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Thesis Title Customer Satisfaction Study On The Thailand-Malaysian Border Hotel: The Case

of Grand Oliver Hotel, Samnakkham, Sadao District, Songkhla Province

Researcher Mrs. Nutthida Wankaew Academic year: 2015
Degree Master of Business Administration Program in Business Administration
The advisors 1. Assistant Professor Dr. Pongsak Thongnueakhaeng

2. Dr. Thanit Thinnam

Abstract

The research aim were (1) to study the general information of customers visiting
Thailand - Malaysia border hotel located on Sadao district, Songkhla province, the Grand Oliver
Hotel, (2) to study the level of quality service expectation and perception of these customers, and
(3) to study the satisfaction of these customers. This was a quantitative research. Data were
collected from 400 Thai and foreign hotel customers. The research tool was 48-item
questionnaire. Data were analyzed by a software package used for statistical analysis (SPSS). The
statistical technique used were frequency distribution, mean, standard deviation, t-test, F-test and
Scheffe’s multiple comparison test.

The results showed as follow:

1) The major group of customer were female, 31 to 40 years of age, undergraduate,
government officer, 2001 to 3000 RMs of income, foreigner, and recreational traveler.

2) The overall customer expectation and perception on the hotel quality services were
high. The customers with different education and income had different expectation of the hotel
quality service. And the customers coming from different hometown had different perception of
the hotel quality service.

3) The customer satisfied the hotel quality service.
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1. msmummdeyadoiunmig lvesgndrnunldusnig Tsausuy 1dun me o1g

Y Ao

saumsany 013w 51018 giiduu naztagiszasAns@unie inuuuaeDawABUR 1 7

o I A 1 {
NanvuzunuuaI19@9UI18n15 (Check List) 1935n1311A192100 (Frequency) tagagil
<3 1

ponuiluA13esaz (Percentage)

o 9 [ [ Y a 9 ~ 9

2. MIMUIUTDYAANIUAIANT LaZMITUIABAUN NI THUTMIVDIgNAINNT 1%

a A g’/ 1T A = A R o a 4

V33 lsausuiiaseguinaaeuanlng — vuaide: nsaiany1 159su unsua loanos

[ U
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Uszu1mA (Rating Scale) 1$35MIMIAURNDY (Mean: X) tazma boununIATFIU
(Standard Deviation: S.D.)
P o v 91 Y a Y A 4
MafFeumeunnumandy  tazmMssuiaenumnms IHusmsvesgnimnunly
a s a ¢ o ) & Y Y a
vims lsausuunsua  Tednes Swunmudeyaaaiummna lvesgndinunldusms Tsausy
Y A o Y a J 1 Y 1 a 4
Aune taziau Taglensinsenanuuana1nIe test @IUMIAATITHANNN S5
= Y A A 4 1 o I 1 Y 1
NIRBIAY F-test (One -Way ANOVA) pansznanuuanasvosulsitlusiengy ldun
o = = Y [ 4 a = 1 a 4
01y szAUMIANE1 013 31014 uazdagUszasdmaAuNIe NIANLANNIANAINIZAATIZH
] I ' 2 [l X
nFeuisuanuuanaailusegonnislaeldisveusil (Scheffe’ Analysis) Fuiluliay
@ < Aav Y A
Taniseaesamsiteden 2
aaa a 4
3. gdan 1 lumsinsizidoya
QQd' EX d‘ =1
3.1 @0an15luaIHIgu MU UATBID
3.1.1 mannlszaninmannuaeandos 10C) vesuuuasunn Tasldgas

[ a

Y
Al (Wagy Woar3, 2549)

YR
a3 OGS Saruss>
N

A (= 9 ' 9J o 1% I o
e I0C unu @]GH‘L!ﬂ??nﬁ@ﬂﬂﬁﬂﬂigﬁ’ﬂ\ﬂlﬂﬂﬁﬂﬂﬂﬂﬂiglﬂuﬁaﬂ
a < A y
ZR LUNUY N'ﬁi')llellf]\iﬂgLL‘L!‘L!ﬂ'J'IlIﬂ@LWHﬂJ@\?éj!,%fl'mﬂfgﬂﬁﬁﬂﬂ
] E2
N Ui Uy nae
a (= 9 A A éj
UYL ANUAANUUBDINTTUMTHITEIVIY WA 10C > 0.5 Gu‘u“lﬂ
a 4 4 o
3.1.2 ﬂTi’JLﬂiWZﬁﬂWﬂﬂﬁJ!‘%ﬂﬂJu (Reliability) Ellf’NLLUUﬁ@UﬂTNIﬂﬂi%@ﬁiﬂ?iﬁ?

a

mauseansoan (Alpha Coefficient) MUITVBIATOUVIA (Cronbach, 1970: 126)

=

4 Ao A
Wo O =  ANUFDNUUDUATONI
o Y o d’ A
N =  §UIUYfMI0IuUeaUAI 09l
I
s’ = anwlsdsawilusiede
I 4 [
s’ = anuwlsisruiluasesiieda
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'd 1
ayl adulseansueavhiindlng 1 uaash uuugeunwImATIEDE 18
' A 4 = s o 9 2 1 v o & 9
g aanuyeludunuyineonsuld > 80 yu'll uazannudunusvewuuaounmedo
Y
> 30 Au 11 (@3%0 Nmayas tagame, 2553)
3.2 ADATINTTUU (Descriptive Statistic)
32.1 A3oea (Percentage)
3.2.2 MIUINUAIAIAND (Frequency) Mudalldaingas (Ygyaw fidzen,

2545:101)

ans P = i><1OO
n

A Ty
e P LUNU AT
AAy 2 Y
f LNUY ﬂ’JnJiWW]’ENﬂﬁ!,L“lJﬁ\‘IL‘]JuS@EJ@S,’
Tty
n LY ﬂ"maummamwm

323 Aazuuumag (Mean) sy ldnngas (Uusy Aiazein, 2545: 102)

D X

n

de | X unu Aziiumae
Yx AN HaTIWRIHLAvEdAZILL
N NN UIUNGNAIDYN
324 mAnndeuuuinAsgn (Standard Deviation) A ldangas (yayy

