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APPENDIX A Questionnaire for tourists

Questionnaire Survey

“Building Service Efficiency for the Staff of Small Hotels in Phuket”

This questionnaire is designed for the academic purpose to evaluate the service
quality level of the staff of small hotels in Phuket. It is used for collecting data for
research that will be submitted in partial fulfillment of the requirements for the Master
of Arts Degree in International Tourism and Hotel Management at Naresuan
University. To achieve the specific research objectives, please provide true, accurate
and correct information. In addition to the academic benefits, this research should help
further the service quality and efficiency development of small hotels in Phuket.
Please note that your responses will be kept confidential and unavailable to third
parties.

Thank you for your time and cooperation.

Worrapot Treesuk

Section 1 General information about the respondent

Instruction: Please check the appropriate box or fill in the relevant information that
most corresponds to you.

1. Gender O Male [ Female

2. Age U under 20 years old  [021-30 years old [131-40 years old

[ 41-50years old [J51-60 years old [ Over 61years ol

3. Marital status O Single OMarried

O Widowed

O Divorced

N

. Please specify your highest education

O 1. Unschooled

[0 2. Under primary school level

O 3. Primary school or equivalent

00 4. Junior high school or equivalent

0 5. High school or equivalent

0 6. Diploma or equivalent

[J 7. Bachelor’s degree or equivalent
O 8. Over Bachelor’s degree

O 9. Other (please specify) ..............
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5. Please specify your ethnicity
[J East Asian 0O South Asian O Oceanian O Middle Eastern
OJ European 0] The Americas 0] African
[ Otltet (Plesge speelfyd.... ... idkl.........

6. Please specify your occupation

[0 unemployed O student
[ governmental official/state enterprise O employee of a company
O self-employed O other (please specify) .................

7. Please check your monthly income
O under 1,160 US$ 0J1,161-1,486 US$ [ 1,487-1,812 US$
0 1,813-2,138 US$ O Over 2,138 US$

8. With whom are you travelling?

O alone O friends O colleagues O family
L1 other, (Pleasespetily  Mum cus < st sh s

9. Please specify number of people traveling with you (including yourself)
I 1 person 0 2-5 persons 0 6-10 persons
O Over 10 persons

10. Please list the name of your hotel/lodging in Phuket where you stay.
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Section 2 Tourists’ views of the service quality level of the staff of small hotels

Instruction: Please tick in the box that most corresponds to your opinion.

What is your opinion of the service quality level of

Best Good Fair Poor Poorest
small hotels staff in Phuket

Reliability of small hotels staff in Phuket

1. They provide accurate and reliable

information

2. They provide service on time every time

3. They treat all customers in the same manner

and consistency

4. They provide service without errors

Responsiveness of small hotels in Phuket

5. They offer comfort to their customers

6. They are professional when correcting a

service error

7. They are willingness to help customers

8. They provide prompt service

9. They are warm, helpful and friendly

10. They make their customer feel welcome

Assurance of small hotels staff in Phuket

11. They have multi-lingual skills

12. They effectively communicate with their

customers

13. They are polite and courteous

14. They have good service experiences and

skills

15. They are qualified to work in the hotels

16. They have credibility and honesty

17. They provide security to their guests

18. They are approachable
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What is your opinion of the service quality level of
Best Good Fair Poor Poorest
small hotels staff in Phuket

Empathy of small hotels staff in Phuket

19. They make an effort to understand their
customer’s needs

20. They give special attention and care to
customers

21. They are accurately recognition their
customers

22. They use jargon-free language

Tangibles of small hotels staff in Phuket

23. They have neat and clean appearance

24. They prepare themselves well for work

25. They know how to use office equipment

Section 3 Additional opinions and recommendations.

1. In your opinion, what service qualities of small hotels staff in Phuket should be
developed in order for small hotels to be more significant competitive in the
hospitality industry?

2. In your opinion, for an improved service quality and efficiency of small hotels

staff in Phuket what are further recommendations?

(€2 {C :£63:5}°5}

Thank you for your time and cooperation
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APPENDIX B Question guidelines for the human resource managers

and/or management levels

Question guidelines for the human resource managers

and/or management levels

1. Opinions on the current situation of small hotels in Phuket.
2. Opinions on the internal factors affecting the efficiency of staff service in
small hotels in Phuket.
3. Opinions on the external factors affecting the efficiency of staff service in
small hotels in Phuket.
4. Opinions on the service quality of small hotels staff in Phuket.
5. Opinions on the service efficiency of small hotels staff in Phuket.
5.1 Leading and deciding
5.2 Supporting and cooperating
5.3 Interacting and presenting
5.4 Analyzing and interpreting
5.5 Creating and conceptualizing
5.6 Organizing and executing
5.7 Adapting and coping
5.8 Enterprising and performing
6. Opinions or suggestions regarding guidelines for building service quality
and efficiency for the staff of small hotels in Phuket.
6.1 Opinions or suggestions regarding guidelines for building service
quality of small hotels staff in Phuket.

6.2 Opinions or suggestions regarding guidelines for building service

efficiency of small hotels staff in Phuket.



BIOGRAPHY



Name-Surname
Date of Birth
Place of Birth
Address

Work Place
Position
Work Experiences
2012
2008

2007
Education Background

2002

BIOGRAPHY

Worrapot Treesuk
March 26, 1979
Phuket, Thailand
23/69 Moo 1 Wichit Sub-district, Muang District,
Phuket Province, Thailand 83000

Phuket Rajabhat Universit, Phuket, Thailand

Lecture

Lecture, Phuket Rajabhat University

Night Guest Service Executive, Patong Paragon Resort &
Spa

Assistant Night Manager, Bel Aire Resort Phuket

B.A. (Service Industry) Sripatum University,
Bangkok, Thailand
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