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5507703 : MAJOR: MASTER OF BUSINESS ADMINISTRATION;M.B.A (MARKETING)

KEYWORD : HOLIDAY INN RESORT PHUKET, SATISFACTION TOWARD SERVICE
PORNLARP PRAYOTAMORNKUL: FACTORS THAT EFFECT ON CUSTOMER

SATISFACTION TOWARDS SERVICE OF HOLIDAY INN RESORT PHUKET. ADVISOR :

SASITHORN NGUANPHAN, DBA., 103 p.

The purpose of this independent study is to study demographic factors, marketing mix and
service quality factors that effect on customer satisfaction towards service of Holiday Inn Resort
Phuket. Questionnaire were used to collect data by utilizing a set of questionnaire with a group of 400
targeted samples who are foreigners and Thai tourists or hotel/accommodation users with age of
twenty at least. They are well known about the hotel and/or used to use its services before. The
researcher used various methods to analyze the data. The researcher used descriptive statistics to
describe the frequency, percentage, average and standard deviation. The inferential statistics were

used to analyze t-Test, F-test and Chi-square with 0.05 significance level research appears as follows.

The result show that most of the respondents were male, with an age above 50 years old, with
a bachelor degree, with an average income between $4,001-$5,000, are working as an employee in
private company and most of them are married. The opinions on the marketing mix indicate that
process and physical evidence are the most important levels while product, price, place and
distribution channel, promotion and advertising and people or staffs are very important levels to
impact on their satisfaction. Also, the service quality factors, consisting of tangible aspects, reliability
aspects, responsiveness aspects, assurance aspects and empathy aspects are the most important levels

to impact on their satisfaction as well.

For hypothesis testing, the result show that the demographic factors, consisting of age,
income, occupation and marital status in different level effect on customer satisfaction towards
service of Holiday Inn Resort Phuket while the demographic factors of gender and education level has

no effect on customer satisfaction towards service of Holiday Inn Resort Phuket. Beside, all the



marketing mix and all the service quality factors effect on customer satisfaction towards service of

Holiday Inn Resort Phuket at significant level of 0.05
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Customer Satisfaction Questionnaire

The factors that effect on customer satisfaction towards service of

Holiday Inn Resort Phuket

Explanation

This questionnaire is a part of Independent Studies; Master of Business
Administration for Executive from Rangsit University, Bangkok. The main objective is
to study “ The factors that effect on customer satisfaction towards the service of
Holiday Inn Resort Phuket . This research is precisely an academic research which is
not made for any sponsoring firms or made for any marketing purposes. This
information is for education only, then answers will not affect the respondents. The

result of this research will be the overall view only.

There are 4 parts of this questionnaire :

Part 1 : The questionnaire is about the information of demographic.
Part 2 : The questionnaire is about the customer satisfaction in marketing factors.
Part 3 : The questionnaire is about the customer satisfaction in service quality.

Part 4 : The questionnaire is about the customer satisfaction in using service of the

hotel.

I would appreciate your time to complete this questionnaire and all information

received which will be in confidence.
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Part 1 : The questionnaire is about the information of demographic.

Please read the following statement and place‘/ in the box which is most accurate.

1. Gender
1. Male 2. Female

2. Age
1. 20-29 years old 2. 30-39 years old
3. 40-49 years old 4. Over 50 years old

3. Education level
[11. Under Bachelor degree [2. Bachelor degree
3. Higher than Bachelor degree

4. Income per month (US$)

[J1. Less than $1,000 [12. $1,000-82,000
[]13. $2,001-83,000 (4. $3,001-$4,000
[Js. $4,001-85,000 [J6. Over than $5,001

5. Occupation
(1. Student (2. Government officer
[ 3. Company employee 4. seif employed
Cs. Others....oovvoveveien

6. Marital Status
1. Single [2. Married

I:I 3. Divorce



Part 2 :The questionnaire is about the customer satisfaction in marketing factors.

Please read the following statement and place v in the box which is most accurate.

2.1 | The hotel's reputation is well-known

2.2 | Variety of room type for staying

2.3 | Amenities in the guest rooms and hotel

2.4 | Efficiency of hotel's staff

2.5 | The room rate is clearly stated.

2.6 | Price for food and beverage

2.7 | Hotel room and service are value for

money

2.8 | Room pricing when compared to other

hotels in the same area

2.9 | Convenient location to major tourist

spots and shopping or business area

2.10 | Convenient route to hotel and ample

parking space

2.11 | Efficiency of hotel reservation system




2.12 | Advertisement and Public relations of the

hotel on any media

2.13 | Regular inform hotel news and

promotion to client

2.14 | Hotel provide membership card to get

hotel benefit

2.15 | Provide hotel package rate to the client

2.16 | Service staff is quick to respond to the

requirement

2.17 | Multi-lingual skill of staff

2.18 | Service staff is willing and enthusiastic to

attend to guest needs

2.19 | Service staff has a good knowledge of the

hotel

2.20 | Efficiency of hotel reservation system

2.21 | Efficiency of check in/out

2.22 | Efficiency of service staff to respond any

requirement
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2.23 | Efficiency of security system in the room

and hotel

2.24 | Overall ambience of the hotel

2.25 | The decoration of room and hotel

2.26 | Cleanliness of room and hotel

Part 3 :The questionnaire is about the customer satisfaction in service quality.

Please read the following statement and place v in the box Whi'ch 1S most accurate.

3.1 | The quality of guest rooms

3.2 | Suitable uniform of the hotel's staff

3.3 | Cleanliness quality of the room and hotel
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3.4 | The quality of amenities in the hotel

3.5 | The accuracy of hotel booking by
reservation officer

3.6 | Speed and accuracy of Check in/out

3.7 | Advertisement and Public relations are
conform with the hotel

3.8 | Reliability in reputation and image of
hotel

3.9 | Service staff is quick response to any
requirement
3.10 | Enthusiasm and willingness of staff to
provide service
3.11 | Sufficient of number of hotel staff
3.12 | Staffis courteous during their service

3.13 | Assurance of safety and security while
staying
3.14 | Assurance of service ability from hotel's

staff
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3.15 | Assurance of standard service from

Holiday Inn chain

3.16 | Staff always pay attention to the guest

needs

3.17 | The hotel staff can fully understand the

specific needs of the guest

Part 4 :The questionnaire is about the customer satisfaction in service quality.

Please read the following statement and place % in the box which is most accurate.

4.1 | Overall satisfaction of the hotel and the

room

4.2 | Overall satisfaction of the staff service

4.3 | Overall satisfaction of the amenities

4.4 | Overall satisfaction of the service in

terms of value for money
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