A3d2019, 2545: 103)

V22X —X)’

n

qn3 SD. =

o S.D. unu MaeununATgIu
v
XX UNU HATININNAYBIAZIUY
9
2 Y WaTINNINUAYDIAZUUUINMAIT 0

noUNY PUIUNGNAIDEN
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Aaaa a aa a a 4
33 ananldmageuauudAgIu 1¥adaFeunIY (Inferential Statistics) AATIZH

) A Y 1
VDYAUNDINATDUNINTYIU "kmm

a Jd 1 4 1
3.3.1 AnTIEHAM (Independent Sample: t-test) NONATBUANULANAIL VO

@ ! ' { g a 1w J 4
awsnd 2 nqu nilludaszaony 1dun ma ldgas asll

X1 T X2

t= :df=n +n, —2
(n]—l)sf+(n2—1)s§ 1 4 1

n +n —2 n n
1 2 1 2

et unW- MANARIINATOUAUUATIU (t-test)

(VY AZUUNINAIYDINGNAIDY NN 1

Xi
Xz UNY ASUUUIRASYDINGUAIDE1IN 2
2 R VoA
s, unu anuunlsisiuvesnzuuulungudiediei 1
2 R VoA
s, uny anunlsilsiuvesazunulungudiedian 2
n,  unu A lunqualeean |

n, uny fuanlunguaiedian 2

a EaRl a 4 =
3.3.2 unsizraueil (F-tesh MsiaT1znaundslsiuniafe) (One -Way
Analysis of Variance: ANOVA) iflonagounauuana1duosaanlsniininnii 2 ngu ldun
o = = Y] 9 . . Y =X
1 sEAUMIANE 0130 51018 wazan 1w 19gas (Hinkle, Wiersma and Jurs, 1982 819411
Y
91 NU90Y, 2551: 71) Aail

MS
M Sy

F =

WMo F uny aadalumsuanuaauuen (F-Distribution)
MS, unu anuulslsiusgriengu

MS,, unu anuulsdsiumelungu
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1 [] v o w aa g 1 a 4
AIUNVANULANANDENNTBd1IAYNIIa ATl uTenguIzIIATIZH

1 ' I ' g I, [l
nieufeuanuuanassienguilusiengdnaslaeleaisavil (Scheffe’ Analysis) 19gas

(Hinkle, Wiersma and Jurs, 1982 8198411 01g #iu9309, 2550: 71) Al

Gy
(K—1)Ms_ L+L
n n;

N ' aadq ¥ H
1o F ouny  anadanlsfseumeunyguveasil

(J o a o aaA a < Y
1319 8 ﬁ'?ﬂ@l'ﬂllﬂiﬂ?ﬂuﬂﬂﬁ@ﬂﬂ’]ﬂ AININUNITIVY Lmzﬁﬂ@ﬂl%ﬂWﬁﬁminWﬂ]@Hﬁ

o lﬂ' U an
anun Hamsans Measure aan

Y O'J Y d‘ Y
mouil 1 doyaaeun i livesgnainianly

UINMS 159053

- WA Nominal AR (Frequency)
- 91Y Ordinal Mfevay (Percentage)
- SETAUMIANE Ordinal
- DN Nominal
- swidmasdemou Ordinal
- gidmn Nominal
- YegUszaAmsiAuma Nominal

a

4

@ouNl 2 YoanNUMIAKII HAZNIIILS

a

ARNMNINMIIHUINS

- gl LI RERTERIRE] Scale Aunae (Mean: X)

- SunmniiFeievesmsusms Scale mdniieanunasgiy

- MUMIADUAUDIANINADING Scale (Standard Deviation: SD.)
"IJENIZJS:‘:'/ VUM Independent Samples t-test

- aanuinede Scale One-Way ANOVA

- Suanuelala Scale
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ANURAY (Mean)
AAMUTGAVUNINTF IV (Standard Deviation)
an d' 9 =3 1Y 1 Aa A
adanaaeun lslisuMeunuAINGANMILINUAWLY F 1iN0

nIuANUtsd ALY

v

LRGET

v
aaa

' 9 = 1A A =
maa@ﬂwﬁﬂumﬂmnﬂqmwammmmuu

Y %

zausdIAYNNaDh (Sig)

(W]

Died Ay NaDANIzaD .05
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= Y a

M9 I miesazvesgnanunlduims Tsasy Swunawdeyadaiuniniali

9 1 [ = = 9 a o [ o a
”lmm WA 918 ITAUNITIANHI DI1FN 5181&5] g3Jam,!nmzmqﬂszﬁmmimumq

(n = 400)
aonumwita ) ERITERY Sonay
LW
B8 187 46.75
N4 213 53.25
33N 400 100.00
91y
fnd1 21 ) 32 8.00
21-307) 70 17.50
31-401 127 31.75
41-507) 121 30.25
51-601 40 10.00
gan160 1 10 2.50
33U 400 100.00
FTAUMIANYN
sl 161 40.25
Usyanes 136 34.00
ganImfSyanas 103 25.75
33U 400 100.00
21BN
NI/ FIaMN/gNI1eTY 185 46.25
WUNNUUTENONTY 78 19.50
UsenoUFINITIUN 137 34.25

33U 400 100.00
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aanumwita ) ERITERY Sonay
01BN
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WHUNULTHNONTU 78 19.50
YseNoUFINITIUA 137 34.25
57U 400 100.00
51014
#1131 1,000 RM 41 10.25
1,001 — 2,000 RM 20 5.00
2,001 — 3,000 RM 109 27.25
3,001 — 4,000 RM 106 26.50
4,001 — 5,000 RM 95 23.75
g9n71 5,000 RM 29 7.25
59U 400 100.00
Qidun
Tutlsemetlng 80 20.00
anszima 320 80.00
59 400 100.00
iagilszasmsiaunig
iionouiiomazinden 165 41.25
ioAnADEININIAT 102 25.50
wiefriRaussms 67 16.75
iiensAnuduai 30 7.50
Wiedszyuduun 36 9.00
3N 400 100.00
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M319 10 AURde LazAmdudoUUULIATIIUAINTZAUANUAIAK Y LagssAunsTuS

