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QUESTIONAIRE

The study of customer satisfaction towards car rental services at

Winner Rock Ltd., Part. Chiang Mai Province.

Explanation : The objective of the researcher was to study level of customer satisfaction towards car
rental service at Winner Rock Ltd., Part. The result of this is to be used for
developing quality of services which will serve consumers with highest satisfaction.
Therefore, the researcher would like to request you to answer the questionnaire. The

responding will not make any of your obligations and the researcher would like to

thank you for your assistance.

Questionnaire Itis divided into 4 parts.

Please put (on your selected number(s)

Part 1 : Personal Information
Part2 : Car rental uses behaviors
Part3 : Satisfaction of car rental service users ‘

Part4 ; Problems and suggestions |
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Part 1 Personal Information

1. Gender
1. Male 2. Female

2, Apge
[.Less than 25 2.25-35
3.36-45 4. 46 - 55
5.56 65 6. More than 65

3. Nationality

1. American 2. English

3. French 4. German
5. Japanese 6. Australian
7. Gther (specify).....covvvirinrivnnnnivnnes ..

4. Educational status
1. High School or less 2. Certificate
3. Undergraduate 4. Graduate or higher
5. Marital status
1. Single 2. Married
3. Widowed
6. Occupation
1. Student 2. Clerical or manual worker
3. Professional (lawyer, doctor, artist, etc)
4. Entreprencur 5. Management
6, Unemployed / Retired 7. Other (specify)..................
7. Annual Income
1. Less than 30,000 US$ 2. 30,000 — 40,000 US$
3. 40,001 - 60, 000 US$ 4, More than 60,001 US$
8. Number of visits in Chiang Mai
1. First time 2 Second time
3. Third time 4, Fourth time

5. More than four times
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Part 2, Car rental uses behaviors
1. Type of car rental uses (Could be more than one choice)
1. Hourly rental 2. Whole day rental
3. Trip rental 4. Other (specify)......ccvvvvvennes
2. Purpose of car rental uses {Could be more than one reason)
1. Leisure and travel 2. Business
3. Transfer IN and Out to the airport
4. Other (specify)..................
3. Payment methods
1. Cash 2. Credit card
3. Cheque 4. Other (specify)...covnninrinnne,
4. Approximate number of car rental service uses for this trip (only from our company)
1. Once 2. Twice
3. Three times 4. More than three times (specify)............. s
5. Approximate expenditure of car rental service uses for this trip (only from our company)
1. Less than 100 US$ 2. 100 - 150 USS
3. 151 -200 US$ 4. More than 200 USS$ (specify)..................
6. . Who does suggest our car rental service to you? (Could be more than one reason)
l. By own 2. Friends / Relatives
3. Hotel staffs 4. Other (specify)........oovvvnenn,
7. Your vehicles ‘make preference (Could be more than one choice)
1. Mercedes Benz 2. Chrysler
3. Land Rover 4, Ford
5. Mitsubishi 6. Other (specify)......ccovennennns
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8. Reasons for deciding to use Winner Rock Ltd., Part, Limousine’s service (Could be more than one
reason) -
1. Vehicles’ méke and Up to date model
. Price
. Confident in our safety characteristic
Service mind characteristic from our staffs
Arrangement from the hotel
Suggestions from relations

Other (specify)..................

N R wo



Part 3. Satisfaction of car rental service
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Satisfaction levels

Satisfaction
: Very
Excellent | Good | Moderate | Poor Poor
5 4 3 2 1
Product

1. Wide range of vehicles makes

2. The latest model vehicles

3. Vehicles’ engines condition

4. Facilities providing in vehicles

5. Interior conditions

6. Appropriate temperature

7. Insurance

Price

1. Prices vary on makes and models

2. Hourly rate payment

3. Daily rate payment

4. Trip rate payment

Place

l.Pre-Booking from the overseas ‘sell office

2. Communicating through Internet

3. Communicating through domestic agency

4. Communicating through our office assistance

5. Convenient from drop and pick up point
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Satisfaction

Satisfaction levels

Excellent

5

Good | Moderate

4 3

Poor

Very

Poor

Promotion

1. Information given from staffs

2. Advertising through magazines and journals

3. Advertising through flyers

4. Advertising though our website

People

1, Availability of drivers in offering immediate

services

2, Punctuality of drivers and responsiveness

3. Drivers’ personality

4.Drivers' ability in solving unforeseen

problems

5. English communication ability of drivers

6. Office staffs’ personality

7. Information given from office assistance
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Satisfaction

Satisfaction levels

Excellent

5

Good

Moderate

3

Poor

Very

Poor

Process

1. Booking process for our services

2. Billing process

3. Rental agreement

4. Obtain services as promised

5. Deliver best services to meet your

satisfaction

6. Cool handkerchief and water offered

7. Daily newspapers and up to date

magazines

Physical

1. Hotel images and its reputation

2. Unique drivers’ uniform

3. Well etiquette driver

4. Confident in safety characteristic
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Part 4. Problems and Suggestions

Please put vin the blank (  )in front of your selection. (Can be more than one)

I. Problems
{ ) Vehicles’ engines condition
() Interior conditions
() Appropriate temperature
{ ) Comfortable seat
{ ) Reasonable price
{ ) Communicating ttirough the hotel officer
() Advertising
( ) Etiquettes driver
() Obtain services as promised
{ ) Rental agreement
2. Will you recommend to your friends
( ) Yes
() NO, REASONS...cruerirssrmrecrsrnarsssarssessesssarssssiessensesssssossasares
3. Other suggestions

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