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ABSTRACT

Title : The Relationship between Service Quality and Customer Satisfaction of using

the Westin Grande Sukhumvit Hotel

Author : Mr. Naruephan Klinkhajorn

Degree : Master of Business Administration

Major : General Management ? _S_!

Independent Study AdVISOT : v icininiiiinii i G . )J rﬁng ..................

This study aimed to examine relationships between service quality and customer
satisfaction of customers using services at The Westin Grande Sukhumvit. A total of 400
participants were randomly selected from those who had used the services at the hotel. Statistics
tools used in the analysis include frequency, percentage, mean and standard deviation, Analytical
statistics tools were used to compare and analyze the relationship in this study. T-test was utilized
as a tool 1o test the hypothesis.

The findings indicated that the majority of the participants were 41-50 years old males,
married, finished at least a Bachelor's Degree and earned at least 1,001 — 2,000 dollars per month,
In terms of service quality influencing customer satisfaction, reliability ranks first, followed by
tangibility, assurance, responsiveness and empathy, respectively. In terms of customer
satisfaction, customer preferred the services at the “excellent” level. When considering at each
dimension, the three most favorable factors ranked as follows: 1) staff provided services with
attractive speeches and manners, 2) price were standardized and appropriate, and 3) staff was
friendly and served with service mind, respectively. The tested hypothesis indicated that
tangibility, responsiveness, assurance and empathy affected customer satisfaction at a signilicance

level of 0.05.

Keywords: Service quality, Customer satisfaction, The Westin Grande Sukhumwvit
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Questionnaire

Title: The Relationship between Service Quality and Customer Satisfaction of using the

Westin Grande Sukhumyvit Hotel

This questionnaire is a part of Independent Study (IS)
Master of Business Administration (MBA), Siam University

The data will be used only for research about the benefit of education.

Explanation: This questionnaire divided into 4 parts as follows;

Past 1: General information about respondents

Past 2: Information about service quality factors affect to customer satisfaction of using
the Westin Grande Sukhumvit Hotel

Past 3: Information about customer satisfaction of using the Westin Grande Sukhumvit
Hotel

Past 4: Suggestions and comments



Past 1: General information about respondents

Explanation: Please mark / into the box ] that matches your comments truthfully as possible.

1. Gender
L] 1) Male " 2) Female

2. Age
[ ] 1) Less than or equal to 20 years []2) Age 21 - 30 years
[]3) Age 31 - 40 years [ ] 4) Age 41 - 50 years
[]5) Age 51 - 60 years [ ] 6) Over than 61 years

3. Marital status
] 1) Single
"] 2) Married
[ | 3) Divorced / Separated
4. Education level
[ ] 1) Undergrad Degree
"1 2) Bachelor
[ ] 3) Higher than bachelor's degree
5. Average monthly income
[]1) Less than $ 1,000 [12)$1,001 - $2,000
[]3) $2,001 - $3,000 ] 4) $3,001 - $4,000
] 5) $4,001 — $5,000 ] 6) Over than $5,001



Past 2: Information about service quality factors affect to customer satisfaction of using the
Westin Grande Sukhumvit Hotel
Explanation: Please answer all questions. By marking / in the box that corresponds to your most

important level

Priority
. . 2
Service Quality Factors - = s @ -
S| 2| 2| E| 8§
=| = § = =

Tactile

1. The atmosphere in the hotel is beautiful, clean and

comfortable.

2. Beautiful decoration and interesting

3. The dress of the staff is beautiful, modern, looks standard.

4. The landscape around the hotel is neat, comfortable, safe

to look at.

5. The room looks clean. Orderly and perfectly proportioned

Suitable for using the service

Reliability

6. Received awards from reputable institutions or agencies

7. Obtained a legitimate hotel business license.

8. There are recommended reviews from people who have

used the previous service.

9. Have been ranked in good grades with excellent grades

10. Conducting business for a long time

Response

11. Providing fast and convenient booking service

12. Can provide services that customers need within a short

time




Service Quality Factors

Priority

Most

Most

Most

Most

Most

Response

13. Solve the problems of customers in a straightforward

and timely manner.

14. Provide excellent advice on how to use the service

15. Spending time checking in the inn or fast check-out does

not make customers stay long.

Confidence

16. Has standardized and accepted service standards

17. With safety in life and property in using the service to stay

with the hotel

18. Have enough staff to provide services at all points of the

hotel

19. There is a 24-hour security system and an emergency

button to call employees in the event of an emergency.

20. In a convenient location when there is an emergency

Caring

21. There are staff available to provide adequate service at all

times.

22. Employees provide assistance to the trade without

requesting.

23. Staff give advice to customers every time when

customers stay.

24. Employees are helping to check the assets of customers

before customers check out.

25. Employees take care of customers regularly.




Past 3: Information about customer satisfaction of using the Westin Grande Sukhumvit Hotel

Explanation: Please answer all questions. By marking / in the box that corresponds to your most

important level

Priority

Customer satisfaction

Most
Most
Most
Most
Most

26. Staff are willing and friendly.

27. The environment both inside and outside the hotel is safe

and convenient.

28. Neat room atmosphere Clean, orderly, standardized

29. The hospitality of the hotel and staff create an

impression of using the service.

30. With strict security at all times

31. There are a variety of hotel services to choose from.

32. Room rates are standard and appropriate.

33. The dress of the staff is neat, clean, beautiful.

34. The staff provide verbal and verbal services that are

attractive.

Past 4: Suggestions and comments

Fkkkkkkkkk* Thank you for answering the questionnaire®*#¥ %% ¥k kkkdidik
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