U

AMNNMS IHUTMIvesgna N 1905 ms 15ausy (n = 400)

b4 v

ANUAATIIUAZMITIVS STAUANNAIATIIG SZTAUMSSU

U

Gap

CaNe

AOAMUMNMIITUIMS (MOUFVLIMS) (1a5uU3IMs) score

X S.D. s¥AU X S.D. sS¥AU E-P

1. Udnbaimsuims 357 .77 wn o 403 55 wWIn 46

2 aiFeReveuing 354 87 1N 409 59 1N 55

3. MIADUAUDIANNABIMS 359 79 3 4.04 .63 N 45
YOIRTUVINS

4. anulinel 361 78 w0 399 .65 Wn 38

5. anuelala 3.67——74 N \ 2.1\ 56 WM 44

TagmMnsIn 3.61 J4 wn 406 53 N 45

21101519 10 WU gnmnanlgusmalsausuiisgauanuneands uagsgaumssud

U

ADAUNINNT IRUINS 159053 TagAnsaned luszauuIn Wan1snasTaNsTzAuANUAIAK I
' Y A [ o —4 A A < Y
apRaMNAI IFUTMI sy Taemmsawegluseauinn (X = 3.61) Wolvsanilusieaiy
Y A A ~ Ay v Y A A v A A
WU MuRNANRasNINNga Ao AuANweTlald (X =3.67) nazauniaunastiosnga Av

9 ] d’ A =) —
AUANUUUTDNDUDIUINIT (X =3.54)

daunansnnsaszaunMssuiaenunnnslduimslsawsy Tasnnsaueglu

1) Qq

@ — A A I 9 19 A~ A ~ A Y 1
JEAVNIN (X =4.06) HONNIUUUTIEATH WU AUNUAURAYINNINNG A AD ﬂ']i!ﬂ'l”lll!@"lsli]slﬁ

Aa A Y

— { { o 4 a —
(X =4.11) wazgmuniiaunaedosige Ao AugUdnuaimsuing (X =4.03)
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M1 Aunde uazmaIudeuuuNIATFIUAINTZAUANUAIAKNIT LagszauMITDSae

Y a Y A Y a A w A
ﬂmﬂ1Wﬂ1i gl“ri“]Ji‘ﬂ15"1]E]\1Tg]ﬂﬂ1‘1/]3J13l515']JS‘fﬂiiiﬂlliu‘I/]L‘JJ‘L!‘L!f‘I‘I/]E]Q!,‘VIt*JT]"]ﬂT]ll‘VIEJ

(n=80)
ANuManIwazmMsiu3 3ZAUANNMANI sTAUMSSV3
AOAMMNMIIHUIMS (PAUTUVIMS) (HaI5VUIM9)
X  S.D. 320U X  S.D. 0l
1. jUdnwaimsuing 3.64 44 1IN 392 .28 1N
2 AnudEeieveims 353 39 1IN 390 .37 11N
3. MIADUAUBIAINABINT 369 .37 WIN 390 .51 1N
YOINT VTN
4. anuBBnals 370 38  \ia 398 41 awn
5. anuelald FFE—30 1IN 405 37 1N
Tag,MnsIn 3.69 .27 N 397 29 an

1 ¥ A 9y a = v 1 A = o o
ANATN 11 WU gﬂﬂTVI3Jﬂ%°1Jiﬂ1ﬂ’NLL§§J1/]L‘]Juuﬂ‘VIENmEJTIfn]l‘VIfJNizﬂ”]JmmmﬂﬁN

HazsEAUMST U3 AenanINms 19U5 M3 1ausy Iaenmsweg luszauinn mamsnasanszay

'
a A

ANuAmAn AU M 1T ns sy laenmsauegluszauun (X = 3.69) 1l

]
=

a I 9 1 9 A = ~ A 9 [ )
nasnlusieau wun ATUNUAURAAINIDNG A 1D ﬂTLlﬂ’JﬁJLE]ﬂﬁﬂﬁ (X =3.78) hagaun

20

1 = Y A A Y 1 4‘ = a '
ARALUDENGA AD ATUAITNUNBBNBYDIUINIT (X = 3.53)
dumamsnasanszaumMssuiaenunmms MU ms IswsuTaenmsweg luszau
— d' a I 9 U 9 A a A = F) 1
W (X = 3.97) Weonnsaniuaeaiu nun muniaundsnnuniga Ae aAuanuellala
_ kY A A 9 A A VoA A a Y
(X = 4.05) wazAaunlaAuRaedeeNga Ao ANVUUFDDOVDIUINT HAZAIUAITADD AU

ANUARDINIVOIRSUUT M3 Tudadiuiimini (X =3.90)
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M39 12 AR HazMaIULeUUUNIATIIUANTZAUANNAAK T tazsEaumITus fe

Y

Y a Yy 9y a A & v A 1 a
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(n=320)
ANuManIwazmMssu3 3ZAUANNMANI sTAUMSSL3
ADAUMNMSIALINS (PoUSUVUIMSI) (Ha35uUIM9)
X  SD. 920U X S.D. 0l
1. gudnuainsuims 356 .83 wn 406 .60  WN
2 anudSenevesing 354 95 N 4.13 62 W
3. MIABUAUDIANUABINIT 3.56 .86/ AN 4.07 661N
YOIHFVUT NS
4. anulineda 359 86 D 4.00 70 W
5. anuelala 365——81 - W11 4.12 .60 1N
TaeMnIIN 359 .82 1M 4.08 58 1N
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WHNNHUSTHNIRNYY 78 3.66 .65
Usznaugsnoaaua? 137 363 .62
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Ms929 mananlieuifieuanuuana uszAUANNAIANIIABAMN NS THUS MsvRIgNM

M3 03 Tsausy wunaiusield (o = 400)

se1é n X SD  F-test Sig.

