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International
Year Tourist Average Average Expenditure Revenue

Number | Change | Length of Stay | Person/day | Change Million Change

(Million) (%) (Days) (Baht) (%) (Baht) (%)
1997" 7.22 +0.41 8.33 3,671.87 -0.92 | 220754 | +0.63
1998" 7.76 +7.53 8.40 3,712.93 +1.12| 242,177 | +9.70
1999" 8.58 +10.5 7.96 3,704.54 ~0.23 || 253,018 | +4.48
2000" 9.51 +10.82 7.77 3,861.19 +423 | 285272 | +12.75
2001" | 1006 | +5.82 7.93 3,748.00 =293 | 299,047 | +4.83
2002" 10.80 +7.33 7.98 3,753.74 +0.15 | 323,484 | +8.17
2003" 10.00 -7.36 8.19 3,774.50 +0.55 | 309,269 -4.39
2004" | 11.65 | 41646 8.13 4,057.85 +750 | 384360 | +24.28
2005 | “1152 151 8.20 3,890.13 ~413 | 367,380 -4.42
2006 | 13.82 | +20.01 8.62 4,048.22 +4.06 | 482,319 | +31.29
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QUESTIONNAIRE.

The Hotel Service Quality to the foreign Traveler,

Case Study : GRAND JOMTIEN PALACE.

This research aims to study hotel service quality expectation compare with customer
service quality perception and be a part of Special Problems subject, Master«of public
Administration, Graduate School of Public Administration, Burapha University.

There are 2 parts of questionnaire

Part 1 : Personal Information.

Part 2 : Expectation & Perception Level of Service Quality.

Part 1: Personal Information
Please mark \ ¥ in the gap which is your personal information.

For researcher
1. Gender

D Male D Female D

2. Age
T 35 and under 35 years old (3 36-45 years old O
(3 46-55 years old 3 56-65 years old O
3 Over 66 years old A

3. Occupation
O3 Please specify current 0CCUPALION & .. ...cvvvvrierinecriaronerenieanieanenns 0
[ Retired
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For researcher

4. Highest Education Level attainment.

O3 Lower High School. O

O High School.

0 Undergraduate (Bachelor Degree)

O Postgraduate (Master Degree) & Upper

5. Domicile

(3 Please SPecify COUNLIY & ..oivvi i eeee e e b hena e 0

6. Hotel Service Consuimer Experience

,,,,,, time(S) in Thailand. ]

Part 2 : Expectation & Perception Level of Service Quality.

Question : How would you rate your service quality expectation, did it meet your expectation?

Expectation & Perception Level on a scale of 1 -5 below :

5
4
3
2

1

Please mark

Exceed
High
Moderate
Low

Least

in the gap which you expected and perceived.
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Service Expectation category

Expectation Level

Perception Level

5

4

3

2

1

5

4

3

2

1

For

Researcher

1. Tangibles

1.1)

The hotel has good

physical facilities such as
Currency Exchange, Tour
Desk, Elevator, Door key

card, Internet Corner, etc.

1.2)

The hotel has hygiene
equipment both in room

and restaurant.

1.3)

Hotel staffs are smart,
good looking of

personality and polite.

1.4)

There are clearness
signboards in hotel, easy to
understand and correct

word spelling.

2.1)

Reliability

To reach everything 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

. Responsiveness
3.1) The hotel staffs willing to

help you in everything

3.2) The hotel staffs provide

you a prompt service.

3.3) Easy to contact, not deny
and not too busy to

respond your needs.

3.4) Specify approachable time

to service apparently.

. Assurance
4.1) The hotel staffs behavior

makes you feel confident

4.2) The hotel staffs knowledge

can reply your question:

4.3) Courtesy of hotel staffs

being consistency.

4.4) Feels 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.




Expectation Level | Perception Level For

Service Expectation category
S|4 13 ]2 1514131211 Researcher

. 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.

5.3) Making the effort to know

customers and their needs.

5.4) The hotel staffs pay

attention to customer

significantly.

. Thank you for you kind cooperation &,
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