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Questionnaire

The Effects of Servicescape and Service Quality on Customer Satisfaction of Integrated

Accommodation in Bangkok

Instructions: The purpose of this questionnaire is to study the relationship of servicescape and
service quality influencing customer satisfaction of integrated accommodation in Bangkok. All
respondents will be asked for their cooperation to fill out all items completely based on your honest
opinions. All information is in partial fulfillment of the requirements for the Degree of Master of
Business Management, the College of Management, Mahidol University (CMMU). All

information is confidential and has no effect on the respondents.
This questionnaire is divided into 5 parts.

Part 1: Screening questions

Part 2: Opinions on servicescape factors

Part 3: Opinions on service quality factors

Part 4: Customer satisfaction

Part 5: General information of respondents

Part 1: Screening questions

Instructions

Please respond to the following questions by placing a check mark (\/) in the answer box that

corresponds to your response (only one answer is chose.)

1. Have you lives in Bangkok?

() Yes () No (End of question)
2. Have you ever used a fully integrated accommodation?

() Ever () Never (End of question)
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Part 2: Opinions on servicescape factors
Instructions

Please respond to the following questions by placing a check mark (\/) in the answer bOX(D)

that corresponds to your response (only one answer is chose.)

Level of agreement

Servicescape factors Lowest Low Moderate High Highest

(1 2 3) “) ©)

1.The surrounding

atmosphere

1.1 The lighting outside

the room is perfect.

1.2 The lighting inside

the room is perfect.

1.3 The temperature
within the room is

comfortable.

1.4 The air quality in the

accommodation is good.

1.5 External noise is not

disturbing.

2. Positioning

2.1 Smoking zone is
separately available in a
fully integrated

accommodation.

2.2 Location of the

parking lot is appropriate.
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Servicescape factors

Level of agreement

Lowest

(1

Low

2

Moderate

3)

High
“)

Highest
©)

2.3 There is enough

parking space.

2.4 Traffic management
of cars and pedestrians is

convenient and safe.

2.5 Space for recreational
activity and rest is

enough.

2.6 Positioning is simple
to access to various

desired places.

2.7 Positioning is easy to
locate the place/location
of a fully integrated

accommodation.

2.8 The size of the
bedroom, bathroom or
various rooms is

appropriate.

2.9 The position of the
sanitary ware in the
bathroom does not

interfere when using.

2.10 The position of
furniture and bedroom
appliances does not

interfere when using.

3.Decoration
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Servicescape factors

Level of agreement

Lowest

(1

Low

2

Moderate

3)

High
“)

Highest
©)

3.1 Reception area is
well-organized

decoration.

3.2 Decoration of external
garden landscape is

beautiful.

3.3 Bedroom is well

decorated.

3.4 Bathroom is well

decorated.

3.5 There is a variety of

room styles.

3.6 Building or
appearance of a fully
integrated
accommodation is

beautiful.

3.7 Selected furniture in a
fully integrated
accommodation is

appropriate.

3.8 The color of the floor
and wall is suitable for

the location.

4.Equipment and

facilities
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Servicescape factors

Level of agreement

Lowest

(1

Low

2

Moderate

3)

High
“)

Highest
©)

4.1 Electrical appliances
in a fully integrated
accommodation are

complete.

4.2 High speed internet
in a fully integrated
accommodation is

available.

4.3 Furniture, dressing
table, bed, cabinet,
pillow, blanket in the

room are complete.

4.4 Conditions of
furniture, dressing table,
bed, cabinet, pillow,
blanket in the room are

good.

4.5 Sanitary ware and
bathroom accessories
such as soap and
shampoo are completely

available.

5. Signs, symbols and art

objects
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Servicescape factors

Level of agreement

Lowest

(1

Low

2

Moderate

3)

High
“)

Highest
©)

5.1 Various signs and
symbols of a fully
integrated
accommodation are easily

visible and clear.

5.2 Various signs and
symbols of a fully
integrated
accommodation are easily

understood.

5.3 Various signs and
symbols of a fully
integrated
accommodation can be
used to reach for desired

place.

5.4 Selected furniture,
paintings or art objects
are suitable for the level

of accommodation.

5.5 Employee costume is

consistent with the place.

5.6 Employee costume

reflects professionalism.

6. Cleanliness in a fully
integrated

accommodation

6.1 Rooms are clean.
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Servicescape factors

Level of agreement

Lowest

(1

Low

2

Moderate

3)

High
“)

Highest
©)

6.2 The corridors in the

accommodation are clean.

6.3 The bathroom of the

accommodation is clean.

6.4 Furniture, tools or

equipment are clean.

6.5 Employee dressing is

clean.

6.6 Cleaning staff are
available in each area of a
fully integrated

accommodation.

6.7 Overall

accommodation is clean.




Part 3: Opinions on service quality factors

Instructions

Please respond to the following questions by placing a check mark (\/) in the answer bOX(D)

that corresponds to your response (only one answer is chose.)

125

Service quality factors

Level of agreement

Lowest

(1)

Low

)

Moderate

3)

High
4)

Highest
(%)

1. Tangibility

7.1 The surrounding
atmosphere is satisfactory

to stay.

