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Questionnaire
For
Customer Satisfaction Towards Services of Lamai Wanta Hotel at Amphoe Ko Samui,
Surat Thani Province

This questionnaire was designed to collect data for an independent study concerning the
customer’s satisfaction towards the services of Lamai Wanta Hotel. The study is to partially fulfill
a requirement of a Master’s degree in Business Administration at Chiang Mai University. Your
answers in this questionnaire will be valuable to improve service quality of this hotel. Therefore,
I appreciate your time and your voluntary cooperation.

Phusadee Sompan
Direction: Please mark v into D or fill in the blank according to your information.

Section 1: Demographic

1. Gender
D 1) Male D 2) Female
2. Age
M| 1) Less than 20 years M| 2) 20-29 years
M| 3) 30-39 years | 4) 40-49 years
O 5) 50-59 years O 6) Older than 60 years
3. Occupation
D 1) Student D 2) Government/State Enterprise
Q 3) Private Business Q 4) Company’s Employee
M 5) Retirement/Unemployed Q 6) Others (please specify): ..................

4. Average Monthly Income
L 1) Less than US$375 L 2) uss375-Uss750
L 3) uss751-US$1,125 L 4) Uss1 ,126-US$1,500

O 5) More than US$1,500
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5. Domicile (Continent) that are you from

D 1) Asia D 2) Australia
D 3) America D 4) Europe
D 5) Africa
6. How many times have you been in Ko Samui?
D 1) First time D 2) 2-4 times
| 3) 5-7 times M| 4) More than 7 times

7. Have you ever stayed at Lamai Wanta Hotel before?

O 1) Yes O 2) No (Cross t0 9.)
8. How many times have you stayed at Lamai Wanta Hotel?

0 1) 1-2 times U 2) 3-4 times

M| 3) 5-6 times | 4) More than 6 times

9. What type of room do you stayed at Lamai Wanta Hotel?

D 1) Villa D 2) Standard room

Section 2: Customer’s Satisfaction Towards the Services of The Lamai Wanta Hotel

Amphoe Ko Samui, Surat Thani Province

Level of Satisfaction No

Service Marketing Mixed

Most Much Medium Less Least Result

1. Product

1.1 Reputation and image of

hotel

1.2 Size of room

1.3 Comfort of bed

1.4 Room decor/furnishings

1.5 Cleanliness of room

1.6 Variety of food

1.7 Internet and Wi-Fi service

1.8 Laundry service
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Service Marketing Mixed

Level of Satisfaction

Most

Much

Medium

Less

Least

No

Result

1.9 Transportation services
from airport or bus station to

hotel

1.10 Facilities in room

1.11 Swimming pool services

1.12 Room service (Meals in

your room)

2. Price

2.1 The cost of room is

reasonable

2.2 The cost of others
facilities are reasonable such

as laundry, phone used.

2.3 Having choices of

payments : cash, credit card

2.4 Room include breakfast

3. Place

3.1 Convenient location

3.2 Close to community

3.3 Close to shopping center

3.4 Close to tourist place

3.5 Close to the beach

3.6 Able to make a room
reservation through tour

agent or agency

3.7 Able to make a room

reservation through internet

3.8 Have information on

website
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Service Marketing Mixed

Level of Satisfaction

Most

Much

Medium

Less

Least

No

Result

4. Promotion

4.1 Have advertising through

mass media

4.2 Have brochures/leaflets

4.3 Discount on long
stay/free additional night
such as stay 3 nights get 1

night free

4.4 Free or discounted

package tours

4.5 Giving discount for your

next visit

4.6 Giving discount for

website reservations

4.7 Attend travel and tourism

exhibition

4.8 Have newsletter or

promotion by mail or e-mail

5. People

5.1 Enough staff for services

5.2 Friendliness of staff

5.3 Language proficiency of
staff

5.4 Knowledge and skills of
staff

5.5 Hotel staff give the same

services for customers

5.6 Hotel staff give rapid and

timely services
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Service Marketing Mixed

Level of Satisfaction

Most

Much

Medium

Less

Least

No Result

6. Physical Evidence

6.1 Cleanliness and

maintenance of hotel

6.2 Design and exterior of

hotel

7. Process

7.1 Speedy and efficiency of

service

7.2 Accuracy of billing

7.3 Hotel safety/security

system

Section 3: Problems and suggestion for the service

1. Did you face problems regarding our hotel services? (You can check more than 1 answer.)
Q 1)Air conditioner is poor

D 2) Bathroom is not clean

Q 3) Long awaiting for process of check-in

D 4) Guest room is not clean

Q 5) Have terrible noise

M| 6) Don’t have enough stuff in guest room

D 7) Staff doesn’t friendly/doesn’t have knowledge and skill

M| 8) OtherS. . ueeee e,

2. Other suggestions for improve Lamai Wanta hotel services

Thank you for your time and kind cooperation to fill up this questionnaire.
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