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The study aims to establish a model of quality that can precisely measure service quality. It
can use as critical reference on quality decision to ensure improvement and development. The study
proposed an integrated model from two quality models: the important-satisfaction model and Kano's
model. This new model helps decision making process more precise. Its advantage over the important-
satisfaction model is consideration of characteristic on making satisfaction of quality attributes. The
advantage of integrated model over Kano's model is consideration of current important and satisfaction
level of service users: These advantages make the integrated model precisely measures the service
quality over the single model. The method of integration is transferring the results of service quality
level from each original model to a coefficient of integrated model value. The coefficient value of over
0.8 is a cut off point for service improvement and development. The integrated model is validated with
the users of international house and the finding shows the expected results.

The Quality Function Béployment (QFD) 15 used to transform service users’ requirement to
service activity. Next,_alternative services are identified and -proposed to intemational house’s

administrator to choose appropriate and feasible services for this dormitory.
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Answers
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If the light in your room is bright, how do you feel?
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If the light in your room is not bright, how do you

feel?
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MINN 4.6 uaesszauaNudIAY anuianely tazmsinTziamIUUiees I-S

No. UsziRuamnn anwdidy | Anunely ﬁuﬁﬁ&éfqafvimu
(mean) (mean) HUVI809 I-S
2 | anuiisanevesasaieluvosin 4.46 221 To be improved
6 | Uszantmmvesszuudumesiiia 4.57 2.89 To be improved
3 | avwazainlums ¥ Insdwiluiesin 4.07 3.14 Excellent
5 | anwazernvestoni 4.50 3.89 Excellent
7 | mataeldlums 19t wnesiia 436 325 Excellent
11 | anwsaad lumainuvesans 411 3.18 Excellent
13 | msvmvoadmihii 421 3.86 Excellent
1| avwazaanlumsdhidon 3.64 2.82 Care-free
4 | mssanundosdniuazind atluur iy 332 2.43 Care-free
o | mssamuimsduennsuaziinnuiiiy 2.79 2.43 Care-free
10 | UszAntamvesuImssugnsa 4.00 2.96 Care-free
12 | Uszandamlumsdadedemsveusdhi 361 2.75 Care-free
g | madhdelalumsldaidaid 2.89 3.00 Surplus
Median 4.07 2.96
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A A 9 Yo (% [} 1 1 A Y o
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Attribute M (0) A 1 total grade
1 8 5 2 13 28 I
2 10 8 1 8 28 M
3 8 10 2 7 28 o
4 8 4 4 11 28 I
5 7 18 1 2 28 o
6 4 14 - 3 28 0]
7 5 15 7 1 28 o
8 2 5 7 14 28 I
9 0 4 12 11 28 A
10 6 15 3 4 28 0]
11 6 12 4 6 28 0]
12 0 5 12 11 28 A
13 2 12 7 7 28
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No. Usziaunann Uszian
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9 [ L 9 [ . .
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F
5 mmﬁzmmmﬁ’mﬁw One-dimension
Aa A a AR~
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= <D
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10 | Uszandnmuesusnmssiugnia One-dimension
<3 o 1 . .
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) ] FA
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a a a A Y Y A .
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MINATNN 4.8 wu lansz@uaunni 3, 5, 6, 7, 10, 11 laun a1
[ o (v}
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MINA 4.9 udasszauaNudIny aAnuiane v dsznnaunuuiiaeswed I-S aza Tu

<3
No. ﬂismuﬂmmw Importance | Satisfaction Category of Category of
(mean) (mean) IS model Kano’s model
2 | anuiisawevesnasainaluresin 4.46 221 To be improved Must-be
a a a =1
6 | Yszaninmvesszuusumesiin 4.57 2.89 To be improved | One-dimension
3 | avwazaanlums iy Insdwiluiesin 4.07 3.14 Excellent | One-dimension
5 ANNAZDIAUDIR B 4.50 3.89 Excellent One-dimension
Y =2 Y ya =1 . .
7 manalalumslsouaesiia 436 3.25 Excellent One-dimension
< ) 1
11 ANy lumsiiauue s 4.11 3.18 Excellent One-dimension
13 | nsemveudvihi 421 3.86 Excellent One-dimension
10 ﬂisﬁﬁmwmmu?ﬂﬁ%ﬁucﬁ’n%’ﬂ 4.00 2.96 Care-free One-dimension
v v
9 ﬂﬁ5@141‘]J§ﬂ1ﬂ?1}1u@1ﬁﬁl!,ﬁ$ﬁ']ﬁﬂ
' 9
Lﬁ‘uﬁu 2.79 243 Care-free Attractive
12 | Uszansamlumsandedeaived
L%}Wﬁﬁﬁﬁ 3.61 2.75 Care-free Attractive
1| anuazadnlumsidien 3.64 2.82 Care-free Indifferent
o A o 9 Y 3
4 ﬂTi%ﬂﬁ"llﬂi’t‘)\i%ﬂﬂ%!ﬁ%ﬁlﬂﬁﬂﬂ‘ﬂu
v Fd
uﬁ’amw’ﬁu 3.32 243 Care-free Indifferent
9 =2 F% Y a Aad .
8 | muthdeldlumsldadana 2.89 3.00 Surplus Indifferent

4
a 4 o Y 1 @ 1
NITAUATITUANLVVINADING 2 FINAU WU

A < ~ ~ ' ] v o
(999U AUAUAINA 2 : ANMNEINDVDIL AT U0 1T s21nn Must-
<3 3y 3 % 1 a 1
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-functional form

. I like it that way.
. It is a basic requirement for me.
. I am neutral.

