APPENDIX A
Questionnaire

Satisfaction of Customers with Consulting Services at the
SMEs Coordination and Services Center,
Office of SMEs Promotion (OSMEP)

This questionnaire is a part of a research paper as a partial fulfillment of the
requirements for Master Degree of Arts in English for Careers, Language Institute,
Thammasat University. This questionnaire is used to measure the degree of satisfaction
of customers with consulting services at the SMEs Coordination and Services Center,
Office of SMEs Promotion (OSMEP), to survey the obstacles and dissatisfied areas in
which the customers may experience regarding to the service offering, and to obtain
suggestion from the customers in order to improve the service quality and relationships
with customers. Your response will be rigorously confidential and will be used for the
research purpose only. Your cooperation in answering this questionnaire is greatly

appreciated.

This questionnaire is divided into three sections as followed:
1. Demographic and general information
2. Overall satisfaction with the consulting services or coordinating with the
SMEs Coordination and Services Center, Office of SMEs Promotion
(OSMEP)

3. Opinions and Suggestions
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Instruction: Please read the following statements and make a “v”” mark in the
circle or bracket the one that mostly reflects your feeling and/or opinion and
clarify the required information in the following questions.

Section I: Demographic and general information
1. Sex
O Male O Female
2. Age (complete year) years
3. Education
O Primary school O High School
O Vocational School O Diploma
O undergraduate O Higher

4. Occupation

O owner of enterprise/ Partnership/Authorize

Types of enterprises [ Retails LI Production
[LIWholesale L] Service
L1 Export LI Import
L] Franchise L] Others:

O Employees/Employee to private company

Types of enterprises [ Retails ] Production
[Iwholesale [ Service
(1 Export [ Import
[ Franchise [ others:

O Government Officialstate enterprise employee

Please identify which agency

O ExecutivesPrivate company staff SMEs promotion agency

O Others




57

5. During the year, how do you contact with SMEs Coordination and Services Center,
Office of SMEs Promotion?

O No
O Yes

5.1 How often do you contact with SMEs Coordination and Services Center, Office
of SMEs Promaotion during the last year?
O once O twice Othree times up
5.2 Which kind of business do you contact with Office of SMEs Promotion?
O Receive the service O coordinating among organization
5.3 Which categories did you receive the consulting service and coordinated with

Office of SMEs Promotion? (You can choose more than 1 answer)

O Consulting regarding to business implementation

O Venture Capital Fund / Other Funds

O market management

O business law

O product designs and development

O franchise

O Joining booth exhibitingtrading products and service
O Training / attending seminars

O Request for general information about SMEs

O Request for statistical data, research paper, case studies
O others:

6. Where did you obtain the consulting services?
() Office of SMEs Promotion G FIl. TST Tower Viphavadee-Rangsit Rd.

() Regional SMEs Joint Investment and Mentoring Service Center (Identify

province)

() Chiangmail () Prae () Ubolratchathani ( )Ayudhaya
() Samutprakarn () Samusakorn ( ) Krabi () Cholburi
() Surathai () Phuket () Songkla ( ) Nakornoathom
() Others

() Design Center (iISMEs) ddentify branch)
( )Bangkok ( )Chiangmai ( )Phrae ( )Songkla ( )Konkaen

() SMEs Coordination and Services Center at iISMEs Building
Rachadamnernklang
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() Call Center Tel. 0-2686-9111
() seminar/ training room (please identify)

() Other Consulting Booths (please identify)

7. Which channel did you use to contact with OSMEP? (you can choose more than 1

answer)
O ViaE - mail

O Internetat website : http://www.sme.go.th
O By mail

O By phone

O Walk-in

O others



http://www.sme.go.th/

Section Il:  Please indicate your level of satisfaction with the following
statements. Check “v™ only one response for each statement that
mostly reflects you feelings and/or opinions.

No. Description Satisfaction Level Vory
Excellent | Good | Fair | Poor | Poor
Famesaaon
1 | The location of the center is easy to reach.
2 | The convenience of the waiting area with beverages provided
3 | Provide adequate equipment and information system resources
4 | The center is clean and comfortable.
5 | The toilets are clean and adequate.
6 | There are enough parking lots.
7 | The atmosphere of the center is nice and friendly.
8 | Staff greets you with polite manners.
9 | Staff serves you with their willingness, enthusiasm and care.
10 | Staff is well coordinate and explains the process to you.
Staff efficiently manages their time available for each
11 | customer.
12 | They possess enough knowledge to give you consultancy.
13 | They provide you an opportunity to ask questions.
14 | They are able to give satisfactory answer.
15 | They are eager to assist you in all aspects of the SMEs.
There are various and adequate channels in providing
16 | consulting services.
17 | The service procedures by the staffs are convenient and fast.
18 | The consulting services are consistently good.
19 | The process of service delivering is appropriate.
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Satisfaction Level

No. Description Very
Excellent | Good | Fair | Poor | Poor

20 | The number of consultants is adequate.

21 | You business information is kept highly confidential.

22 | The results of consultation are satisfactory.

23 | Adequate data and information are provided in the center.

24 | There are enough applications and forms to fill in.

25 | There are enough booklets and information booths.

26 | The contact information of involved agencies is available.

27 | You can access internet at the center.

28 | You can ask for a referral to other agencies.

29 | You can contact the experts at the available numbers.

Section I1l:  Opinions and Suggestions

Do you have any further opinions and suggestions relating to consulting services,
its development that you are not able to address in the table?

© Thank you very much for you kind cooperation in answering the questions. ©

For more information please contact the researcher at 0-2278-8800 ext. 512
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