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Abstract

Thesis Title : Satisfaction of Service Consumers and Hotel Staffs and Guideline for Increasing
Service Efficiency: A Case Study of Hotels under Patong Hotel Association,
Phuket Province
Student’s Name : Miss Rudsada Kaewsaeng-on
Advisory Committee : Dr. Amonwan Wirathammo and
Assoc. Prof. Niran Jullasap
Degree Program : Master of Education in Education for Human Resource Development

Academic Year : 2009

The objectives of this research were to determine the level of satisfaction of service
consumers and hotel staff in their performance and to study the guideline for increasing service
efficiency of the hotel staff under Patong Hotel Association, Phuket Province. The study is a
combination of quantitative and qualitative approach by utilizing a set of questionnaire with 392
service consumers and 225 hotel staff. The sample was collected with accidental sampling
derived from the proportional stratified random sampling technique. A focus group was
conducted with 50 hotel staff derived from 15% of the population. The data were analyzed with
the application of SPSS statistical program, using such statistics as arithmetic means and standard
deviations. For focus group technique, a content analysis was utilized for data analysis. The
findings of the study reveal the following.

l. Overall, service consumers show a high level of satisfaction with the service
provided by the hotels (}_( =3.82), with the following aspects in ascending order: with the staff
(J_( =3.80), service (i =3.82) and building premises ()_( =3.84).

2. Overall, hotel staff show a high level of satisfaction with the hotel work environment
()_( =3.44), with the following aspects in ascending order: with the physical work environment
()_( =3.72), relationships with superiors and colleagues (i =3.74) and the work itself and equity

in work (i =3.44). In addition, they show a moderate level of satisfaction with other aspects as



follows: with job advancement ()_( =3.31), skill and knowledge advancement ()_( =3,22), benefits
(X =3.31) and policy and administration ( X =3.32).

3. A guideline for increasing service efficiency is suggested in the following manner:
l)ft increase in skills and knowledge via the use of on-the-job training, training in general and
visits to outside resources; 2) job advancement through the allocation of task based on the staff
ability and promotion made based on the merit system, thus leading to the staff’s service mind; 3)
benefit through provision of regular income as well as from service charges, providing bus
service to staff, leisure visits, life insurance or other rewards to provide income and life security;
4) transparent policy and administration by putting the right man to the right job, non-repetition
of job assignment and staff being able to make decision; 5) equity job assignment through giving
assignment in accordance with staff’s ability, providing reward to staff with outstanding
performance and equity to all staff; 6) good physical work environment by stocking necessary
material for ease of usage, work structure and staff’s responsibility posted on the board and staff’s
rest area provided; 7) good relationship with superiors and colleagues by creating rapports and
friendliness with staff and organizing group activities for unity; 8) staff provided with a name tag
identifying job responsibility, any problem arisen be reported to the central unit, proper etiquette,
proper dress, English class provided to thé staff for professional performance; 9) provision of
good service, proper dress and manner, proper work shift handover, good organizational
communication, adequate human resources, work auditing, staff readiness, lessenning repetition
of work process, evaluation of work performance and problem, and 10) regular checking of
equipment in rooms by building and premises unit, damaged or deteriorated equipment replaced

by submitting detailed form, satisfaction record kept, and staff be inform to use every equipment,
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Questionnaire in English
Satisfaction of service consumer : The case study in Patong Hotels Association,
Phuket Province.

Explanation : This questionnaire is designed to study the satisfaction of service consumer in hotels.
Because you are the important subscriber for the organization. Your answers will lead to improvements,
changes in management and efficient service. That will benefit to customer and organizations. The

questionnaire about the satisfaction with 62 questions.

Explanation Please check v on a five point scale the extent to which you are satisfied of dissatisfied

with the following statements, as fact, only one answer and please answer all questions.

Satisfaction level

Questions about the satisfaction
Most | More | Medium | Less | least | Not obtain
1o obtain services
5 4 3 2 1 Services

0. The ease of contacting the service. v

An example from 0. Show that the current conditions you have satisfied the ease of contacting
the service level more.,

Answers received from respondents in this collection will be confidential and results will
be utilized for research. Information that is the right of private respondents. The process is reflected
in the nature and warrant that your answer will not negatively impact the organization and yourself.

