INANUHIN

86



MANUIN N HUVFOUMUMH N
Ko o X A gy y v a A =
puvaeumwlIaIvie 15 s neumsauANIUDAIY 599 “Anuane 1aved

1 1 1 a a 4 @ o (% o
anfmnfiaedniszaumanaiauimsves Isausuag lu duil 99 1ang Ta suneimzaye 13w ia

o = =Y s A = = = FY AA 1
g3g35117 Tasll dagilszadd iefAnyInInNaNe lavesgnanuneduilszaumsaaia
a a 4 @ o (% o 4 = 2 dy £ Ay v
UsmsvedIsausuaz Ty 81l 99 17anz Ta Suneimzays Saniagaugisil nilldeyai lnaz
o a o 1 1 a3 4 o Aa a 1 g’;
il AamszilunmsanTae liseyaniluvesyanale metlss Teai ludadsnmsminiu

1 o
é}ﬁﬂ‘]&l'liﬂﬂisll’é]ﬂ’ﬂuﬂlgLﬂﬁW%WﬂWHluﬂﬁﬁfJ‘ULL‘U‘Uﬁ’t’J‘UQHJ

a 4
W ITITNI MEAI

WA 521532213

v =K

a Aa o v Y a [ o
uﬂﬁﬂ‘]slWﬂ%ﬂluﬂlﬂiﬂﬂi1’f1i‘]§iﬂﬂﬁ1ﬂiﬂ@ﬂiﬂ1i WHIATYNTAINT

ALY HUVABUNNNINNAN 3 AU

v
1 S

daud 1 Jeyani lvesdmounuuaeuniy

e

2

= Y A A
RV ﬂ'J'UJWQW@GlWU@Qﬁﬂﬂqﬂuﬁﬂﬁﬂu‘ﬂigﬁuﬂ'ﬁ@ﬁWﬂﬂﬁﬂ'ﬁﬂlﬂﬂii\nlju

U QU

vooA
aIuUn 2

2

a 4 Y o [ o 4
agllll BUU 99 U\?ﬂgia DUNBDINIETYY ﬂﬂﬁﬁﬂq51ﬂ§]ﬁﬁ1ﬁ

daui 4 Jynwazdorauonuz

v

o A A A A a o v 1A A ]
NIUINUATDIVINE / aﬂu ( ) nMutaan ?’iiemumaﬂu‘um‘nemmau‘l}ﬂﬁ

voa oy o v
aiIun 1 611agam"lﬂmmgmmmuaaumu

1. e
()1 ¥y ( )2. N

2. 91
( 1. énn 203 ( )2.20-291
( )3.30-391 ( )4. 40-491

87



( )5.50-591) (6. 60 Tl
3. ADUMNANT T
( H)1. Tam ( 2. Ausa ( 3. nedrmte
4. SEAUMSANHIVOINIU
(1. B aanas ( 2. YSanes
( 3. 5aann ( 4. YSyyuen
5. 91BN
(OH1. nwmsmdpaussievie ()2 wiipauusEnenyu
( 3. Uszneugsnedrudrmiag (4. UniFeUAINANY
()5, 19U ( 6. nBemoigy/lildsiau
()7, 819 TUSATEY s

Y1 A ]
6. 3181@@@!,@’81!511’[’)\11’]']1!

( )1. 11731 20,000 VN (' )2.20,000-40,000 VN
( )3.40,001-60,000 VN (' )4.60,001-80,000 VN
( )5. 80,001-100,000 LN ( )6.100,0001 V1NV

7. QUEUUY (TUTATLY oo
9 Y

a o [ o 4 v A a @
8. Gl,umimmnNmmmmmzﬁyﬂ i]\‘lﬂ')ﬂﬁj‘i'l‘]ﬂ@]‘iﬁ'lﬁﬂ‘iﬂu%'lumuvnx‘]iﬂﬂﬂclﬂi

( )1, WIAUAY? ( )2. NVATOVAS?
()3, NV UT IV ()4 1AUYTH
()5 0UY (TUTATEY oo )
] g’; dyd g).: A 1
9. mumtmzﬁyﬂﬂimu,ﬂuﬂimmﬂm
Y Y
()1 A33LIN ( )2.2-4 739
9 9

( )3.5-7039 ( )4. 110NN 7 A

1 [ a o o o 4 ]
10. @ Ingmuaumandunemzaye 3aniagsegisiiluriudonla

( )1, uN3IAY - PUIAY ()2, gy - Ugu1eu
()3. NINYIAN - NUBIBY ()4 9a1AN — FUNAN
( 5. Timiuou (6. 0 (TUFATEY oo

