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Naresuan University
Bangkok Campus
M.A. Master of Arts in Hotel and Tourism Management
Research Questionnaire
Subject: Customer relationship management of receptionists
affecting the service quality of 4 star hotel in Bangkok
The explanation of research questionnaire.
1. This research questionnaire is a part of the research provided by
miss Sutida Kawchai the student of Master of Arts in Hotel and Tourism Management,
Naresuan University of Bangkok Campus for the study of Customer Relationship
Management of Receptionists affecting the Service Quality of 4 star hotel in Bangkok.
2. The questionnaire has 3 Sections :
Section1 Respondent's general information
Section2 Respondent's perception towards the customer relationship management
of receptionists
Section3 Respondent's perception towards the service quality of 4 star hotel
in Bangkok
3. Please complete the questionnaire. The data will be used for summarization

Thank you very much for your cooperation.

Sutida Kawchai

Researcher
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RESEARCH QUESTIONNAIRE
SUBJECT : CUSTOMER RELATIONSHIP MANAGEMENT OF RECEPTIONISTS

AFFECTING THE SERVICE QUALITY OF 4 STAR HOTEL IN BANGKOK

This survey deals with your opinions of customer relationship management of receptionists
affecting the service quality of 4 star hotel in Bangkok.

Section1 Respondent's general information

Section2 Respondent's perception towards the customer relationship management

of receptionists

Section3 Respondent’s perception towards the service quality of 4 star hotel in Bangkok

Section1 Respondent's general information

(Please X in the appropriate box)

1 Gender: O Male [1 Female
2 Age Group: [JUnder 20 1 21-30 0 31-40
O 41-50 O over 50

3 Highest Education Level:  [] Under Bachelor's degree [] Bachelor's degree
0 Over Bachelor's degree
4 COMBIL. .0rcenonesrrrsrunsesasssssnssnss sonnsd vossdassesssmsmaismssesmgaranspamanms
5 Occupation: O student Ll Government and State enterprise L Self-employed
[]Company's employee  [] Retired [ Others(Please Specify)............cccuvvuuee.
6 What is the purpose of your visit in Bangkok ? [l Tourism [0 Business
[] Offical [J Meeting/Incentive/Convention/Exhibition

[ Others(Please Specify)......cc.ccovviviiriniiniinnini
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Section2 Respondent's perception towards the customer relationship management
of receptionists

Level of agreement

Strongly Agree 5
Moderately Agree 4
Average Agree 3
Moderately Disagree 2
Strongly Disagree 1

(Please X in the appropriate box)

Level of agreement

Customer relationship management of

> > o -

- se BR3P SR BB 8
receptionists sS85 8B 88 5|5 b
52182k 2R 8 | &

= s A A

Database

1 All receptionist collect the primary contact
details of the guest such as address, telephone

number.

2 All receptionists collect personal information of

individual guest such as name, birthday.

3 All receptionists copy your |.D. card or

passport.

4 All receptionists are ask to your requirement

such as smoke, internet.

5 All receptionists are ask to the method of your

payment such as cash, credit card.
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Customer relationship management of

receptionists

Level of agreement

Strongly

Agree 5

Moderately

Agree 4

Average

Agree 3

erately

Disagree 2

Strongly

Disagree 1

Electronic

1 All receptionists use technology for collecting

the personal information of the guest.

2 All receptionists use technology for collecting

the contact details of the guest.

3 All receptionists use technology for services.

4 All receptionists are quick to use technology for

analysing and processing the data of guest.

5 All receptionists show the processed data to

guest by using technology.

Action

1 All receptionists inform the guest about the room

type such as superior room, deluxe room.

2 All receptionists inform the guest of the hotel's

services.

3 All receptionists are sovle your problems

efficiently.