sudnwal #1131 1,000 RM 41 319  1.00  3.84  .00%
MIUTMI 1,001 — 2,000 RM 20 3.43 78

2,001 — 3,000 RM 109  3.54 81

3,001 — 4,000 RM 106  3.74 66

4,001 — 5,000 RM 95  3.56 63

g4N775,000 RM 29 3.79 79
aiiiede #1n9.1,000 RM 41 318 117 197 .08
YOIUING 1,001~ 2,000 RM 20 352 1.02

2,001 — 3,000 RM 109 | 3.57 92

3,001 — 4,000 RM 106  3.61 73

4,001 — 5,000 RM 95  3.50 74

g4n31 5,000 RM 29 376 .88
MIAOUAUDY #1091 1,000 RM 41 320 105 291  .01*
ANUABINS 1,001 = 2,000 RM 20 3.62 76
YOIRTUUI M3 2,001-3,000 RM 109 3.56 83

3,001 —4,000 RM 106~ 3.67 69

4,001 — 5,000 RM 95  3.60 75

g4n71 5,000 RM 29 3.84 55
anu3nele #1191 1,000 RM 41 329 114 292  .01*

1,001 — 2,000 RM 20 3.63 .69

2,001 — 3,000 RM 109  3.52 .90

3,001 — 4,000 RM 106  3.78 .60

4,001 — 5,000 RM 95  3.62 64

QNﬂ’h 5,001 RM 29 3.73 .61
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15149 29 (AD)

selé n X SD  F-test Sig.

anue lald #1131 1,000 RM 41 334 1.00 241  .04*

1,001 — 2,000 RM 20 3.76 76

2,001 — 3,000 RM 109  3.63 83

3,001 — 4,000 RM 106  3.78 58

4,001 — 5,000 RM 95  3.69 67

g4n71 5,000 RM 29 3.80 57
TaemMN5 I @1n311,000 RM 41 326 1.03 289  .01*

1,001 - 2,000 RM 20 3.61 75

2,001 - 3,000 RM 109  -3.57 83

3,001 — 4,000 RM 106 ' 3.73 59

4,001 — 5,000 RM 95  3.62 .63

g4n31 5,000 RM 29 379 .6l

a 4 =1 @ [ a
AMMNAITN 29 wammmﬂw%gmiﬁ"t’mmammummmﬂmmaammwmﬂﬁ'mmi

Y A Y a ° Y ' Yo Y a T ~
Gllf]\‘]Qﬂﬂﬂ/lllﬂﬂf‘UiﬂﬁIi\?LLill %1lluﬂ@13J518Ulﬂ NI QﬂﬂW]llﬂﬂf‘ﬂiﬂﬁIi\‘i!LiﬂJﬂ\‘iuﬂﬂﬁ)\nﬂEJ’J
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U

Y Y Y 1A 1 (% ' A v o w aad
ﬂTuﬂ')"lllbth"I\iblﬁ] uazmummmﬂﬂﬁ UANULANANAUDINUUITIAYNWADANTSAU .05

£4
J

I ' ' @
ﬁN‘VlﬂfTi’)‘]Jﬂ:]"l‘JJlmﬂ@]?ﬂlﬂuﬁ?ﬂﬂﬁ?ﬂﬁﬂl@ﬂlﬂfﬂlw (Scheffe) ﬂi1ﬂgwamumin 30-34 ﬂ\‘]ﬁ
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M31930  AndenfioufiouanuuenA1NTEAUAINAIAK IR0 MMM RS MsUBIgNm

{ a o [ g
Mmnldusms Tsasy Tagnmsau Swunawsieldiilusieg (n=400)

i 1,001 — 2,001 - 3,001 - 4,001 - gann

1,000 2,000 3,000 4,000 5,000 5,000

3121"!31’ X RM RM RM RM RM RM
(n=41) (n=20) (n=109) (n=106) (n=95) (n=29)

3.26 3.61 3.57 3.73 3.62 3.79

1NN 1,000 RM 3.26 - -0.35 -0.31 -0.47* -0.36 -0.53
1,001 —2,000RM  3.61 = 0.04 -0.12 -0.01 -0.18
2,001 -3,000RM  3.57 - -0.16 -0.05 -0.22
3,001 -4,000RM  3.73 - 0.11 -0.06
4,001 -5,000RM  3.62 - -0.17

gan 5,000 RM  3.79 -

INA15N 30 1HONATOUANBUANAWTZAVANUATANIIADNUN TN THUI N5V

Y A Y a o PR ' ' Y A Y a
Qﬂﬂﬁ/]ilﬂf]f‘ﬂiﬂWiIi\i!,ljiJ Iﬂ‘c’lﬂTWi’Jll muunmmw"lmﬂuawg NWUN Qﬂﬂﬁ/]llﬂ%‘ﬂiﬂﬁ

v

Tsausuiisgaunnumanisaenuniunis 1vuinslsasyTasninsauiianuuanaianu

A v o aaa Y A Yy a

pg1alifod Ay neananszay .05 iswau 1 q laun gnminunldusms Tsasunguad

9

5101908521719 3,001 — 4,000 RM Hs5gauanunianisnenanimmsIfuinsglswsulag

AMsInANnguise ladina 1,000 RM
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M31931 Amdenfiouiiouanuuena 1A UANMAK IR0 BN IH13 M3veagna

{ a Y 4 a o <3| 1
Mmnldusms Tsasy Augdaneaimsusms swunawselaidlusies (n = 400)

i 1,001 — 2,001 - 3,001 - 4,001 - gann

1,000 2,000 3,000 4,000 5,000 5,000

3121"!31’ X RM RM RM RM RM RM
(n=41) (n=20) (n=109) (n=106) (n=95) (n=29)