. | can tolerate it.

. | dislike it that way.

1" Quality Attribute

-dysfunctional form
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. | dislike it that way.

. I like it that way.

. It is a basic requirement for me.
. I am neutral.

. | can tolerate it.
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SERVICE USER SATISFACTION SURVEY ON QUALITY ATTRIBUTES OF

RESIDENCE LIFE AT SUKSITNIVES INTERNATIONAL HOUSE

“International House's service design and development”

Objective: This questionnaire is designed to collect your opinions on dormitory’s service. This

information will be used to improve dormitory’s service. Your kind cooperation is

really appreciated.
Personal Data

Gender O Male O Female Age

Nationality - Faculty

How many semester have you lived in dorm, including this semester

Floor

There are 3 questions in this questionnaire.

1. What problems do you find in Suksitnives International House?

2.  What criterias do you take into consideration when choosing dormitory?

3. What new features or services do you want from dormitory?

What problems do you find in Suksitnives International House?

Admittance

Comfort and Security

Facilities in room

Facilities in dorm

Service

Others
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What criteria do you take into consideration when choosing dormitory?

Admittance

Comfort and Security

Facilities in room

Facilities in dorm

Service

Others

What new features or services do you want from dormitory?

Admittance

Comfort and Security

Facilities in room

Facilities in dorm

Service

Others

Thank you very much.
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International House’s service design and development by integrating

models of service quality

Dear Respondent,

I am a student of the Industrial Engineering Master Degree Program at Chulalongkorn
University. I would like to study the International House’s service design and development
by integrating models of service quality for my thesis. Your answers will be fruitful for
improving the dormitory services. Please kindly answer all questions by marking (X) for the
answer which corresponds with your feeling. Your answers are anonymous.

Thank you for your kind cooperation.

Komkrit Isaranurak

Would you please return the form to the ground floor office on Feb25, before 12.00 am.

Thank you
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1. If the procedure for receiving visitors to this dorm

is convenient, how do you feel?

If the procedure for receiving visitors to this dorm is

not convenient, how do you feel?

I 1 like it that way.

O Itis a basic requirement for me.
O 1 am neutral.

I 1 can tolerate it.

[ I dislike it that way.

O 1 like it that way.

O 1tis a basic requirement for me.
CJ 1 am neutral.

O I can tolerate it.

I 1 dislike it that way.

How satisfied are you with the procedure for receiving O O O O O
1 2 3 4 5
visitors? Extremely Very
Unsatisfied Satisfied
2. for reading, C 1 like it that way.
If the light in your room is bright, how do you feel? L Itisabasic requirement for me.
C 1am neutral.
C 1 can tolerate it.
[ I dislike it that way.
If the light in your room is not bright, how do you C1 I@ke it th_at way.
C Itis a basic requirement for me.
feel? C 1am neutral.
C 1 can tolerate it.
C Idislike it that way.
How satisfied are you with the amount of light in your — M m m m
room? E},,,l,,,,,, 2 3 4 5
Unsatisfied Satisfied
3. If the telephone service in your room is‘easy to use, C 1 like it that way.
how do you feel? [ Itisa basic requirement for me.
C I amneutral.
C 1 can tolerate it.
[ Idislike it that way.
If the telephone service in your room is not easy to use, C I!ke it th_at WaY:
C Itis a basic requirement for me.
how do you feel? E | am neutrall
C I can tolerate it.
C I dislike it that way.
How satisfied are you with the telephone service in your m m m m m
room? E},,,l,,,,,, 2 3 4 5
Unsatisfied Satisfied
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4. If this dormitory has enough washing machines and dryers,

how do you feel?

If this dormitory does not have enough washing machines

and dryers, how do you feel?

O 1 like it that way.

O Itis a basic requirement for me.
O 1 am neutral.

I 1 can tolerate it.

[ I dislike it that way.

O 1 like it that way.

O 1tis a basic requirement for me.
CJ 1 am neutral.

O I can tolerate it.

I 1 dislike it that way.