4 All receptionists have a service-oriented mind.

5 All receptionist keep the same standards of

services.
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Customer relationship management of

receptionists

Level of agreement

Strongly

Agree 5

= 2 N
g v |9 o |8 ¢
ewg’gse
2585|838 %

o 9
g 2|2 < |82

Strongly

Disagree 1

Retention

1 All receptionists always follow up the

relationship.

2 All receptionists encourage guest to come

back the hotel again.

3 All receptionists encourage guest to invite

other friends.

4 All receptionists ask guest's comments after

receiving a service.

5 All receptionists inform guest about hotel's

membership.




Section3 Respondent's perception towards the service quality of 4 star

hotel in Bangkok

Level of Service Quality
Excellent Service Quality
Good Service Quality
Normal Service Quality
Fair Service Quality
Poor Service Quality

(Please X in the appropriate box)

108

The service quality of 4 star hotel in Bangkok

Level of Service Quality

Excellent 5

Good 4
Normal 3
Fair 2

Poor 1

Reliability

1 Guest received correct answers from

receptionists such as swimming pool location.

2 The services were given exactly as requested.

3 Guest received the services from receptionists

at the time they promise to do so.

4 All receptionists are always informed of the

time of service such as please wait 5 minutes.
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The service quality of 4 star hotel in Bangkok

Level of Service Quality

Excellent 5

;

Normal 3
Fair 2

Poor 1

Assurance

1 All receptionists have the knowledge to answer

your questions clearly.

2 All receptionists are consistently courteous.

3 All receptionists have excellent English skill or

third language to answer questions correctly.

4 All receptionists advise method of equipment

safely.

Responsiveness

1 Guest receive prompt services.

2 All receptionists are always willing to help you.

3 All receptionists are sovle your problems

quickly.

4 All receptionists are always willing to answer

your questions.
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The service quality of 4 star hotel in Bangkok

Level of Service Quality

Excellent 5

Good 4
Normal 3
Fair 2

Poor 1

Empathy

1 Guest receive the personal attention when they

have problems.

2 All receptionists give your best interest at

heart.

3 All receptionists understand what your

expectations are.

4 All receptionists are respect to guest's benefit.

Tangibles

1 All receptionists have a neat appearance.

2 The lobby area looks clean and tidy.

3 All receptionists use the modern equipment to

render service to the guest.

4 All receptionists use the nice material to render

service to the guest.

Thank you very much



111

RULANNHL

=, s
NWIINENRAIULTADS
AUEIVEUTNITNTANNAWIUAS
nangnsAalAransimingn

- L d
4177 AMINIFIANITLFINTHLALNITNANE
sk sk s ok 3 sk sk ok ok ok s sl 3¢ e ot ok ok ok sk sk ok ok ok sk sk ok sk sk ok sk sk sk sk sk sk sk sk sk ke s ik sk sk okl ke skokokokok ok sk ok ok ok sk sk sk sk sk sk sk

WUURNATED]

-J a v & & ot v o L5 Ao, =
LT8Y ms‘usms‘gnmé’uwuﬁmmwunmumummwm 'nuﬂaqcumwma‘mmwmtmm‘u

AU 4 M9 IMIANTINININAT

= ' 2 =
T Yinuglaendiy

faeidiwidn wagna gian uialae MasAnmsziBygiin wangnsAaansy
wTuAn o uwaneReusAas AUEINELTNITNEININUINAT  LAzAAIRTINNASE
A = 14 o & o & o 2/ dld| a
Fas maBmsgnArduiusaesninandauiudaumia ildegnininnisuiznisaaslsusy

o - = 0 a a Ia
sl 4 a0 lwaangaunnaviuas fatludouniiizeannsniananiinus

= ar &

L] & ¥ 2 9/ -d. & A’l’
RreuawamzianvinuldlideyaielssTanizasmidaiiden

PafUsaIITNAINATN

TRVDUNTEAN

(2. 7. gnBrTuMI WInugI9I0L) APRL]




