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ABSTRACT

The objectives of this study are to assess the customers’ expectations and their perceptions
of the service quality of front office staff in five star hotels. Based on the SERVQUAL instrument
(Zeithaml, Parasuraman & Berry (1990), service quality consists of five dimensions and
questionnaires were collected to obtain relevant date. A total of 341 valid questionnaires were
collected from 208 Thai and 133 international customers at 26 different five star hotels.

The findings of this study indicated that both Thai and international customers’
expectations and perceptions of the service quality of front office staff are high. However, in terms
of “tangibility”, international customers were not satisfied with the contract service time, expertise
and problem solving abilities of front office staff. Furthermore it has been found that customers
were dissatisfied with the overall “Responsiveness”, “Assurance”, “Dimension”, “Empathy” and
“Tangibles dimension”.

In addition, the results of this study also indicated that, with a statistical significance of
0.05, there was no difference between Thai and foreign customers’ perception of service quality of
front office staff in the five star hotels.

Keywords : customer expectation, perception, service quality, five star hotels
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NO. @

@ Foreign tourists

QUESTIONNAIRE

Customer’s Expectation and Perception of the Service Quality

of Front Ofhce Staff at 5 Star Hotels

This Survey aims at evaluating the Expectations and Perceptions of the Service Quality of Front

Office Staff at 5 Star Hotels in Thailand. We would appreciate if you could contribute any facts and

useful information by filling out the questionnaire. The information provided will be treated confidentially

and will be used solely for the purpose of academic research.

Thank you very much for your kind cooperation.

Hotel & Tourism Studies Department, Siam University.

Part 1 : Personal Data

(Please mark ¥ in to O that matches your information the most)

1. Nationality L1 Asian L1 European L UK

0 American [0 Scandinavian [0 Oceania

[J Others (Please SPECIfY) ....ceuiuieeiiiee et
2. Gender O Male O Female
3. Age L1 Below 20 years old 120 - 39 years old

140 - 59 years old

[J Over 60 years old

4. Marital status

O] Single O] Married

[] Divorced [ Separated

5. Education

O High School

[ Master’ s Degree

[ Bachelor’ s Degree

[ Doctorate Degree

6. Occupation

J Government Official

[ Private Organization Employee

J Owner /Private Business [J Retired

0 Housewife

[0 Others (Please SpecCify) .....cccccevevreeeenenennns

7. Income per month

O Below 1,500 US$
02,501 — 3,500 US$
O Above 5,000 US$

01,501 - 2,500 US$
0 3,501 — 5,000 US$

8. How many times have you previously stayed at 5 Star hotels

1 time

] 4 times

]2 times [J 3 times

[J more than 4 times

9. How many nights are you planning to stay at this time?

1 1 night 1 2 nights 1 3 nights
1 4 nights I more than 5 nights
10.Purpose of trip ] Vacation (] Business I Visit Family
1 Honeymoon L1 Seminar U1 Others (Please specify)

11. How did you book your hotel?

I by travel agency
I by email
[ Others (Please specify)

[ by hotel website
[ by Telephone




Part 2 : Survey of your expectations and perceptions towards service quality of Front Office Staff at

5 star hotels.

Please mark ¥' The choice number which mostly explains your expectation or perception

The score level are from low to high 1 =lowest 2 =low 3 =moderate 4 =highand 5 = highest

Level of Expectation

Level of Perception

Dimension

lowest

©

1)
BE-C

@
9-8%

€
@ @ @

@) highest

lowest

o)
3‘55

o]
2'8-_8’

€
® 6 0

@ highest

1.Tangibles

1.1 The staff are well dressed appropriately
and uniform is clean suitable for high

grade hotel.

1.2 The staff provide service with courtesy

and friendliness.

1.3 The staff have good personality.

2. Reliability

2.1 The staff can provide services as

promised

2.2 The staff can provide services at the

scheduled time.

2.3 The staff can provide services correctly,

appropriately and reliably.

2.4 The staff specialize in providing

services.

2.5 The staff have skills to solve problems.

3. Responsiveness

3.1 The staff are ready to provide services.

3.2 The staff are willing to provide services.

3.3 The staff can provide services quickly.

3.4 Front Office has enough staff to provide
services to meet customers demand

thoroughly.

3.5 The staff can respond quickly to each

customer’s need.

3.6 The staff can respond to answer the

questions of customers.

4. Assurance

4.1 The staff have the professional skills anq

ability to provide services.




Level of Expectation Level of Perception

L 2
B = 2| @ = 2
. . o = o = o)) > = o) < )
Dimension = 8 g 2 5 s 5 3 2 5
O © 0 ® /0 6 6 0 6

4.2 The staff are able to communicate
effectively and are confident in giving

services.

4.3 The staff are honest when providing

services.

4.4 The staff provide services with courtesy

and friendliness.

4.5 The staff provide services to make

customers feel confident and secure.

5. Empathy

5.1 The staff provide services with care.

5.2 The staff pay attention well to the
customers and provide services

individually as requested.

5.3 The staff provide services to meet

customer’s needs.

5.4 The staff understand specific needs of

customers.

Part 3: Comments and suggestions to develop service quality of the Front Office Department.

1. What impressed you most about the service at the Front Office here?



	01_cov.pdf
	02_ack.pdf
	03_abs.pdf
	04_tbc.pdf
	05_ch1.pdf
	05_ch2.pdf
	05_ch3.pdf
	05_ch4.pdf
	05_ch5.pdf
	06_ref.pdf
	07_app.pdf
	07-1 Questionnairs_Hotel (T).pdf
	07-2 Questionnairs_Hotel (E).pdf