1 Y o d' a 4 ] 1 A ]
11. ‘VI”I‘L!LﬂEJL“]J"IWﬂ‘VIIiQLLSlIﬁSllﬂJi’JHTI 99 ‘]JQﬂ%TﬁiJ"Iﬂi’JuﬂiﬂlliJ

( 1. 198 ( 2. lime (@ l)asude 13)

88



1 Y o ~ a 4 o 3', dald 3/ A 1
12. Muansing Isausyaz ludun 99 11ang Taassidluasanm lug
) )
( )1.1-2A59 ()2 3-4 054
Y Y
( )3.5-6 A9 ( )4. 01NN 6 AN
1 Yo 9 d‘ [} a 4 v 1 9 9 ]
13. mullmummm@gammnuTimiuaz"lmum 99 1730z Ta fuwmmaﬂﬂmq(mﬂﬂmﬂmw 1
o)

(1. vsEmifeyAumumsneadien ()2, ausnuuzii

( )3. WHUWD ( 4. theTayan

( )5. dumesiiia ( 6. mia@e/NIeN/Uneans
()7, AUNWHIY ( 8. aulunusIUTIEMSHUZIN
(9. 81N (TUTATEY. e )

A )] a ¢ ) A Y a Y ! 2
14. Uiﬂ'l'iiﬂﬂ?\ﬁlﬂ\ﬂiﬂlﬁilﬁgul‘JJ’ETLWI 99 179ne Ta M lsusms (@]’f)ﬂulﬂll"lﬂﬂ'ﬂ 1 99)

( )1, 595U-a9 ( )2, 91MITLALIATDIAY
a <3 v I's 1 %

( )3, dumes e/ InsAnnszralsema ( )4. %0 91U 3N

()5 01 TUIATEY oo )

&9



v a v = Y v 1 A a d
aIuii 2 Yoya anuiawalavesgnmaeifadaaiuilszaumsaaausmsveslsasuazly Buis
99 13nzla

Tusaldmdoamng \ lugesseduarey 16un wanelawndiga (s) Wanwelown (4

wanelathunars ) Wawelales (2) anelvlosiga (1)

U =S
F2AUANNNIND]D
adsaruilszaumsnaiansms n | | thu | dew | tlew
o r
figa nag iga

U [y d
adamunansum

1. ANNEIGNINVBIDIATHUAS TIDTIUANUAZAIN

TuTsausy

I~ Y 2 J dy 9y A ]
2. 18 UDU IN1D {ﬂmﬁam ll’ﬁﬂTW’ﬁgﬁﬂﬂllll

anilsn

t4 4 YA o @ a

3. Tsauswiigunsainsesldniuele (o1m
A [ A o ¥ 1 o J v J
1309150 IMA 1n3eainhgu Insdun Insviemi

2 aa sa ¢
LU NI W‘I’ﬂﬁum@ﬁ)

4. gUnsainmoluiesrinannsalfanulaa lidiga

q

vy 3

5. Weatayea Wilasuanilsn uaz hidnau

<
MU

6. ANVAVIYDUAVIUDU uawuauiuﬁ'mﬁn

A YA a A A o
7. 19309 1¥NA U N5 U09 I5ausulieanen
AMWADINT (011 ) uaruy e1avu ulsaiu

Y 2 o
NUBAN )

4 A
8. DINTLUATINTDIAN

9. UIMIHNIA

A a <
10. mmsaum’eﬁmmzuu Wi-Fi

a ' H
11, UsmMmsasedeun

12.05M5505UAINA VDY

90



adsaruilszaumsnarnusms

U =
szAUANNNINB]D

N

=D.
o)
ho)

N

thu

naN

4
Hod

e
@
=

=D.
o)
ho)

Y
AHIIN

15NN 153151

2. 51MAIUINTIO SU-a9

3. 511911 HALIATDIAN

4.U53MsTUUATATAR UM IFTEU

5. ﬂﬁlkﬁﬂx‘]i?ﬂ”lﬁjﬂﬂﬁlﬂ

Y =
ANUADIHUN

1. he¥o T5asw

vy
(%

2. AMVALAINVDINUANAY

PJ
U ] 9 1
3. Timmmagﬁlﬂmmawn%u

2’, 1 k) A ~
4. J5ausuA%0g Inaaaunneung?

