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MANHIN U

uestionnaire

Subject Foreign Customer Satisfaction Towards Service Marketing Mix of

Raming Lodge Hotel, Chiang Mai Province.

Explanations

This questionnaire is to find out information for an independent study in order to
complete the curriculum of Master’s Degree of Business Administration of graduated student at
the faculty of Business Administration, Chiang Mai University. The data will be used for
improving services to meet the customers need. This questionnaire will not affect the respondents
in any way. Please feel free to answer this questionnaire and give suggestion your response will
be kept confidentially

The researcher hereby thanks you for your precious time in answering the questionnaire.

Mr. Rattawit Rattanayongpairoj
Master’s Degree Student of Business Administration

Faculty of Business Administration, Chiang Mai University

Instructions

This questionnaire is divided into three parts as follows:

Part 1 Personal information of the respondent

Part 2 Information regarding customer satisfaction towards service marketing mix of
Raming Lodge Hotel, Chiang Mai Province

Part 3 Problems and suggestions of the respondents
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Please put the mark \/ in front of the item you select

Part 1 Personal Information of the Respondents

1. Domicile
( ) 1. America () 2.Europe
( )3.Asia () 4.Australia
() 5. Other (please specify..................... )
2. Gender
( ) 1.Male () 2.Female
3. Age
( )1.18-2lyears ( )2.21-30years
(' )3.31-40 years ( )4.41-50 years
(' )5. Over 50 (please specify ..................... )

4. Marital Status

( )1. Single (' )2. Married (' )3. Other (please specify...................

5. Highest Educational Level
( )1. Lower than Bachelor’s degree
(' )4. Bachelor’s degree

(' )5. Higher than bachelor’s degree(please specify................... )

6. Occupation

(' )1. High school/University student (' )2. Government officer
(' )3. Employee of state enterprise (' )4. Employee of private company
( )5. Self-employed (' )6. Housewife/husband

(' )7. Retired (' )8. Other (please specify...................
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7. Monthly average income

( ) 1. Lower than1,500USD ()2.1,500-2,500USD
( )3.2,501-3,500USD ()4.3,501 -4,500USD
( )5.4,501-5,500USD ( ) 6.More than 5,500USD

8. How many times have you visited Chiang Mai Province (including this time)?

( ) 1.once () 2.Twice
() 3. Three times () 4.Four times
() 5. More than 4 times(please specify................... )

9. What is the length of stay at Raming Lodge Hotel ?
() 1. 1-2days
( )2.3—4days
() 3.5-6days

() 4. More than 6 days(please specify................... )

10. When is the most favorable time you chose to stay at Raming Lodge Hotel ?
() 1. On the weekend (Saturday — Sunday)
() 2. On the weekday (Monday — Friday)
() 3. Government holiday

(' ) 4. Other (please specify................... )

11. What kind of room you choose to stay at Raming Lodge Hotel ?
() 1. Superior room
() 2. Deluxe room
() 3. Junior suite

() 4. Royal suite
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13. What is the major purpose for your visit ?

() 1. Sightseeing/vacation () 2.Business transaction
() 3. Governmental affairs () 4.Attending a seminar
() 5. Visiting friends/ relatives () 6.Educational tour
() 7.Other (please specify................... )

14. Who is the person mostly affecting your decision of staying at Raming Lodge Hotel ?
() 1. Friend/ colleague
() 2. Boy-girlfriend/spouse
() 3. Family member
() 4. Supervisor/ company/organization
() 5. Yourself

() 6. Other (please specify................... )

15. From what source did you know about Raming Lodge Hotel? (Answering more than 1 choice
is able.)

) 1. Newspaper and magazine

) 2. Radio

) 3. Tourist guide book

) 4. Website

(

(

(

(

() 5. recommend by others
() 6. learning by yourselves
() 7. Family/ foreign friend
() 8. Thai friend

() 9. Tour company / tour guide

() 10. agency

() 11. Other (please specify................... )
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Part 2 Information regarding customer satisfaction towards service marketing mix

of Raming Lodge Hotel, Chiang Mai Province

Explanation:please read and consider the provided statements and put the mark \/ in the

box of satisfactory levels that fits yours.