: : ; O O 0O 0O 0O
How satisfied are you with the number of washing | 2 3 4 5
) 0 Extremely Very
machines and dryers? Unsatisfied Satisfied
5. If the toilet is clean, how do you feel? C 1 like it that way.
C Itis a basic requirement for me.
L 1am neutral.
C 1 can tolerate it.
[ Idislike it that way.
If the toilet is not clean, how do you feel? C | I!ke it th_a t Way:
C Itis a basic requirement for me.
C 1am neutral.
C I cantolerate it.
C I dislike it that way.
m m m m m
How satisfied are you with the cleanliness of the toilet? 1 ) 3 4 5
EN = -
Unsatisfied Satisfied
6. If the internet system is-working well, how do you [ 1like it that way.
R [ Itis a basic requirement for me.
feel’ C 1am neutral.
C I can tolerate it.
T I dislike it that way.
C 1 like it that way.
C Itis a basic requirement for me.
If the internet system is not working well, how do you C 1 am neutral.
) C 1 can tolerate it.
feel? C | dislike it that way.
m m m m m
How satisfied are you with the effectiveness of the 1 9 3 4 5
: E . .
internet system? Unsatisfied Satisfied
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I like it that way.

It is a basic requirement for me.
| am neutral.

| can tolerate it.

| dislike it that way.

7. If you can access the internet, how do you feel?

I like it that way.

It is a basic requirement for me.
| am neutral.

| can tolerate it.

| dislike it that way.

If you cannot access the internet, how do you feel?

mininininninininin

]

m m m m
How satisfied are you with the internet accessibility? | 2 3 4 5
= , .
Unsatisfied Satisfied

8. If you can access cable TV, how do you feel? I like it that way.

It is a basic requirement for me.
| am neutral.

| can tolerate it.

| dislike it that way.

I like it that way.

It is a basic requirement for me.
| am neutral.

| can tolerate it.

I dislike it that way.

If you cannot access cable TV, how do you feel?

minipininteninininin

]

m Mmoo

How satisfied are you with the cable TV accessibility? : 5 3 4 s

=) ' s
Unsatisfied Satisfied

I like it that way.

It is a basic requirement for me.
I am neutral.

| can tolerate it.

| dislike it that way.

9. If this dormitory has food service, how do you feel?

I like it that way.

It is a basic requirement for me.
| am neutral.

| can tolerate it.

| dislike it that way.

If this dormitory does not have food service,

how do you feel?

minipinineEsinininin

]

m m m m
How satisfied are you with the food service? - 1 b 3 4 5
Unsatisfied Satisfied
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10. If the laundry shop has good service, how do you feel? C 1 like it that way.
C Itis a basic requirement for me.
C 1am neutral.
C 1 can tolerate it.
C I dislike it that way.
If the laundry shop does not have good service, E :tl ::Z I;;?flct ;I(\alghlirement for me
how do you feel? C 1 am neutral.
C 1 can tolerate it.
C I dislike it that way.
m m m m m
How satisfied are you with the service of the | 5 3 4 5
= , .
laundry shop? Unsatisfied Satisfied
11. If repair/maintenance services are prompt, C 1 like it that way.
how do you feel? E :tals a Eiilc requirement for me.
C lcantol ei
[ Idislikeittha ay.
If repair/maintenance services are not prompt, L 1like it th_&lt way.
C | sabaicre irementfor me.
how do you feel? E | am neutral.
C lcanto ateit.
C Idislikeittha ay.
| | m m m m
How satisfied are you with the repair/maintenance service? 5 3 4 5
it ,
Unsatisfied Satisfied
12. If service personnel can speak English, how do you feel? [ ke it that way.
C 1 sabaicre irementfor me.
C 1am neutral.
. lcanto _ateit.
C Idislikeittha  ay.
If service personnel cannot speak English, how do you C | I!ke It th_at Wayj
C Itis a basic requirement for me.
feel? C
C
C

]
]
]
]
]

How satisfied are you with the English skill of the service

B

0 o g
personnel? Unsatisfied Satisfied
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13. If service personnel have a pleasant manner, C 1 like it that way.
C Itis a basic requirement for me.
how do you feel? C I am neutral
C I cantolerate it.
C I dislike it that way.
If service personnel do not have a pleasant manner, C! I!ke It th.a t Wayl
C Itis a basic requirement for me.
how do you feel? C 1am neutral.
C 1can tolerate it.
C I dislike it that way.
m m m m m
How satisfied are you with the manner of the | 2 3 4 5
. E . .
service personnel? Unsatisfied Satisfied
Totall Ver
How important are the following features? Unimgortant Importan%
1 Z 3 4 B

Convenient procedure for receiving guest

Enough light for reading in the room

Convenient telephone service in the room

Enough washing machines and dryers

Cleanliness of the toilet

Effective internet system

Accessibility to the internet

Accessibility to cable TV

Provision of food service

Good service of the laundry shop

Prompt repair and maintenance service

English skill of the service personnel

Pleasant manner of the service personnel

Additional suggestions

Thank you very much.
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Please choose 4 items that should be improved and developed

from all quality attributes.

......... Convenient procedure for visiting

......... Adequate light for reading in room

......... Convenient telephone service in room

......... Provision of more washing machines and dryers
......... Cleanliness of toilet

......... Effective internet system

......... Accessibility to use internet

......... Accessibility to cable TV

......... Provision of more food and drink service
......... Effective service of laundry shop

......... Prompt repair and maintenance service
......... Effective communication of service personnel

......... Pleasant manner of service personnel

145

Would you please return the form to the ground floor office on Jun 17, before 12.00 am.

Thank you very much.
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