9
S.Timsumagmmwm

a Y o [ s I = 4
6. UTNTI0IHOINANI INTANG L'JTJ]’I’G]WI/@LNZ?

a Y a J 3 < 4
7. mmiﬂjayjamaaummmmm"lw

ﬁ11&ﬂ1id’@!ﬁ%3~lﬂ1iﬂﬁ1ﬂ

A 1 ] an A a =]
1.ms Tawanlu@eas wu i3 Ing dumosiiia
W FoNUN Wil To1uNe) Haea1sn1TNoaNne

8¢

2. duaanmaieind s uuungnalsz

[
=

P A 1 ~ Y ! Y
3.Nﬁ3uaﬂﬂiﬂllﬂﬂIﬂillﬂiuﬂ@ﬂlﬂﬂj‘lﬂllﬂgﬂﬂTV]

Wnlsemateauaaaenu

=\ 1 v A Aa o o A ~
4, WUAUNY dIWUN uuzummummmmmmﬂvﬁ

s.amslivansimaslugisuenggnianeuiie?

91




adsaruilszaumsnaiansms

U =
szAUANNTaNDlD

N

1hu

HGEN

4
HoY

Y £ Y Aa
ﬂmyﬂmns/wummﬁ;’flﬁmmi

1. wﬁ’mmmaﬂmwmwhmmjmw ERAR

= 9
L138UIDY

o ~ Yy A Y a ' PR
2. Wuﬂ\‘l1u1Jﬂ’NiJWi@1J‘VI%81ﬁﬂ3ﬂ1ﬁllﬂgﬂﬂ1qﬂ
NUNIN

3. minauiinseneeution gnmeenlou gu

udw usnla nandeusy uaznanmsiaignign
Y

A3

] ~ < ~ (] A 9
4. winaianuanlanvzImmaognAtaue

= A A 9 1 Y Aa 1
tazuaNunszaosos o lalalumslvusnmisun
and

@ a = o A Y
O Wummmaﬂimmumﬁ%um UUSUN ﬁﬁ'ﬂi‘ﬁ
Joyangniaeunu ldeddanu

9] 9 1 (Y] 9) 1
6. winved Isasulinnulalenugndumag
Y Y Y a Y= A
swasuanulsginlalumslvusmsganmieu
I a
WUAUNIAY

@ Y a Y ]
7. ‘IN‘L!ﬂ\‘l”I‘HTNLliﬁ\lslﬁﬂiﬂﬁﬂ’llﬂﬂ’ﬂui’lmiﬁ

o Y a Y EY
8. W‘LlfN”I‘L!T‘NLL’iiJcl‘lri‘Uiﬂ”l’iﬂﬁfJﬂﬂﬂJgﬂﬁm

Y Y a A A v
9. W1!ﬂ\‘i']usU'E)\‘lIi\ﬂliﬂiﬁﬂiﬂ'ﬁl“ﬁ@ﬂ@qﬂ

o Y a 9 d' o J
10. wiinau Iswsuldusmsaeanusedad

11 winnuldsmagndedaauenia

93]/1‘l—!ﬂ156%1Q!!ﬁ$ﬁ1lﬁu®5ﬂﬂm$ﬂ1\‘iﬂ1ﬂﬂ1w

5 ~ < ' o
1. T‘N!,l,‘illilUiiﬂ1ﬂ1ﬁl08ﬂﬁﬂﬂlﬂuﬁ’3uﬁ’3

2. T35 uiMIAnUASUS NSO TUTU

3. ‘]J%L'Jmﬁuﬁellﬂxﬂiﬂuihﬁ$ﬂ1ﬂ

a X AQ =\ ~ Y
4. Ummwumﬂuizmﬂu 138108

5. Tsausuiimsoenuuuanuaane luieann
A28

v o A A <
6. WﬂﬂWﬂﬂl@QIﬁ\ulﬁu qeo1a llllllﬂautﬁllu

92




U =
FzAUANNTNINB]D

adsaiuilszaumsaaanusms nn | wn | 1hue | dew

=b. e
ho)

nael HGEN

9’1’1umiﬁ§1auazﬁuauaé’nymzmanwmw (Gif))

9. v aad lWihusnamuau

10. Anuangvenad Infihneluieann

~ dy A 9 Y
11. Tsqusuiimsoonuuunun lsass ldoda
N AL

12. 15905 uINIANLAIDIAITNEUDNA IS

v Y A
ﬂ1uﬂ53ﬂ?uﬂ1§1ﬂ'ﬂiﬂ‘li

Y a 1 = <
1. ﬂWii‘ViUﬁﬂ’lﬁ@l’l\?ﬂ ﬂJ@QIiQL!iMNﬂUWNi?ﬂLiD
19
ﬁzmﬂhlnﬁmiaum

= gJ/ d‘ 9 o ]
2. Hvuaeu Qou lylunisdiwnvesTsansy Ty
69670 FUFou

a @ =3 9 ~ Y
3.15\“!;51]3Jﬂ’]51]u1/]ﬂ"1193a!a1ﬂg AN uuy

ra

il
9y a Y @ v =K 9 Y
VDHANAIA (N1TIDINDIND UUNHIBYagna1 N3

'
[ o o 1

FUMTIRN9 1azdu)