Levels of Satisfaction

’ . v Somewhat|  Neith Somewhat |V
Customer Satisfaction ey | somewha erther ) A ¥

satisfied | satisfied | satisfied nor | dissatisfied |dissatisfied

dissatisfied

1. Product or Service

1.1  Reputation and renownce of Raming Lodge Hotel

1.2 Room size of Raming Lodge Hotel is suitable.

1.3 Number of room at Raming Lodge Hotel is

sufficient.

1.4 Cleanliness of the rooms

1.5 Beautiful and stylish decorations of the room

1.6  Full facilities in the room such as refrigerator, air

conditioner, etc.

1.7 Cable TV is provided for home-like entertainment.

1.8 Raming Lodge Hotel provides high speed wireless

Internet

1.9 Raming Lodge Hotel provides an up-to-date

swimming pool.

1.1 Raming Lodge Hotel provides an up-to-date fitness

room or exercising area.

1.11 Raming Lodge Hotel provides good health care
services such as traditional massage, foot massage,

Spa, etc.
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Customer Satisfaction

Levels of Satisfaction

Very

satisfied

Somewhat

satisfied

Neither
satisfied nor

dissatisfied

Somewhat

dissatisfied

Very

dissatisfied

1. Product or Service

1.12 Raming Lodge Hotel provides a restaurant for food
and various beverages for service.

1.13 Raming Lodge Hotel provides different touring
service such as tour guide or car rental with or
without a driver, etc.

1.14 Modernity of room appliances such as flat-screen
TV, DVD player, etc.

1.15 Raming Lodge Hotel provides laundry service.

1.16 Raming Lodge Hotel serves free breakfast.

1.17 Raming Lodge Hotel provided fresh fruits, tea and
coffee in the room.

2. Price

2.1 Reasonable price

2.2 The price can be negotiable in a case of taking
many rooms at a time.

2.3 Stable price even in the high season.

2.4 Different prices of room

2.5 Able to pay by a credit card

2.6 Reasonable price of food and beverage of Raming
Lodge Restaurant

2.7 Appropriateness of additional services such as
telephone cost, internet, laundry etc.

2.8 Cash receipt can be issued to be used for

disbursement with the company at a later time.
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Levels of Satisfaction

Customer Satisfaction Very | Somewhat\ Neither | Somewhat | Very
satisfied | satisfied | satisfied nor | dissatisfied |dissatisfied
dissatisfied
3. Place
3.1 Location of Raming Lodge Hotel is easily
accessible.
3.2 Raming Lodge Hotel is near community areas such
as market and shopping mall, etc.
3.3 Raming Lodge Hotel is near tourist attractions.
3.4 Raming Lodge Hotel is tranquil and private.
3.5 Raming Lodge Hotel has specious and sufficient
parking lot.
3.6 Raming Lodge Hotel is located in safe area.
3.7 Room reservations can be made via many channels
such as telephone, Internet, etc.
3.8 Information provided in the hotel’s Web Site is
sufficient for decision making.
3.9 Participating in a tourism booth exhibition.

4. Promotion

4.1 There is pamphlet presenting the information about
Raming lodge hotel such as room rate, room styles
and location.

4.2 Advertisement in tour guide book such as City life
Magazine, Chiang Mai Mag, etc.

4.3 Radio broadcasting such as Bug 89.5 FM, etc.

4.4 Hotel’s public relation via social network like
Facebook, Twitter, etc.

4.5 Room price reduction for return customers or

members 10 — 20% of the actual price.
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Customer Satisfaction

Levels of Satisfaction

Very

satisfied

Somewhat

satisfied

Neither
satisfied nor

dissatisfied

Somewhat

dissatisfied

Very

dissatisfied|

4. Promotion

4.6 Having a member card can collect the point

(number of days) and get a free room.