3.19 343 3.54 3.74 3.56 3.79

AN 1,000 RM 3.19 - -0.24 -0.35 -0.55* -0.37 -0.6
1,001 —2,000RM  3.43 - -0.11 -0.31 -0.13 -0.36
2,001 —3,000RM  3.54 - -0.2 -0.02 -0.25
3,001 -4,000RM  3.74 - 0.18 -0.05
4,001 —5,000RM  3.56 - -0.23

gan 5,000 RM  3.79 -

INA1519 31 HONATDUANULANANTZAUAINATANIIADYUATNNT IFUT N5 V09
Y Y a v o i3 ~ ° Y 1 ' ¥
gnamnun1duims Tsansy mugildnyainsuins Swunawielaitiusieg wua gnainun
a @ 1 = @ 4 =
1FuS s Tsansuiiszaunnuaia Jsaequnnms IUTms lsasuaugddnyaimsusnms
~ ' o A oo w aaa Ao Ty Y Y A Y a
nanuuanatuedeliediaynIeananszay 05 B 1 g laun gnmnmnlduiois
= % 2 1

Tsausunguifisie Idogszni193,001 = 4,000 RM H52AUANUAIANTIADAUAINNIT

a o L4 a 1 1 { ° 1
TS ms Tsausudmgilanyalmsuinms unnnguidisielaainat 1,000 RM
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M31a32  AmdenfiouiiouanuuenasEauANMIAK IR0 MMM IRUT MsUBdgnm
= Y o ) Yo o ° v
M43 ms Tsausy MInoDaUeINNUABINITVIRT VLTINS Swunawseld

fluseg (= 400)

i 1,001 — 2,001 - 3,001 - 4,001 - gann

1,000 2,000 3,000 4,000 5,000 5,000

518"!991} X RM RM RM RM RM RM
(n=41) (n=20) (n=109) (n=106) (n=95) (n=29)

3.20 3.62 3.56 3.67 3.60 3.84
@1n1 1,L0O0ORM  3.20 ; -0.42 -0.36 -0.47 -0.4 -0.64*
1,001 — 2,000 RM 3.62 - 0.06 -0.05 0.02 -0.22
2,001 — 3,000 RM 3.56 - -0.11 -0.04 -0.28
3,001 — 4,000 RM 3.67 - 0.07 -0.17
4,001 — 5,000 RM 3.60 - -0.24

gaNa1 5,000 RM  3.84 -

11NAT 32 11 BNAAEUANILANATTZAUANNAIAT TIARMN NS TRUTNMTV0N

Y A Y a Y Yo . A o v '

g lFuTns 1505 MInoUABIRINADINIT VRIS VLT NS Swunausie lailusey
1 Y Y a A v Y a

WU @AANIN1EUI M3 T3 uTuNsEAUANNAMANIRRA NI 1H1TMI 15 UTUMIARLIUBY

ANUABINIVOI5 UUTMS TAnuianalnuedlisdiAynedtanseay 05 Iswau 1 g

laun gnarnunldusms Tswsunquindisielagandn 5,000 RM vu'll iszauanunanisse

Y a 9 Yo a 1 1 tg'd 9

AU MM IFUT M3 Tsausumsne uaueInNuABINIsYeIds DT MIMINNIINguntse 1@

#1n71 1,000 RM
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M31933  AmdenfiouiiouanuuenaesEauANMIAK IR0 MMM IRUT MsvBdgnm

{ 2 o < '
Mmnldusms Tsausy dwanu3nele Swunawselditluseg (=400

@ 1,001 — 2,001 - 3,001 - 4,001 - gann

1,000 2,000 3,000 4,000 5,000 5,000

s1e4 X RM RM RM RM RM RM
(n=41) (n=20) (n=109) (n=106) (n=95) (n=29)

3.29 3.63 3.52 3.78 3.62 3.73

G%Tﬂﬂﬁ 1,000 RM 3.29 - -0.34 -0.23 -0.49* -0.33 -0.44
1,001 —2,000RM  3.63 3 0.11 -0.15 0.01 -0.1
2,001 -3,000RM  3.52 - -0.26 -0.1 -0.21
3,001 —4,000RM  3.78 - 0.16 0.05
4,001 —-5,000RM  3.62 - -0.11

gan1 5,000 RM  3.73 -

INA15N 33 1HONATOUANBUANANTZAVANUATANIIADNUN TN THUI N5V
Y A Y a v P ° v ! 1 Y A Y a
Qﬂﬂ1ﬂh11%ﬂiﬂ1iIiQLLiN QWUﬂ’JﬁJul’J’JNGLi] ﬂWLLuﬂﬁ13J§WEJUlﬂL‘]Ju318@, WU Qﬂﬂ?‘ﬂllﬂﬁlﬁj‘iﬂﬁ
=) [ [ Y a 9 9 =\ J [
I‘i\m‘illiJ‘i$@‘Uﬂ’NlJﬂ1WH’J\m’f]ﬂmﬂTWﬂﬁi’H‘UiﬂﬁiiﬁLLiiJﬂWuﬂ’JHle,’J’JNﬁli] UANUUANA NN U
1 A v oo W aaa [ A o T Yo Y A Y Aa 1 oAa 14
YNWUUITAYNNADANTEAY .05 WITUIU 1 £ l1@11,!,?! QﬂﬂTI/]llﬂGIf‘]JﬁﬂﬁIi\‘ilLiiJﬂEjll‘ﬂiJﬁﬁlhlﬂ
] ' = @ v 1 Y a Y 9
BYITUIN 3,001 — 4,000 RM Mi$ﬂﬂﬂ’ﬂhﬂ1ﬂﬁ’)\1@ﬂﬂﬂ‘lﬂTWﬂTicl‘H‘Uiﬂﬁiiﬂuihﬂ1uﬂ’)1h1’)’ﬂﬂﬂ

1 v oAA Yo '
3J1ﬂﬂ’J1ﬂ’sj.1J1/]iJi1Elulﬂﬁ1ﬂ’N 1,000 RM
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M99 34 AmdenfioufiouanuuenasEaUAINAIAK IR0 MMM IRUT MsBIgNm

{ a 1 o Id 1
MnldusmsTsasy duanuerlla Swunawseldilusieg (= 400)