The respondents are kindly requested to complete all items in the questionnaire.

Thank you for your cooperation .

Miss. Rudsada Kaewsaeng-on

Postgraduate student : Education for human Resource Development.

Thaksin University.
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Satisfaction questionnaires of customer

Explanation Please check v on a five point scale the extent to which you are satisfied of

dissatisfied with the following statements

Not obtain Services = Not participate in the sevices
1 = least satisfaction
2 = less satisfaction
3 = medium satisfaction
4 = more satisfaction
5 = most satisfaction

Questions about satisfaction of customer

in receiving services

Satisfaction level
Not obtain
3211
Services

1. Hotel staff

Front office staff

1.

The ability of facilities.

2.

The ability of coordination with other departments to

Solve the problems.

3.

The ability to use English to communicate with customer

4.

The ability to provide accurate information to the customer

. Interpersonal relations and beaming of front office staff.

Staff is attentive and service minded

Dress and personality refined.

Housekeeping staff

8.

The ability to clean rooms and around hotel.

9.

The creation to organize and decorate.

10.

The ability to use English to communicate with Customer

11.

Fast and maneuverable

12.

Interpersonal relations and beaming

13.

Staff is attentive and service minded
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Questions about satisfaction of customer

in receiving services

Satisfaction level

Not obtain
Services

14.

Dress and personality refined.

15.

Services equally.

Food and beverage staff

16.

Knowledge of food and beverage

17.

Fast and maneuverable

18.

Ability to understand and use English to communicate.

19.

Communication with customer accurately relevant.

20.

Interpersonal relations and beaming.

21

Staff is attentive and service minded.

22,

Dress and personality refined.

23,

Services equally.

2. Services.

The reservation

24,

The ability to offer new services based on custormer

needs.

25,

The ease of contacting the service.

26.

Fast of service.

27.

Undifficult in process to obtain services.

28.

Accurate to obtain services.

29,

The impression to the service.

Welcome guests and registration check — in

30.

The ease of contacting the service.

31.

Fast of service.

32.

The impression to the service.

33.

Undifficult in process to obtain services.

34.

Accurate to obtain services.
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Questions about satisfaction of customer

in receiving services

Satisfaction level

Not obtain
3121

Services

Services and assistance while residents

Front Desk Reception

3s5.

The ease of contacting the service.

36.

Fast of service.

37.

The impression to the service.

38.

Undifficult in process to obtain services.

39.

Accurate to obtain services.

Housekeeping department

40.

The ease of contacting the service.

41.

Fast of service.

42,

‘The impression to the service.

43.

Accurate to obtain services.

Food and beverage department

44.

The ease of contacting the service.

45.

Fast of service.

46.

The impression to the service.

47.

Accurate to obtain services.

Registration check-out

48.

The easc of contacting the service.

49.

Fast of service.

50.

The impression to the service.

51.

Undifficult in process to obtain services.

52.

Accurate to obtain services.

3. Buildings and facilities.

53.

Cleanness in the room.

54,

Cleanness in the hotel area.
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Questions about satisfaction of customer

in receiving services

Satisfaction level

Not obtain
3(2]1

Services

55.

Facilities are perfect.

56.

Facilities are modern and active.

57.

The security systems are perfect.

38.

Enough sccurity guard.

59.

Easy to come to hotel.

60.

Atmosphere in hotel area and nearby places.

61.

The easy access to other place.

62.

Reasonable price.

Other problems and suggestions

....................................................................................

........................................................

.............................................................................................................................................................

.............................................................................................................................................................

.............................................................................................................................................................

.............................................................................................................................................................

.............................................................................................................................................................
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y 4 mmﬁmﬁwua:é’&'m'nng _ m aqhia
AU 1 AuN 2 TR 10C