5.People

5.1 Sufficient employees in providing services

5.2 Employees are attentive and enthusiastic in giving

services.

5.3 Employees are polite and well-attired.

5.4 Employees give precise and exact services.

5.5 Employees give well suggestion about tourist

attractions in the area.

5.6 Employees have relevant knowledge in giving

services and are able to fix problems at hand.

5.7 Employees treat customers equally.

5.8 Employees are honest for example the immediate
contact to customers when the customer left their

belongings in the room after checking out

5.9 Employees have good command of English.

6. Process

6.1 Room reservation via website can be done easily

and uncomplicated.

6.2 Customer greeting and welcoming when arriving

Raming Lodge Hotel

6.3 Check-in process is quick and uncomplicated.
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Levels of Satisfaction

$ , v S hat| Neith S hat | Vi
Customer Satisfaction ey |>omewha g omewha ey
satisfied | satisfied | satisfied nor | dissatisfied |dissatisfied
dissatisfied
6. Process
6.4 Room and service charges are accurate.

6.5

Readiness of the rooms for service.

6.6

Room service such as food and beverage delivery is

quick and accurate.

6.7

Cleaning process is quick and meet the standard

6.8 Check-out process is quick and uncomplicated.
7. Physical Evidence
7.1 The Raming Lodge Hotel s sign is visible

7.2

Overall building of Raming Lodge Hotel is clean

7.3

Good atmosphere and attractiveness of Raming

Lodge Hotel

7.4

Proper temperature and well air circulation of

Raming Lodge Hotel

7.5

Decoration in the lobby area is tasteful.

7.6

Cleanliness of restroom in the lobby area

7.7

The uniform of employees is suitable and neat.

7.8

24/7 security system such as security guards and

surveillance camera system, etc.

7.9

Logo of Raming Lodge Hotel is easy to remember

7.10

There is an free escort service from Raming Lodge
Hotel to airport, train station, bus station (Arcade),

etc.
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Part3 Problems found in using service and suggestions

Please mark \/ in the box () in front of the statement that you considered as a problem in using the

service.

Problems in using service of the hotel (answering more than 1 choice is able)

10

11

12

13

14

15

16

17

18

19

20

Raming Lodge Hotel is not renowned.

Room decoration style is not attractive and lack of taste.

Wireless Internet is too slow.

Raming Lodge Hotel has too limited channels in a cable TV provided

Unclean room

Inappropriate room price/ rent is too expensive

Unstable room price in each season

There is no different rate of room for option.

Location of Raming Lodge Hotel is inconvenient to access.

Raming Lodge Hotel is far from community area such as market, shopping mall,
etc.

Raming Lodge Hotel has insufficient parking lot.

Web Site is not informative enough.

Advertisement in touring book such as Citylife Magazine, Chiang Mai Mag, etc. is
insufficient.

Public relation of Raming Lodge Hotel via social network like Facebook, Twitter,
etc. is insufficient.

No member card for collecting the point (number of days) and getting a free room
or it is insufficient.

Insufficient employees in giving services

Employees are impolite and disrespectful.

Employees are unable to give well suggestion about tourist attractions in the local
area.

Employees cannot fluently communicate with English.

Room reservation via website is too time-consuming and involves many processes.
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22
23

24
25
26

27

28
29

182

The rooms are not prepared for prompt service such as a bed sheet is not laid, no
pillow, blanket and beverage provided in the room.

Room service such as food and beverage delivery is slow and mistaken.
Cleaning the room by the housemaid after the guest left is not nice and tidy, and
slowly done.

The Raming Lodge hotel sign is not clearly seen.

Overall atmosphere of the hotel is not good; the hotel lacks of attractiveness
Lobby decoration is not attractive and lacks of taste.

24/7 security system such as security guards and surveillance camera system, etc.
are insufficient

Other (please SPECIfY)....ccvvvriririireiireireceisee e

No problem was found

2. Other suggestions

Much appreciated for your precious time and cooperation in answering this questionnaire
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