meters () 4. 151 —200 square meters

() 5. Larger than 201 square meters (Please specify ............. )

15. Location of your condominium
() 1. Chang Klan road () 2. Huay Kaew road

() 3. Nimmanhaemin road () 4. Others (Please specify ............. )

16. Person who makes decision on your condominium renting (You may answer more than one)
( ) 1. Yourself () 2. Your partner
() 3. Company () 4. Travel agency
() 5. Family member

() 6. Others (Please specify ............. )

17. How did you find out information about your condominium?
(You may answer more than one)

() 1. Recommended by agent

() 2. Internet (Please specify the website ........................ )
( ) 3. Brochure/ Flyer () 4. Magazine
() 5.Travel book () 6. Tourism Authority of Thailand

() 7. Travel agency () 8. Others (Please specify .............
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Part 2: Information regarding the service marketing mix factors affecting European and American

selection of condominium rentals in business area, Amphoe Mueang Chiang Mai

Please state the significance of each factor to your decision of selecting a condominium in business area,

Amphoe Mueang Chiang Mai

Marketing mix factors affecting European and Level of Significance
American selection of condominium rentals in Most Very Fair Less Least
business area, Amphoe Mueang Chiang Mai Much

2. Product or Service

1.1 Cleanliness of the room

1.2 Design and decoration of the room

1.3 Room’s Size

1.4 Room having sufficient lights and electricity

1.5 Room having sufficient furniture and equipments,

such as fridge, TV, closet, desk, chairs and trash can

1.6 Adequate size of bed

1.7 Room having sufficient and functioning sanitary

ware

1.8 Adequate size of bathroom

1.9 Comfortableness of bed

1.10 Bathroom having water heater

1.11 Functioning and quiet air-conditioner

1.12 WIFI internet access

—_

.13 Cable TV

1.14 TV, magazines and newspapers

J—

.15 Fitness

1.16 Swimming pool

—_

.17 Restaurant or mini-mart

—_

.18 Room cleaning service

—_

.19 Others (Please specify ................. )




113

Marketing mix factors affecting European and
American selection of condominium rentals in

business area, Amphoe Mueang Chiang Mai

Level of Significance

Most

Very

Much

Fair

Less

Least

2. Price

2.1 Rental price below 10,000 baht

2.2 Room cleaning service charge below 150 baht

2.3 Phone call charges at reasonable price

2.4 Monthly internet charge below 600 baht

2.5 Monthly cable TV charge below 500 baht

2.6 Common service fee lower than 700 baht

2.7 Acceptance of both cash and credit card payment

2.8 Others (Please specify ................. )

3. Place

3.1 Accessible location

3.2 Accessibility to local community

3.3 Accessibility to shopping area

3.4 Accessibility to tourist spots

3.5 Accessibility to entertainment area

3.6 Accessibility to bus/train station or airport

3.7 Sufficient parking spaces

3.8 Accessibility of communicating by telephone and

facsimile

3.9 Accessibility of communicating via website or e-mail

3.10 24 hours access

3.11 Having services of parking officer

3.12 Residential safety

3.13 Others (Please specify ................. )
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Marketing mix factors affecting European and
American selection of condominium rentals in

business area, Amphoe Mueang Chiang Mai

Level of Significance

Most

Very

Much

Fair

Less

Least

4. Promotion

4.1 Newspaper advertisement

4.2 Brochure/ printed ad/ street sign advertisement

4.3 Web advertisement

4.4 Rental discount for regular and return guests

4.5 No charge for late checkout

4.6 Ability of employees to give basic guidance to

facilities (i.e. internet and cable TV usage)

4.7 Free printed tourist guidance materials

4.8 Ability of employees to give information via

telephone call

4.9 Detailed website of the condominium

4.10 Others (Please specify ................. )

5. People

5.1 Sufficient service staffs

5.2 Knowledgeable service staffs

5.3 Ability of service staffs to serve international

customers

5.4 Responsiveness of service staffs to give services to

customers

5.5 Courtesy and friendliness of service staffs

5.6 Service staffs with appropriate and clean physical

appearance

5.7 Service staffs with good responsibility (i.e. delivering
promised request such as giving wakeup-call, arranging

transportation etc.)

