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QUESTIONNAIRES
DEMAND DETERMINANTS AND CUSTOMER SATISFACTION OF

YOUTH HOSTELS IN THAILAND

INSTRUCTIONS: The main purpose is to study Demand Determinants and Customer
Satisfaction of Youth Hostels in Thailand. All information collected from this survey will be

used for Academic purpose.

THE QUESTIONNAIRE IS DEVIDED IN TO 3 PARTS as follows:
Part 1: The Tourist Profile
Part 2: Demand Determinants of Youth Hostels in Thailand

Part 3: Customer Expectation and Satisfaction of Youth Hostels in Thailand

Part 1: The Tourist Profile

Please check the appropriate word or phrase.
1. D Male D Female

2. Age: [ ] Less than 20 years [ ] 20-30 years [ ] 31-40 years

|:| 41-50 years |:| Over 51 years
3. Current Occupation: |:| Government official |:| Business
|:| Student D Private Enterprise D Homemaker

D Retired / Not in work force D Other: please specify......cccceverveeveinenenencnenenenenien

4. Average income $........ccovevieiineiiniineineeeeee per Year
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5. Transportation

|:| Own Car / Rent |:| Public Transportation |:| Other:.....covvviiiiiiiiiiie,

6. With
|:| Family |:| Friend(s) / Acquaintance(s) |:| Co-worker |:| Alone

7. Reason for your trip

D Travel D Business D Visit relative DOther: ..............................

8. Style of hostel that you like.
|:| Many Facility hostel |:| Business center hostel |:| Home stay hostel
|:| Natural hostel |:| Other: ...

9. Are you a member of International Youth Hostel?

[] Yes [] No

9.1 How often you stayed in Thai Youth Hostel ?
D 1-5 times D 6-10 times D more than 10
9.2 How long will you stay in this hostel?

[] Lessthan3days  [] 3-6days [] 1week [ ] more than 2-4 weeks

10. Have you ever stayed in the International Youth Hostel?

[] Yes [] No

If it is yes please specify country and how many time that you stayed?

Country Stayed time(s)
1. |:| 1-5 times |:| 6-10 times |:| more than 10
2. |:| 1-5 times |:| 6-10 times |:| more than 10
3. |:| 1-5 times |:| 6-10 times |:| more than 10
4. |:| 1-5 times |:| 6-10 times |:| more than 10
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Part 2: Demand Determinants of Youth Hostels in Thailand
Please put a tick ‘/in table to indicate the characteristic and amenities important to you
Rating 5 = Totally affecting your decision
4 = Mostly affecting your decision
3 = Affecting your decision
2 = Mostly not affecting your decision

1 = Totally not affecting your decision

Attribute of Youth hostels affecting your decision | Very Not at all Suggestion

important  important

1. Place Factor

1.1 | Close to city center, Transportation and 51413121

shopping center

1.2 | Close to tourist attraction 514131121

1.3 | International Youth Hostel’s symbol 51413121

shown clearly

1.4 | Quiet, clean and save place 51413121
1.5 | Parking Lot 51413 (2|1
1.6 | Ease of communication with hostel 514131211

(internet, telephone, fax, e-mail)

1.7 | Other: please specify ..........ccciiiiienininnnnnn. 514131211

2. Youth Hostel’s Product Factor

2.1 | Youth hostel(old/new), Atmosphere and design | 5 | 4 | 3 | 2 | 1

2.2 | Room and amenities 514131211
2.3 | Bathroom and amenities 5104|1321
2.4 | Kitchen and facilities 514131211
2.5 | Other: please specify .........ccoevevivininininnnnns 51413 (2|1