A Y o

4. NIzUIMMITIARg NN 1Ad19gnd
wegnalszautlymiaigg

= o Y a A d
5. I5qusuuszuunIsIuldusnIs il u
WATFIUAINA

6. Tsausuausoud lu@aignidesison naziing
1 Y
=<

] 1 A a Y Y Y
GIfﬂL“IffJﬂ’JTllllllﬁgﬂ’JﬂG]NG] ‘mﬂﬂﬂlui‘m!ﬂgﬂ‘ﬂillﬂ

= A ] Y Aa ~ Y v
7. l5ausuianudargulumslnuinmsngnaises

UD

8.52UVTNABIANNYADANEVDITTIUTNUAITY
Yaoange

o a A Y VA A
9. IZUUNIFITTNUUANUYNADUASUITOND

vooa v Y A
a3un 4 ﬂﬂluﬁ1 amzmmaummﬂumﬂ‘nmm5

YOUDUNIZAMUAAD VUV TOUD NN

93




MANHIN U !l‘iJ‘iJ%Ti’)‘Uﬂ13~I5]TH1éJQﬂE|B

Questionnaire

This questionnaire is designed for the independent study on “Customer Satisfaction towards
Service Marketing Mix of Lamai Inn 99 Bungalows, Koh Samui District, Surat Thani province”
with an aim to acquire necessary data for analysis. Collected data shall be analyzed in an overall
view and personal detail of respondent is omitted to be revealed. This questionnaire shall be used
for the academic purpose only. Please provide your kind cooperation in completing it.
Mr. Jirarote Sastra
Student Code 521532213

Executive MBA student, Samut Sakorn Province

Directions: Questions are divided into 3 parts.
Part 1: General information
Part 2: Information oncustomer satisfaction towards service marketing mix of
Lamai Inn 99 Bungalows, Koh Samui District, Surat Thani province

Part 3: Comments and Suggestions

Please put / in () in front of your answer or fill in the blank.
Part 1: General information of the respondent
1. Gender

( )1.Male ( )2. Female

2. Age
(' )1. Under 20 years old (' )2.20-29 years old
(' )3.30-39 years old (' )4. 40-49 years old
(' )5.50-59 years old ( )6. Over 60 years old

3. Marital status

(' )1. Single ( )2. Married (' )3. Divorce/Widow
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4. Education
(' )1. Undergraduate ( )2. Bachelor's Degree
(' )3. Master's Degree (' )4. PhD.

5. Occupation

( )1. Official / State enterprise employees (' )2. Company employees

(' )3. Business Owner/Trader (' )4. Student

(' )5. Unemployed (' )6. Retired

( )7. Other (P1eaSE SPECILY ....cuvevieviiiietictecteeete ettt et ettt ettt eae et ve e eaeeveeaeseaea )

6. Monthly Income

( )1. Lower than 20,000 THB ( )2.20,000-40,000 THB
( )3.40,001-60,000 THB ( )4. 60,001-80,000 THB
( )5.80,001-100,000 THB () 6. More than100,0001 THB
7. Domicile (P1ease SpeCify.........oviuiriririi e e eeeeeeaant)

8. In this time of traveling to Koh Samui district, Surat Thani province, you are accompanied by

( )1.None ( )2. Family members
(' )3. Colleagues ( )4. Couples
()5. Other (P1ease SPECITY....cucuirieriiereiiietiieteeerert ettt e re e eebesseaeeas )

9. How many times have you visited to Koh Samui ?
( )1. Itis 17 visit. (' )2.2-4 times
( )3. 5-7 times (' )4. More than 7 times

10. When do you usually travel to Koh Samui?

(' )1. January - March () 2. April - June
(' )3. July— August () 4. October —December
(' )5. Uncertain period ( )6. Other (Please specify......ccoveveevenenee. )

11. Have you ever stayed at Lamai Inn 99 Bungalows?
( )1.Yes, I have. () 2. No, I have not. (Please go to Question no. 13)
12. How many times have you stayed at Lamai Inn 99 Bungalows (including this current stay).
( )1.1-2 times ()2 3-4 times

(' )3. 5-6 times (' )4. More than 6 times
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13. How do you learn about Lamai Inn 99 Bungalows? (Multi choices can be chosen.)