@ 1,001 — 2,001 - 3,001 - 4,001 - gann

1,000 2,000 3,000 4,000 5,000 5,000

3121"!31’ X RM RM RM RM RM RM
(n=41) (n=20) (®=109)  (n=106) (n=95) (n=29)

3.34 3.76 3.63 3.78 3.69 3.80

fNT11,000RM 334 - 042 029  -0.44 -0.35 -0.46
1,001 - 2,000 RM  3.76 - 0.13 -0.02 0.07 -0.04
2,001 —3,000RM  3.63 - -0.15 -0.06 -0.17
3,001 —4,000RM  3.78 - 0.09 -0.02
4,001 —5,000RM  3.69 - -0.11

gaN91 5,000 RM  3.80 -

INATTN 34 1HONATOUANVUANAWIZAVANUATANIIRONUNINAIT THUI N5V

Y Y a Y 1o v 3 ' 1 ' ' A
amlgusms Tsausy suanuerlalasuunawsielaidlusieg wuan luwoseqgledd

D)

[

FTAUAINAIANIIADAMNINAS IHUTMT Tsausudunme v ldlianuuanaienuediedl

]
o [ aad [

UHﬁWﬂﬂluVlNﬁﬂGW] gl .05

a J a J Yo P A 1 I @ ] v
DIUUNT ﬁﬁﬂ%'l? (2555:373) Vlﬂﬂﬁ'nuh’l'] LN@W@ﬁ"ﬁ]‘Uﬂ’J'ﬁJLLWﬂﬁ1@Lﬂu§1ﬂﬂﬂaﬂulllW‘U’J'l

[ [

=~ J ~ 1 @ ya a Y = 9y 1 as A ~ Aaaa Y
3J51EJ§]GI,WVIL!G]ﬂG]N Uy ﬂmmmmmumi% 2195 ul,@l,!ﬂ ABLULTIN AD mnﬂaauaamﬂﬂu

13 I o 1 I 1
MINAdoUT10GIIUIT LSD (Least significant difference) 1Huistuanuuanaruiusiog 1a

an

=) ~ ~ A [ = "9 .
ASLRYANTA LAZITNTD AD EJ?J?JT]JNﬁﬂﬁLlﬁ'EJ‘Um gU318g N "IY Scheffe 910 Output Window

9
v v

voa 1151050 SPSS fatin FIve ladutiumsanIsieaea



102

Msa 35 mananliouiieuanuuana uszAUANUAIANIIABAMN NS THUS MsvRIgNM

A Y a o o 4 a
A lgusms Isausy ‘1]Hl,uﬂﬁTN]ﬁQﬂizﬁQﬂﬂﬁmwﬂN (n=400)

Sagiszash maduma n X S.D  F-test Sig.

sudnwal iierieaiisazintou 165  3.60 .68 .89 47

M3IVINT iieAnsegsnamsm 102 3.51 91
WiedfuAnussns 67 3.62 73
ilodszyuduunn 36 370 .48

anuiuTedie  iflereufisuaziintou 165 3.63 78 2.84  .02%

YOIUIN3I iioAndegsRamsm 102 339  1.02
Wiedlfrinaussms 67 3.59 .80
ilodszguduu 36 3.69 44

mIneudues  Iferieufieaaziinkoy 165  3.68 72 1.80 13

AudedNs  ieApdegInINIIA 102 345 | .89

vosffisms el fiiRnus s 67 3.59 .80
iiodszyuduun 36 3,69 45

il ieeadiewasiindou 165 367 | .73 147 21
ileAnRegInamIm 102 354 89
el iRnmawns 67 3.62 .80
ot szeuduin 36 3.76 46

amolald  iereufisaazinion 165 377 .66 241  .05%
iieRnsegsnamsm 102 356 .86
wiefiidaussms 67 3.61 75
iiodszyuduun 36 3.84 35

Tagmwsmu Woneufiemazsindon 165 3.68 .66 188 .11
ileRaAegInONTIAY 102 351 .87
gﬁaﬂﬁﬁ’aamswmi 67 3.61 72
ilorlszaudnnn 36 376 .36
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a 4 % [ Y] a
1NATN 35 KaMIAATIEHIoyanls sufeuszauANUMANIIAeA NN TRUT NS
Y A Y a ° o 4 a 1 Y A Y a
YoagnAMIN1FLTM3 Is s Swunmuiaglszasama@una wua gaannlsusms Tsauswy
9 H v
nainveuneny Ineuazinneuferraenaliszauanumaninenanmms I9uIms
[] [ [ [] v o w Aaa [ i A I [
Tsausu huifianmuuanaenuedsiived wymeatanszay .05 iennandusediu wuii gni
d‘ Y a g}/ Y] J d‘ % 1 d' 1 an o [
A l¥usms Tswsunuinneune1v 1 IneuaziinneungI a1 aNIZAUANUAIAN I
1 Y a F) A A a Y 1A ' [
ABAMUN NN THLTMS 15953 AUANULFNBYBIUTMI Haza e v lalianuianaeny
] A v o W AaaA [ = [ < "9 as 1
P 1NNIAIAYNINADANTEAD .05 TInadoUANULANA1TIUI18gA875 Vo UBHI (Scheffe’)

Y

U3 INHANINAIII 36-37 ALL

M3 36 ARDeNSToufigUANNIANANTEATADINATAY IR 0R MNTMNT IRUT MsUBIgNm
A Y a Y A A =) o @ J a
MN1FUTMI 159N AUANWEFEBURITMT TUnMNIAgLsEaesAmIaun1a

flus1og (n =400)

S e 3 Y 3 )
otoaiiey  1NefAnne 1o ATRHRER'EY
saziiren  ganomsm  UfiRamu AN
(Y J a il
Jagiszasn maaumg X M3
(n=165) (n=102) (n=67) (n=36)
3.63 3.39 3.59 3.69
iNeneaNeIa WO Y 3.63 - 0.24 0.04 -0.06
1OAAADEININITAY 3.39 - - -0.2 0.3
d‘ a e
wielginanusyng 3.59 - -0.1