7.2 Living space is

sufficient.

7.3 The place is clean and

tidy.

7.4 Maps, marks or signs
indicating various locations

are clear.

7.5 Modern facilities are

available.

7.6 Parking lots are

sufficient.

7.7 Modern and quality
appliances and facilities are

available.
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Service quality factors

Level of agreement

Lowest

(1)

Low

)

Moderate

3)

High
4)

Highest
)

7.8 Many channels are
available to contact the
service, facilitating the
contact, such as phone and

website.

2. Reliability

8.1 Service provider can
inform clear and correct

information.

8.2 Service is safe and
comfortable when using

the service.

8.3 Service provider has
knowledge and expertise in

providing good services.

8.4 Every service is
provided to customers in
an accurate, appropriate

and consistent manner.

8.5 Service provider
provides suggestions for
solving various problems

of users.

8.6 Service provider is
consistent in providing

services.
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Service quality factors

Level of agreement

Lowest

(1)

Low

)

Moderate

3)

High
4)

Highest
)

8.7 Service provider can

solve the problem at hand.

8.8 Customer receives
complete and accurate

information and advice.

3. Responsiveness

9.1 Customer can use
various services easily,
conveniently, without

difficulties.

9.2 A fully integrated
accommodation provides
fast services that meet the

customer needs.

9.3 Service providers
respond to customer needs

in a timely manner.

9.4 A public relation is
conducted for customer’s

inquiry at any time.

9.5 The number of service
providers is sufficient to

meet customer demand.

9.6 The procedures and
methods of the service
provider are concise and

fast.
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Service quality factors

Level of agreement

Lowest

(1)

Low

)

Moderate

3)

High
4)

Highest
)

9.7 Service provider can
respond quickly to
customer questions or

suggestions.

9.8 Service provider serves
the services in a quick and

thorough manner.

9.9 Customer is convenient

to receive the service.

4. Assurance

10.1 Service provider
services customers with a

polite and respect manner.

10.2 Service provider
clearly communicates with
customers to resolve any

doubts.

10.3 Service provider has
knowledge, skills, and
capability to serve

customers.

10.4 Service provider has
good gestures and manners

when serving customers.

10.5 Service provider is

keen to serve customers.
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Service quality factors

Level of agreement

Lowest

(1)

Low

)

Moderate

3)

High
4)

Highest
)

10.6 Service provider is
trustable to serve

customers.

10.7 Service provider
responds to customers

politely.

10.8 Service provider is
confident in answering

questions to customers.

10.9 Service provider is

willing to serve customers.

5. Empathy

11.1 Service provider is
attentive and pays attention

to customers.

11.2 Service provider is
generous for each

customer.

11.3 Service provider
learns customers who visit
a fully integrated

accommodation.

11.4 Service provider gives
recommendations to

customers.




Part 4: Customer Satisfaction

Instructions

Please respond to the following questions by placing a check mark (\/) in the answer box(D)

that corresponds to your response (only one answer is chose.)
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Customer satisfaction

Level of satisfaction

Lowest

(1

Low

2

Moderate

3)

High
4

Highest
&)

12.Satisfaction with

servicescape

12.1 You are satisfied
with
the accommodation

atmosphere.

12.2 You are satisfied
with service area
management and

utilization.

12.3 You are satisfied
with signs, symbols, and

decorative items.

12.4 You are satisfied

with equipment.

12.5 You are satisfied

with decorations.

12.6 You are satisfied

with cleanliness.
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Customer satisfaction

Level of satisfaction

Lowest

(1

Low

2

Moderate

3)

High
“)

Highest
&)

13. Satisfaction with

service quality

13.1 You are satisfied
with tangibility of the

accommodation.

13.2 You are satisfied
with reliability of the

accommodation.

13.3 You are satisfied
with responsiveness of

the accommodation.

13.4 You are satisfied
with assurance of the

accommodation.

13.5 You are satisfied
with empathy of the

accommodation.
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Part 5: General information of respondents

Instructions

Please respond to the following questions by placing a check mark (\/) in the answer box(D)

that corresponds to your response (only one answer is chose.)

1. Gender

O 1) Mate

2. Age

O 1) 21 - 30 years old

O 3) 41 - 50 years old

O 5) Over 60 years old

3. Marital status

O 1) Single O 2) Married
4. Occupation

O 1) Student

O 3) State enterprise employee
O 5) Business owner

O 7) Freelancer

5. Average monthly income

O 1) Less than 10,000 baht

[ 3) 20,001 - 30,000 baht

[ 5) 40,001 - 50,000 baht

O 2) Female

O 2) 31 - 40 years old

O 4) 51 - 60 years old

O 3) Divorced / Separated

O 2) Government official
O 4) Employee of private company
O 6) Househusband / housekeeper

O 8) Others, please specify ..................

[ 2) 10,001 - 20,000 baht
[ 4) 30,001 - 40,000 baht
[ 6) More than 50,000 baht

Thank you very much for your cooperation.
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