3. Price Factor

3.1 | Room rate (Economy) 51413121
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Attribute of Youth hostels affecting your decision | Very Not at all Suggestion
important  important
3.2 | Paying 514 2 |1
3.3 | Other: please specify .........cocoiiiiiiiiniin. 514 2 |1
4. | Staff Factor
4.1 | Personable, Friendly and courtesy 514 2 |1
4.2 | Competent 514 2|1
4.3 | Enthusiastic 514 2 11
4.4 | Responsive to the individual need(s) 514 211
4.5 | Other: please specify .........covevvviviniiiinninnns 514 2|1
S. | Promotion & Government support Factor
5.1 | Suggest by other people 514 2 11
5.2 | Suggested by magazine, guide book, Tourist
Information Center and Tourist Authority of 514 2|1
Thailand (TAT)
5.3 | Internet advertisement 514 2 |1
5.4 | Map & Brochure 514 2|1
5.5 | Discount or Special price and Promotion 514 2 |1
5.6 | Breakfast for free, Free shuttle 514 2|1
5.7 | Other: please specify .........cooveieienenieieiinin. 514 2|1
6. | Customer Factor
6.1 | Favorable/ Positive impression of Youth 514 2 |1
Hostel.
6.2 | Other: please Specify ........c.ovvvriiviienennnn.. 514 2 |1
7. | Organization Factor
7.1 | The stuffs heartily care about every extra need 514 2|1
of the guest.
7.2 | Share experience among guest. 514 2 |1
7.3 | Other: please specify .........cocveviiinenieieiiin. 514 2|1




157

Attribute of Youth hostels affecting your decision | Very Not at all Suggestion

important  important

8. Value Factor

8.1 | Room is value for money. 514131211

8.2 | Other: please specify ........coceveviiiiinieninnnnns 51413121

Part 3: Customer Expectation and Satisfaction of Youth Hostels in Thailand
Please put a tick ‘/in table to indicate the level of Tourist’s Expectation before staying in
Youth hostels and indicated Tourist’s Satisfaction after stay in the hostel.
Rating 5 = You are totally expect or totally satisfied
4 = You are mostly expect or mostly satisfied
3 =You are expect or satisfied
2 = You aren’t expect or mostly dissatisfied

1 = You aren’t totally expect or totally dissatisfied

Customer Expectation and Satisfaction Expectation Satisfaction Suggestion
of Youth Hostels (Before) (After)
1. Place Factor
1.1 Suitable location 514(3[2|1|5/4][3]|2]1
1.2 | International Youth Hostel’s symbol 5/4)312[1]5]4|3]2]|1

shown clearly

1.3 | Peaceful, quiet and cleanliness 50413[2)115]4]3|2|1
1.4 | Plenty parking 514(3[2|1|5/4]3]|2]|1
1.5 | Ease communication with hostel & 50413121 1]5]|4|3]2]1

reservation (phone, fax, e-mail)

2. Communication Material Factor

2.1 | Enough advertisements and news of the 5141312 1(5]4]3|2|1
youth hostel
2.2 | Special promotional program: Discount, 5141312 1(5]4]32|1

member price etc.
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Customer Expectation and Satisfaction Expectation Satisfaction Suggestion
of Youth Hostels (Before) (After)

2.3 | Impression & Suggest to other people 50413[2)1]5]4]3|2|1
3. | Accommodation Factor

3.1 | Design & Decoration (Modern/Classic) 5141 3[2|1]|54]3]2]1
3.2 | Type and size of room 51413]2|1|54]3]2]1
3.3 | Quiet & Cleanliness 504|3[2]1]5|4]3|2|1
3.4 | Hostel Facilities 504|3[2|1]5]4]32|1
3.5 | Food & Drink 504(3[2|1|5]|4]|3]|2]1

4. Price Factor

4.1 | Reasonable room rate 5041312 1[5]4]3]21

4.2 | Ease of payment 50413[2)1]5]4]3|2|1

5. | Reception & Service Factor

5.1 | Personality & Credibility of stuffs 50413[2)1]5]4]3|2|1

5.2 | Courtesy / friendliness of stuffs 5141312 1|5[4]3]|2]1

5.3 | Good Care & Ability to give prompt service | 5| 4| 3| 2| 1| 5] 4| 3| 2| 1

5.4 | Reliability of stuffs 514132 1|5/4]3]|2]1

5.5 | Good appearance of physical facilities, 514132 1]5]4]3|2|1

equipment and communication material

5.6 | Check in/ check out speed 504|3[2)1]5]4]3|2|1

6. | Image Factor

6.1 | The stuffs heartily care about every extra 5141312 1(5]4]32|1

need of the guest.

6.2 | Share experience among guest. (Guests in a 5140312 1(5]4]3|2|1

youth hostel are more open and friendly)

7 Value Factor

7.1 | Room is value for money. 504|3(2)1]5]4]3|2|1

8. Opver all satisfaction of service 5 4 3 74 1

Other SUZEEStION / COMIMEINES: .. ..uiut ettt ettt ettt et et e et e et et e e e et e et et e e e nenenenane
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