P y
eszyndunin 3.69 -

INATTN 36 1HONATOUANVLANANITZAVANNAIANIIADAUNINNIT THUINTV04

9y Aa

Y A Y VA A a o @ 4 a I
QﬂﬂWﬂMﬂ‘]ﬁJiﬂﬁIi\illﬂJ ATUANUUNYDDDUDIVINIT ﬂWLLUﬂGﬂiJ’W]i;lﬂigﬁ\iﬂﬂﬁmuﬂNlﬂu

[ [

1 1 1 1 H 1 Y a 9 1 4
3188 WU ul,llW’]Ji'lflﬂclﬂﬁfli%@’Uﬂ’ﬂi]ﬂ'lﬂﬂ’)\mf]ﬂﬂ‘lﬂWWﬂ'lich’T‘]J‘iﬂ1iI§'\3!l53Jﬂ'luﬂ’313Ju1L%@ﬁ’E)

v
o v aad

YBIUIMT UANUUANANNUDE NN A IAUNINTDANTEAD .05
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M31937 AmdenfiouiiouanuuenaesEauANMIAK Ao MMM IR1UT Msedgnm
A Y a Y 1 o o J a I 1
N lgusms Tsasy auanuerlald Swunawdagilszasams@umaiiuses

(n=400)

I, A I~ y) ]
Mool tieAnne o ATEMEEREY
sazWnrey  ganomsm  UfuiRnm fFuann

(Y] d _

Fagiszaan maduma X 1M
(n=165) (n=102) (n=67) (n=36)
3.77 3.56 3.601 3.84

ionouNeIaTHnNOY 3.77 - 0.21 0.16 -0.07

iHoARADEININITAT 3.56 \ -0.05 -0.28

eI 3.61 - -0.23

d‘ QU

melszyndunIn 3.84 -

INA1TN 37 1HONATOUAIULANANITZAVANUAIANIIADNUNINMIT THUI N5V

{ a L) [ o a I [
ananulFuims lsasy Auanumenlyld duunawiaglszasams@uniauiusiog

[

wun ldwusieqglaniiszauanumandigenaninms 1Husns lsasuauanue o 1dd

o

ANUUANANN U NNy NIADANTZAY 05

'
IS o

a v Y A Y A AQ o A
3.2 gUUAFIUN 2, ﬂTWLmll’J’N gﬂﬂmuﬂ%mmﬂﬁmswLﬂuuﬂ‘wmmmmﬂm

== [ = =\ 9 v J (% =\ [ v 1
NUINA 1Y 3EAUNITANET DI1TN 'i”lflulﬂ uazmqﬂszmﬂmqnu HITAVANUMANINADAUNTN

e
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msa 38 mananliouifieuanuuana uszAUANNAIANIIABAMN NS THUS MsvRIgNM

A Y a A g v 1 A o
‘1/]1]11‘5‘]J5ﬂ1515\1LLiﬂJ'V]LﬂuuﬂVI’ENmEJ”J‘]ﬂ’JlIVIEJ VULUNATNDY (n=80)

01 n X S.D.  F-test  Sig.

sudnwal fn 211 5 384 62 30 9l
MIUTMI 21-309 2 3.60 .00
31-409 20 3.63 43
41-501 36 3.64 4l
51-60% 14 3.62 .52
qan160 1 3 347 .50

aiiiede dn 217l 5 3.47 38 27 93
YOIUING 21301 2 3.42 12
31-401 20 3.58 50
41-501 36 3.49 33
51-601% 14 3.59 | .45
7911601/ 3 361 .26

MINDUTUD fnt 217 5 3.66 21 72 61
ANUABINTUDY 213079 2 357 20
ESTELRE 31401 20 373 45
41-501 36 3.62 .34
51-60% 14 3.83 34
7411160 1 3 371 .52

any1inada fnt 217 5 376 20 67 65
21-309 2 4.11 47
31-401 20 3.63 50
41-501 36 370 32
51-601 14 3.73 39

g4n2160 1 3 378 .11
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15149 38 (AD)

01 n X S.D.  F-test  Sig.
anue lald fnn 217 5 3.86 31 43 82
21-30% 2 3.69 .08
31-409 20 3.71 37
41-501 36 3.81 29
51-60% 14 3.79 21
qan2160 1 3 3.88 .44
TagMNIIN i 213 5 376 .12 15 98
21-30% 2 370 .07
31-40% 20 3.66 .38
41-50% 36 3.68 .22
51-607 14 373 .29
gan3160 1 3 372 24

a J Y =1 @ v 1 a
INATN 38 Nﬁﬂﬁflmﬂgﬂ"llﬂisl‘mlﬁiﬂﬂmEJ‘]JiZ@]’]Jﬂ’J13Jﬂ1ﬂ‘H’NG]’E]ﬂmﬂWWﬂﬁGlﬁIUiﬂﬁ

Y A Y a A g @ 1 A o 1 Y A Y a
GU?NQﬂﬂ'mll'lGlG]ﬁJ‘iﬂ'l‘iIiQL!iiJ‘VIL“]Juuﬂ‘i"lmeEJ’]“]ﬂ’Jul‘VIEJ VULUNATNDIEY WU Qﬂﬂ?‘ﬂllﬂﬂ)"ﬂiﬂ'li

{ & @ T A =~ o [ a
Ij\uljll‘ﬁlﬂuuﬂ%a\‘]lﬂﬂ'}%'ljhlﬂEl UITAUNITUANINY Qﬂ@ﬂﬂ!ﬂ’]Wﬂ'lislﬁlﬂiﬂ’liji\uliiJI@ﬂ

amsmtazseau litanannuediivedAyneananszay .05
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M3 39  mananlieuiieuanuuana uszAUANUAIANIIABAMN NS THUS MsvoIgNm

= Y a A o 1A ° o =
mﬂﬂmimﬂsmmmﬂuuﬂ‘nmmm%n‘lm UUNNNTSAUNTANE (n = 80)

JTAUMIANN n X SD  F-test Sig.

sudnwal fn Sy 20 350 33 255 .08
MIVINT YSanes 28 359 44
ganImlsyanas 32 376 47

anuiFede s Sy 20 352 41 13 88
VYOILINT YSyaes 28 3.51 37
gan e 32 356 .40

MIABUAUD Sy 20 369 31 371 .03%
ANMUADINITUDA Yanyaag 28 356 .29
EATRIENRE ganSyanes 32 381 | 42

anu'ldnals fn S e 20 367 42 26 77
Snyayes 28 3.68 .34
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Research Questionnaire

Topic
Satisfaction of customers in hotel service at Thailand-Malaysia border: case study

of Grand Oliver Hotel, Samnakkham, Sadao District, Songkla Province.