5.8 Considerate and concerning staffs in terms of

customer services
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Marketing mix factors affecting European and

Level of Significance

American selection of condominium rentals in

business area, Amphoe Mueang Chiang Mai

Most

Very

Much

Fair

Less

Least

5.9 Politeness of staff’s verbal communication

5.10 Staffs giving services and treating each customer

equally

5.11 Presence of service staffs throughout 24 hours a

day

5.12 Cleaning staffs with good manners and properly-

uniformed

5.13 Security staffs with good manners and

responsiveness in giving services

5.14 Others (Please specify ................. )

6. Process

6.1 Promptness of room reservation process

6.2 Promptness of checkout process

6.3 Promptness of payment process

6.4 Accuracy of service methods (i.e. accuracy of utility

bill calculation)

6.5 Others (Please specify ................. )

7. Physical Evidence

7.1 Visibility of condominium sign

7.2 Image and reputation of the condominium

7.3 Visible cleanliness of the condominium and
surrounding (i.e. clean-looking building and

surrounding )

7.4 External appearance of the condominium and
surrounding (i.e. well-designed building and

surrounding)

7.5 Interior design of the room (i.e. aesthetic of interior

décor, distinctiveness of the furnishing style)

7.6 Room with good ventilation

7.7 Security of the room

7.8 Security of the parking area
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Marketing mix factors affecting European and Level of Significance
American selection of condominium rentals in Most Very Fair Less Least
business area, Amphoe Mueang Chiang Mai Much

7.9 Appearance of the room’s surroundings

7.10 Uniqueness of staff’s uniform

7.11 Cleanliness of lavatory

7.12 24 hours security system

7.13 Security cameras system

7.14 Room’s electronic locking system

7.15 Service lobby

7.16 Others (Please specify ................. )

Part 3:

Problems and suggestions of European and American regarding rentals in business area,

Amphoe Mueang Chiang Mai

Please mark with a sign " \/" in front of the best answer

1. Problems you encountered from the condominium service (You may answer more than one)

1. Product or Service

1.1

1.2

1.3

1.4

1.5

1.6

1.7

1.8

1.9

1.10

1.12

1.13

Room is not clean

Room is not well-decorated

Room is too small

Room is too dark

Lack of basic furniture and equipments such as table and chair
Bed is too small

Lack of / unhygienic sanitary ware

Bathroom is too small

Uncomfortable bed

Water is too hot/cold

Air-conditioner is broken or not functioning well
Lack of internet access

Bad cable-TV signal
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1.14 ( ) Lack of TV, magazines, newspapers in the room

1.15 ( ) No fitness

1.16 ( ) No swimming pool

1.17 () Unsatisfactory foods from the restaurant/ Mini-mart doesn’t provide sufficient goods

1.18 ( ) Unsatisfactory room-cleaning service

2. Price
2.1 ( )  Expensive rental
22 () Expensive cleaning service charge
23 () Expensive telephone call charge
24 () Expensive internet fee
2.5 () Expensive cable-TV charge
2.6 () Expensive common service fee

2.7 () Notaccepting credit card payment

3. Place
3.1 ( ) Difficult/too far to travel to
32 () Far from local community
33 () Far from shopping area
3.4 () Far from tourist spots
3.5 () Far from entertainment area
3.6 () Far from bus/train station or airport
3.7 () [Insufficient parking space
3.8 () Inaccessible to communicate via telephone and facsimile
39 () Inaccessible to the information on website
310 ( ) No 24-hours service
3.11 ( ) No service of parking officer

3.12 () Lack of overall safety
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4. Promotion
4.1 () Lack of advertising on medias
42 () No sale promotion such as rental discount
43 () Have service charge when late-checkout
44 () Lack of guidance to basic facilities of the condominium (i.e. internet access, cable TV operation)
45 () Lack of public relation
46 () Inability to obtain information via telephone call

47 () No detailed website of the condominium

5. People
5.1 ( ) Insufficient service staffs
5.2 () Untrained service staff
53 () Inability of service staff to serve international customers
54 () Trresponsive service staff
5.5 () Inhospitable service staff
5.6 () Service staffs are not properly-uniformed
5.7 () Trresponsible service staff
58 () Inconsiderate service staff
59 () Impolite service staff
510 ( ) Service staff doesn’t treat each customer equally
511 ( ) No service staffs throughout 24 hours a day
512 () Cleaning staffs are not properly-uniformed and impolite

5.12 () TIrresponsive security staffs

6. Process
6.1 () Sluggishness of room reservation process
6.2 () Sluggishness of checkout process
6.3 () Sluggishness of payment process

6.4 () Inaccuracy of service method (i.e. inaccuracy of utility bill calculation)
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7. Physical Evidence

7.1

7.2

7.3

7.4

7.5

7.6

7.7

7.8

7.9

7.10

7.11

7.12

7.13

7.14

7.15

Invisible condominium sign

Lack of good image, reputation of the condominium

Filthiness of the building and surrounding (i.e. dirty- looking building)

Unpleasant external appearance of the building and surrounding (i.e. poorly-designed building)
Lack of interior decoration in the room (i.e. poorly- designed interior décor and furnisher)
Room with bad ventilation (i.e. no air flow)

Lack of security of the room

Lack of security of the parking space

Unpleasant appearance/ atmosphere of the room’s surroundings

Staff’s uniform lacks uniqueness

Unhygienic lavatory

No 24 hours security system

No security cameras system

No room’s electronic locking system

No service lobby

2. Other suggestions regarding the service of condominium

Thank you for taking the time to complete this questionnaire.
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