(' )1.Tour company/Tour agency ( )2. Recommendation from friends

(' )3. Brochure (' )4.Banners

(' )5. Internet ( )6. Books/Journal/Magazine

(' )7. By passing through ( )8. Suggestion of people working in the

government units
(1 )9. Other (P1eaSe SPECILY.....ciiuivriiiieiieticieietete ettt ettt ettt ess et eteebe s essereereas )

1 4. Which kind of services do you take from Lamai Inn 99 Bungalows? (Multi choices can be

chosen.)
(' )1. Transfer service (' )2. Food and beverage
(' )3. Internet/Oversea call ( )4. Laundry service
()5, Other (P1eaSe SPECILY.....cuiiviiriiereeteeticieeeteete ettt ettt ee et et esean e ereas )

Part 2: Information on the customer satisfaction towards service marketing mix of Lamai Inn
99 Bungalows, Koh Samui District, Surat Thani province.

Please put \/ in the selected level of your satisfaction on the following items.

Level of Satisfaction

Service Marketing Mix Factors
Highest | High | Fair | Low | Lowest

Product Factor

1. Beautiful building and hotel facilities.

2. Clean bed, sofa and wardrobe.

3. Modern facilities to be provided (such as air
conditioner, water heater, telephone, television

with cable TV and furniture).

4. Good condition of room facilities.

5. Clean bathroom without stain and bad smell.

6. Comfortable mattress and pillows.

7. Sufficient toiletries offered (such as soap,

shampoo, toothpaste and towels).
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Service Marketing Mix Factors

Level of Satisfaction

Highest

High

Fair

Low

Lowest

Product Factor

8. Food and beverages.

10. Wi-Fi service.

11. Swimming pool service.

12. Airport transfer service.

Price Factor

1. Rate of hotel room.

2. Charge for airport transfer.

3. Food and beverage cost.

4. Credit card payment service.

5. Room rates shown.

Place Factor

1. Hotel’s Sign

2. Convenient location of the hotel.

3. Location near the community area

4. Location near tourist attractions.

5. Location at the beach-front.

6. Acceptance of reservation done via telephone,

website/email.

7 . Availability to access hotel information through

the hotel’s website.

Promotion Factor

1. Advertisement on media such as television, radio,

internet, newspaper, guidebook, tourist magazine,

and etc.

2. Room discount for regular customers.
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Service Marketing Mix Factors

Level of Satisfaction

Highest

High

Fair

Low

Lowest

Promotion Factor

3. Discount or tour package promotion for regular

long-stayed customers.

4. Distribution of free copies, including brochures

and publications on tourist attractions.

5. Special price for low tourist season.

People Factor

1. Polite, clean and neat dress of hotel staff.

2. Readiness of hotel staff to provide immediate

services to customers as required.

3. Gentle, polite and friendly manner to hotel staff,
who always deliver greeting and farewell to

customers.

4. Full willingness and enthusiasm of hotel staff to

assist and serve customers at all times.

5. Clear explanation, suggestion or answer to

customer inquiry as provided by hotel staff.

6. Attention of hotel staff with impressive services
provided to individual as if he/she is the special

customer.

7. Rapid services as offered by hotel staff.

8. Accurate services as offered by hotel staff.

9. Reliable services as offered by hotel staff.

10. Honest services as offered by hotel staff.

11. Equal services to different customers.

Physical Evidence and Presentation Factor

1. Quiet and private atmosphere.

2. Shady decoration around the hotel.

3. Clean service area.

4. Tidiness and well-arrangement of service area.

5. Beautiful interior of the hotel rooms.

6. Cleanliness of the hotel rooms without bad smell.
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Service Marketing Mix Factor

Level of Satisfaction

Highest

High

Fair

Low

Lowest

Physical Evidence and Presentation Factor (continued)

9. Light along the pavement.

10. Light in the hotel rooms.

11. Appropriate design for utility spaces.

12. Beautiful hotel exterior.

Service Process Factor

1. Rapid services.

2. Easy and uncomplicated process and conditions

to stay at the hotel.

3. Accurate record without error (including room
reservation, customer data record, response to

customer request, and etc.)

4. Accurate process to offer solutions to

customers.

5. International standard of hotel operation

process.

6. Solutions for customer complaints with
compensation made for any inconvenience caused

by the hotel.

7. Flexible services for customer requests.

8. High security system of the hotel.

9. Accurate and reliable payment system.

Part 3: Comments and Suggestions

Thank you for your kind cooperation.
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