Explanation

1. This questionnaire will be used for an MBA postgraduate research project in the
Faculty of Management at Songkla Rajabhat University. The aim is to study satisfaction of
customers in hotel service at Thailand-Malaysia border: case study of Grand Oliver Hotel,
Samnakkham, Sadao District, Songkla Province and to suggest service improvement.
2. There are 3 parts to the questionnaire:
Part 1: General information of the respondent
Part 2: Satisfaction level of Grand Oliver Hotel customer
Part 3: Problems with service and suggestions for improvements in the service
provided

3. All results will be pooled and your answer will be strictly confidential.

Thank you for your help in the research

Mrs. Nutthida Wankeaw

MBA student

The Graduate School of Songkla Rajabhat University
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Part 1 General information of the respondent.

Explanation: Please mark ‘/in the [ about yourself.

1. Sex
[ Male

2. Age
O under 20 years
O31-40 years
O s1-60 years

3. Education
[ Less than Bachelors degree
O Postgraduate

4. Occupation
[ Government officer
O Government employee
[ private business

5. Income (average per month)
D Less than 1,000 RM
[ 2,001 - 3,000 RM
[ 4,000 - 5,000 RM

6. Residence
[ Thailand
[ Abroad

[ Female

O 20-30 years
4150 years

L] Over 60 years

[ Bachelor’s degree

[ state employee

O Employee

D Other (SPeCify).....ooivviriririiiiiiiiiieieenen,

1 1,000 22,000 RM
1 3.000 = 4,000 RM

1 overs.000 RM

7. The purpose of your trip to Sadao, Songkla (respondent can choose more than 1)

[ Tourist and leisure

[ Contact business

[ out of office work

O Symposium, conference

O other (specify).........
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Part 2 Quality of service and customer satisfaction level at Grand Oliver Hotel

Explanation:

1. This section asks you about your expectations of service quality and your perceptions

of the service you received at Grand Oliver Hotel

2. Please read each question carefully and mark ‘/in the box that most closely matches

your opinion on the scale as follows:

5 represents the highest level of expectation and perceived quality of service

4 represents high level of expectation and perceived quality of service

3 represents average level of expectation and perceived quality of service

2 represents low level of expectation and perceived quality of service

1 represents the lowest level of expectation and perceived quality of service

In the example below both expectation (before service) and the perceived quality of

service (after service) are at the highest level:

Expected level
service

(before service)

514321

Expectation level and perceived quality of

service

Perception of service

quality

(after service)

5143

2

Location of the hotel is convenient
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Expected level Perception of service
service Expectation level and perceived quality quality
(before service) of service (after service)
514 (3|21 51413121
Tangibles

1. Location of the hotel is convenient

2. Elegance of the reception area

3. Equipments for service (e.g. high speed

internet ) is up to date

4. Roomsare well furnished with modern
amenities, air conditioning, hot water, TV,

cable TV, etc.

5. ' Enough towels, soap, shower caps, drinking

water and so on provided

6. The external environment is clean and

comfortable

7. Restaurant is well decorated and clean

8. Efficient check-in and check-out

9. Easy to make reservations

10. Printed materials about the services well-

designed and attractive

Reliability

11.  Can rely on the cleanliness of the hotel

12.  Can rely on the reputation and image of the

hotel

13.  Maid service gives customers confidence

14. Employees who handle money are honest

and give correct change

15. Receipt is clear to customers
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Expected level Perception of service
service Expectation level and perceived quality quality
(before service) of service (after service)
514 (3|21 51413121

16. Staff provide accurate information to make

customers feel safe when using the service

Responsiveness

17. Reception able to solve problems and give

clear explanation

18  Enough staffs in the restaurant to give good

service

19. When customer has a problem in using
services he/she can contact the manager

quickly

20. There is 24 hours security in hotel

21. ' Stored possessions are safe

22.. Employees carry out duties with integrity

and honesty without asking for money

23. Fire protection and security meet legal rules

Assurance

24. Restaurant staffs can satisfactorily solve

problems

25. Employees can use financial equipment

accurately and quickly

26. Hotel staffs are friendly and polite

27. Hotel reception staffs are attentive and alert

in service

28. Service staffs have suitable dress, good

appearance and personality

29. Staffs are honest, patient, responsible




233

Expected level Perception of service
service Expectation level and perceived quality quality
(before service) of service (after service)
514 (3|21 51413121

30. The hotel located in a safe area with a good

environment; not isolated

31. Safe keeping is secure

32. Equipment provided is safe and modern

Empathy

33. Many choices to make reservation e.g.

internet

34. - Environment and decor of the hotel feel

comfortable

35.  Good restaurant service

36. Good hotel transportation service

37.  Luggage porter service

38. Reception staff give good and clear

information to customer

39. Staffs listen to complaints and suggestion

from customer

40. Restaurant staffs are polite and can

communicate with customer

41. Staffs can recommend restaurants that serve

food to customer

42. Hotel brochures are complete and easy to

understand

43. Staff who handle money are polite and give

clear information

44. The hotel has a customer satisfaction survey

to improve service
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Expected level
service

(before service)

5141321

Expectation level and perceived quality

of service

Perception of service
quality

(after service)

514|321

45. Choices to pay for service

46. The hotel has meeting rooms

47. The hotel has staff available 24 hours a day
48. Reasonable price for extra services such as

laundry, internet, telephone etc.
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Meu Item Deleted if Item Deleted Correlation Deleted
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