1 +1 0 +1 0.67 1%14
2 +1 +1 +1 1.00 1413
3 +1 +1 +1 1.00 1414
4 +1 +1 +1 1.00 1414
5 +1 +1 +1 1.00 1914
6 +1 +1 +1 1.00 1414
7 +1 +1 +1 1.00 1918
8 +1 +1 +1 1.00 1914
9 +1 0 +1 0.67 1514
10 +1 +1 +1 1.00 1918
11 +1 +1 +1 1.00 1418
12 +1 +1 +1 1.00 1414
13 +1 +1 +1 1.00 198
14 +1 +1 +1 1.00 1418
15 +1 +1 +1 1.00 1#18
16 +1 +1 +1 1.00 1414
17 +1 +1 +1 1.00 1714
18 +1 +1 +1 1.00 1414
19 +1 +1 +1 1.00 %14
20 +1 +1 +1 1.00 1414
21 +1 +1 +1 1.00 ¥4
22 +1 +] +1 0.67 1914
23 +1 +1 +1 1.00 1918
24 +1 +1 +1 1.00 1414
25 +1 +1 +1 1.00 1914
26 +1 +1 +1 1.00 1714
27 +1 +1 +1 1.00 114
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v A anwRaniuve s mne A
wven = 3 = apwa
AU 1 ANz | aui3 10C
28 +1 +1 +1 1.00 914
29 +1 +1 +1 1.00 144
30 +1 +1 +1 1.00 1914
31 +1 +1 +1 1.00 1419
32 +1 +1 +1 1.00 1518
33 +1 +1 +1 1.00 1418
34 +1 +1 +1 1.00 1714
35 +1 +1 +1 1.00 174
36 +1 +1 +1 1.00 1414
37 +1 +1 | 1.00 1414
38 +1 +1 +1 1.00 1414
39 +1 +1 +1 1.00 194
40 +1 +1 +1 1.00 1914
4] +1 +1 +1 1.00 1914
Py +1 +1 +1 1.00 %14
43 +1 +1 +1 1.00 %18
44 +1 +1 +1 1.00 1414
45 +1 +1 +1 1.00 1414
46 +1 +1 +1 1.00 1414
47 +1 +1 +1 1.00 1514
48 +1 +1 +1 1.00 %14
49 +1 +1 +1 1.00 1914
50 +1 +1 +1 1.00 1414
51 +1 +1 +1 1.00 1414
52 +1 +1 +1 1.00 1414
53 +1 +1 +1 1.00 1418
54 +1 +1 +1 1.00 1914
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= L) 3 =4
v 4 ﬂ?]ﬂﬂﬂlﬂ‘ﬂlﬂ\lﬂl‘lﬂ']f]@ 1l
o 3 3 3 aplue
AuN 1 AU 2 ANN3 10C

55 +1 +1 +1 1.00 %14
56 +1 +1 +1 1.00 1¥14
57 +1 +1 +1 1.00 1#1a
58 +1 +1 +1 1.00 %14
59 +1 +1 +1 1.00 1414
60 +1 +1 +1 1.00 144
61 +1 by +1 1.00 1414
62 +1 5 +1 1.00 1514
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- 3 v 4
ANUARINUYDIRIFYIN 1G]

Yoil = - . N agiwa
ANt 1 AU 2 AU 3 10C
1 +1 +1 +1 1.00 1918
2 +1 +1 +1 1.00 1414
3 +1 +1 +1 1.00 1414
4 +1 +1 +1 1.00 1t40
5 +1 +1 +1 1.00 1¥14
6 +1 +1 +1 1.00 1tal
7 +1 +1 +1 1.00 ¥la
8 +1 +1 o 1.00 1414
9 +1 +1 +1 1.00 1414
10 +1 +1 +1 1.00 1418
11 +1 +1 +1 1.00 1914
12 +1 +1 +1 1.00 1514
13 +1 +1 +1 1.00 %14
14 +1 +1 +1 1.00 1718
15 +1 +1 +1 1.00 1414
16 2y +1 +1 1.00 1914
17 +1 +1 +1 1.00 04
18 +1 +1 +1 1.00 1914
19 +1 +1 +1 1.00 1918
20 +1 +1 +1 1.00 1#14
21 +1 +1 +1 1.00 1414
22 +1 +1 +i 1.00 1414
23 +1 +1 b | 1.00 198
24 +1 +1 +1 1.00 1914
25 +1 +1 +1 1.00 194
26 +1 +1 +1 1.00 14
27 +1 +1 +1 1.00 1514
28 +1 +1 +1 1.00 19148
29 +1 +1 +1 1.00 1918
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Reliability
Case Processing Summary
N %