112

UNANNHDL

] -

| a 2 w o s o s v el
LT84 ﬂ'lﬁll‘i“"l'iﬁnﬁqa’uwuﬁﬂﬂqwunﬂ'\uﬂ’auﬁ‘ud')u“u" NAAAMANTNNITUTNG

12lFIUTNTTAY 4 A1 TULTANTANWUWIUAST

v
dauhn 1 TayadaAna

1

BB e nesmmsammmsmmsarmsmssamessssspassessssasines TNHBTI M scsaiosscsssmscnscannaas sessbmss sxnniesvds pedinaitons

< = -1 o 2/ 2 o L
dout 2 dayananuAafivaawiomieiauiudaumin

1 = L= o 1 = b o g or 2 o v sa a ]
1. NMUNAMUAALUUN msmmmﬂnmﬁuwuﬁmﬂqwum'\umamudquum HANENARAD

AN mNsiENsIaalsaLeNssiY 4 ang iali mszerls

2. MafEmegnidiusassinaudeniudaumidulatie ivnudiudonds Havana

FAAADININNNILIENNTTRTIUTNSEAL 4 A2 uazatinals TUsmensaacing)

]
v =l

(ngadiaAzaInnEnINLm (x) ludes Cudiasindanivinudiugos)



113

= o o ° o a 14 e & o k'3 o L7 =
3. ngonFediduannudrAtyraanistimegnindniudaasminnuieuiudiuminum
vinuiudondn Havanasennninnistiznisraslsnenssiy 4 a0

o e o ' o
(ngaanBasandnidiusaninniigalumsuidindondenngn)



114

UNFUNTHDL

= a [ o o s o s ¥ alat a
L9849 ﬂ'l‘iﬂﬁ'ﬂ'lignﬁﬂﬁ’ﬂﬂuﬁ‘ﬂ’ﬂﬂwun'ﬂ'}uﬂ'ﬂu‘iﬂd'ﬂu‘l«‘lu"l ﬂuﬂ@ﬁ!mﬂ'ﬁﬂﬂqﬁﬂﬁﬂ'ﬁ

212LFIUTNITAU 4 A1 TULLANFIANWANIUAS
d .
dauh 1 TeyadinyAna
4
BB smens o opmanssmmassesernnen o WO RHTI I 5 5 s BB vy

doufi 2 feysnnuAntivzasminauiauiudaumin

= ]

] = = -1 ' a 9 [ % 2 o LT Y
1. MUUAMUAALAUIN ms‘ua‘msqnmﬁ’uwuﬁmmwum'\ummnudowm HANGTNARND

= o & 1
QﬂM‘]‘ﬂﬂ’li“]Ji‘ﬂ']‘a“ﬂﬂQti‘QLLi‘N‘a‘zm.l 4 A1 ‘Hi‘ﬂhl L‘f’ii"lﬁﬂﬂ?

2. mamsgnéduiuseeaminaudanfudaumiidinulartine iviaudiudoads Havina

rapmunHNNsIBENsTeelaausHS AL 4 A0 uazadnals (Weaendaating

1
2 = -

(n'a;mﬁmﬂ?ﬂwmﬂmﬂmn (x) ludas luirviadanvinusiudan)



115

ar

-l o o o - 3 o & o 3 o L =
3. na;mfu?mmmnm'mﬂwryﬁmmms‘msﬂnmé’uwuﬁmﬂqwunmumﬂu?uﬁqwmmu*n

o oo ] =

vinuiudedn HENENSAeANNIHANILENIT18TRUSNIEAL 4 A0

A o

(nzanEeandunsiudannigaliwdundiudoeinangn)



L d’
AMANUIN 9 ATAH Lﬂauuma wuugaunid

A1 AFAULNSA Waann (Cronbach's Alpha Anaysis Test)

Reliability
[DataSet1] D:\Untitled1.sav

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 30 100.0
Excluded® 0 0
Total 30 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Stalistics

Cronbach's
Alpha N of Items

.958 40
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