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QUESTIONNAIRE.

The Hotel Service Quality to the foreign Traveler,
Case Study : GRAND JOMTIEN PALACE.

service quality perception and be a part of Special Problems subject

Administration, Graduate School of Public Administratio:
There are 2 parts of questionnn.i

Part 1 : Personal Information.

Part 2 : Expectation @ el of Service Quality. @)
=\

Part rmaﬂon

easc v in the gap which is your persona
i For researcher
O Male @9@ O Female 0
5 and under 35 years old (3 36 - 45 years old 0
O 46- 55 years old (7 56 - 65 years old O
(3 Over 66 years old a
3. Occupation
(3 Please specify current OCCUpation = ..ot 0

D Retired
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For researcher

4. Highest Education Level attainment.

D Lower High School. D

(3 High School. @

D Undergraduate (Bachelor Degree)

(3 Postgraduate (Master Degree) & Upper /ZE
5. Domicile

[ Please specify country : ........... @J D

Perception Level of Service Quali

Part /;JF pectation &
O & <
T?Qu® How would you rate your service i @ did it meet your expectation?
» Expectation & Perception Level on a . below :

® 1 = Least
Please mark V' in the gap which you expected and perceived.
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Expectation Level | Perception Level For

Service Expectation category
514|321 |5|4[3][2]|1] Researcher

1. Tangibles
1.1) The hotel has good

physical facilities such as @

Currency Exchange, Tour /> @ﬁ\

Desk, Elevator, Door key \é> \/
o

card, Internet Corner, etc. é}

1.2) The hotel has hygiene

9
5%
@

equipment both in room

Q’J\//V/ N

%

and restaurant. - i\

“ANE

//

1.3) Hotel staffsare

| \
. 410®
%@My and polite.

s £.4) et e choachibes < 5\\;\)\/

signboards in hotel, easy to
understand mx@&
word sl:f\y;:i/\

2. Relia

@ thing as
& reservation confirmation.

The hotel performs the

=

promised service.

2.2) To solves your problems

sincerely.

2.3) To be accurate at the

beginning of service.

2.4) No error or least mistaken
background in hotel

service.
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Service Expectation category

Expectation Level

Perception Level

5

4

3

2|1

5

4

3

2|1

For

Researcher

3‘

Responsiveness
3.1) The hotel staffs willing to
help you in everything

3.2) The hotel staffs provide

you a prompt service. g\é%
o
3.3) Easy to contact, not deny >
¥ (G FE/QQ
and not too busy to %Q Z
respond your needs. ~ C\\> VAV S
1 <

3.4) Specify approachab

>

to semce a 62@
o N
g | LR

4.2) The hotel staffs knowled

can reply yom
O\

g

4.3) Co yt@l M

/\(Q éc istency.

P

—
eels free from danger,
risk or doubt. The hotel
able to convey
trustworthiness and
security such as Sanitary
Food & Beverage, CCTV,
Fire Escape Plan, Fire
Distinguisher, etc.
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Service Expectation category

For

Researcher

5. Empathy
5.1) The hotel staffs provide

customer care individually.

5.2) The hotel staffs listen to
the customers and
acknowledge their
comments. Keep
customers informed.

N
2N

éﬁ
P

customers T:(Tt\l“{e'

5.3) Making the effort <v{
O

ZAN0
NS

5 -
5. ét@\\étgﬁa y
att to customer

. significantly.

N

¢
q
/\/
N\

p

|
N

A

5
b

®

\

NG

D
for you

2

@@@m S
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