Cases Valid 30 100.0
Excluded (a) 0 0

Total 30 160.0

a Listwise deletion based on all variables in the procedure.
Item - Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation if Item Deleted

Question 1 227.60 349.766 431 941
Question 2 227.63 348.930 .503 941
Question 3 227.63 347.826 466 941
Question 4 227.53 350464 385 942
Question 5 227.57 345.357 505 941
Question 6 227.37 349.895 399 942
Question 7 227.40 349.766 392 942
Question 8 227.60 343.834 629 940
Question 9 227.47 355223 260 942
Question 10 227.73 352.961 347 942
Question 11 227.40 352.869 327 942
Question 12 22747 352.947 301 942
Question 13 227.47 353.430 281 942
Question 14 227.50 351.638 346 942
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Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
Question 15 227.73 354.754 263 942
Question 16 227.57 352.254 335 942
Question 17 227.60 352.386 323 942
Question 18 227.60 347.007 505 941
Question 19 227.63 352.516 312 942
Question 20 227.63 355.137 227 942
Question 21 227.63 354.654 225 942
Question 22 227.70 353.321 273 942
Question 23 227.60 350.179 382 942
Question 24 227.63 350.585 391 942
Question 25 227.53 352.395 308 942
Question 26 227.60 349.076 460 941
Question 27 227.50 345.017 572 941
Question 28 227.47 349430 413 942
Question 29 2271.57 348.737 484 941
Question 30 227.37 346.654 490 941
Question 31 227.37 340.171 .688 940
Question 32 22747 347.637 523 941
Question 33 227.50 349.707 465 941
Question 34 227.30 349.872 A77 941
Question 35 227.63 348.723 468 941
Question 36 227.60 350.524 440 941
Question 37 227.60 346.800 556 941
Question 38 227.57 349289 460 941
Question 39 227.50 348.810 505 941
Question 40 227.57 350.530 450 941
Question 41 227.77 348.668 496 941
Question 42 227.40 344.662 635 940
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Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
Question 43 227.53 344.189 592 940
Question 44 227.70 354.079 243 942
Question 45 227.77 349.082 406 942
Question 46 227.67 353402 299 942
Question 47 227.70 349.734 455 941
Question 48 227.57 351.495 405 942
Question 49 227.47 354.464 347 942
Question 50 227.57 354.599 348 942
Question 51 227.47 350.120 519 941
Question 52 227.60 347.559 575 941
Question 53 227.60 349.559 484 941
Question 54 227.60 351.766 384 942
Question 55 227.63 341.068 728 940
Question 56 227.67 342.368 .670 940
Question 57 227.60 346.593 564 941
Question 58 227.70 349.045 A85 941
Question 59 227.67 349471 399 942
Question 60 227.60 343.559 .640 940
Question 61 227.47 348.120 503 941
Question 62 227.73 343.651 612 940
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Reliability
Case Processing Summary
N %
Cases Valid 30 100.0
Excluded (a) 0 0
Total 30 100.0

a Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items

832 29

Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
Question 1 103.63 193.551 321 932
Question 2 103.27 193.099 365 932
Question 3 103.43 187.978 517 930
Question 4 103.70 186.148 546 930
Question 5 103.40 187.145 597 929
Question 6 103.83 . 187.799 .628 929
Question 7 103.70 189.045 570 930
Question 8 103,93 193.030 321 933
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Scale Mean if : Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
Question 9 104.03 191.895 363 932
Question 10 103.83 194.351 229 934
Question 11 103.57 182.668 .785 927
Question 12 103.50 180.810 .810 926
Question 13 102.87 187.775 501 931
Question 14 103.43 180.599 687 928
Question 15 103.63 183.964 709 928
Question 16 103.43 187.357 544 930
Question 17 103.57 186.116 539 930
Question 18 103.83 186.213 .665 928
Question 19 103.80 188.372 560 930
Question 20 103.27 186.409 593 929
Question 21 103.23 185.909 602 929
Question 22 103.20 191.131 471 931
Question 23 103.60 188.800 560 930
Question 24 103.67 188.989 577 930
Question 25 103.57 194.461 338 932
Question 26 103.67 186.644 616 929
Question 27 103.87 185.568 659 928
Question 28 103.97 181.826 675 928
Question 29 103.97 186.930 521 930
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