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Pornchai Sungsungwan (2004). Consumer's satisfaction with the service of Novote! Lotus Hotel,
Bangkok. Master’s praject, M.B.A. (marke'ting). Bangkok : Graduate School,
Srinakarinwirot University. Advisor : Asst.Prof.Dr.Apiruth Tangkrachang.

The purpose of this research is to study consumer’s satisfaction with the service of Novotel
Lotus Hotel, Bangkok. The samples are 400 customers in Bangkok Metropolitan and questionnaire
use as a tool to collect data that then analyse with percentage, mean, standard deviation, t-test,
one-way analysis of variance and least significant differgnce upon significant difference existed.

The results of these findings could be revealed as follows:

1. In terms of general information of the consumers, it find that the majority of consumers
were male in 30-39 years of age, Japanese nationality, graduate, employee at middle staff level,
with $3,001 or more average monthly income. The characteristic of stay is private business while the
purpose of using the service is business trip.

2. In terms of consumer's satisfaction with the service of Novotel Lotus Hotel, Bangkok, it
find that before using the service, the consumers are quite satisfied with its location at 3.65 followed
by its product at 3.53 and its price at 3.21 as the least. During the service, the consumers are quite
satisfied with its promotion at 3.65 followed by its product at 3.61 and its location at 3.31 as the
least. After the service, the consumers are moderately satisfied with its marketing mix at 3.37‘.

3. In terms of demography including sex, age, nationality, educational level, occupation,
income, working. position, characteristic of stay and purpose of ‘stay in relation to the satisfaction
before/ during / after the service provided by Novotel Lotus Hotel, Bangkok in the aspects of
products, price, place and promotion, it find that difference in sex, age, nationality, occupation,
income and working position Ied to different satisfaction towards the service of Novotel Lotus Hotel,
Bangkok at statistical significant at .05 fevel. For the factors of characteristics and purpose of stay in
the stage of pre-service and during-service, there is statistically significant difference at .05 level.

However, for the stage of post-service, there is no statistically significant difference.
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MW

Tuasfinvuaun a:tﬂumﬂﬁuﬁammﬁmms‘lumﬁmavqmmwm‘s'lﬁu‘imﬁﬁ
mwi’waa;&’u’%‘[nﬂ wszinmIaaadesliuilinudosinefinelinudumamanisaessuazil
HasamMIFINaULIN I WidssauanudiGe eadl

789319 1 (Gap 1) wurwda sovinswinanumenisasiiilnauasnmsiulu
m’:‘ﬁ'ﬂmwaaﬂ'ﬂ%‘[nﬂ (Consumer Expectation — Management Specification)

TaIIN 2 (Gap 2) wulana Bavinenivmsinionmdanussdnuoizgm
NWMIIALSNNT (Management Perception - Service Quality Specification)

%8931 3 (Gap 3) waphe FavinszwinadnsmzammMwnsliuimsuazms
§IUBVULINIT (Service Quality Spec. — Service Delivery)

489919 4 (Gap4) wwnpfs FariwswitsmItamavyImsuazmsansdadaany
MNNMEnaN

F849399 5 (Gap 5) wanuid '&aa'mﬁ:whau?ims‘ﬁ'%’u;?uazu"’sm'sﬁmﬂui'o

(Expected Service)
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Past Experience

External Communication to

p  Expected Service <
Gap5 A
Consumer
----------------------- p  Perceived Service
E Service Delivery
Marketer | { Including Pre and Post-contacts) CONSUMETS
' :
' Gap3 \ T Gap4
; Translation of Perceptions inte Service
i Quality Specs
Gap 1 i Gap?2

Management Perception of Consumer Expectation

mwdsznay 2 leamsgunwnsliuIma (Service Quality Model)




2wmanafainiuenafenalenamaueianaimala

anuNInala v.muﬁamiﬁam%nlm:uuﬁmmﬁnluwwﬁ'ﬁauu‘%a"l.u‘ﬁausia
é’aauﬁuam%nﬁﬁmmjﬁnmqmnﬁa’mu ﬁapjﬁﬁmmﬁawalﬂ daugﬁﬁmmﬁnmaauﬁ%am
7oV A tgﬁ'lxiﬁawarla

unfimsnandsanunanelalunaiuda uanmnﬁﬁ'\aﬁmsw“ﬂﬁammﬁawa'l'-n'lu
ansmrAfuiuf  wladeuluatuuurdadiuin 9 1y 2Ty (Morale) nasifiawiny (Boredom)
UIsBNALUaIANI3(Organization climate) udu  auiawaledadnisndnfenstudiuaiy
wuefinda fe suRanalenaly (General satisfaction) Tansnpfsanuiawelaludde @
'lm;ﬁnﬁuﬂmfmjmﬁumwﬁawa‘h@ia‘s:uué’aﬂuﬁﬁﬂﬂ'jw 296ims wuda  anuRawelafideasu
o nuNanelaluau

wau  d1bmw (2533 : 8) na1rdn adwAanels wuipfis audainis
(Needs) ldursaiihmane w animﬁuamaanmﬁa:ﬁmmqm dunaldamnaoen dmwa usz
mMsugedaan

disn  nnwmine (Direck Rerkrai 1972 :36) na12dn Anwhanela waneids
firuadlunmeuaniesyansiifidefilafmibifenfouudasliiiluanuionalalunsljudededs
n

J0AMUW (8581 Huaaw. 2538 : 20 : $135997n Wolman. 1973) lelwanunune
TosnnuiInalain Arafewala wanetis  AuiEN (Feeling) ﬁqumﬁaaum‘lﬁ%’uwaihﬁa
MuIRIRUNY (Goals) AMUFRIMT (Wants) W3au393319 (Motivation)

aoanarlad (o581 Bua8u. 2538 : 20; 41389970 Wallesteim. 1970) MWaanu
mnmlaaﬂ'nuﬁawa'la'hLﬂummg"énﬁﬁwﬁmﬁa'l.ﬁ’%’uuaé‘u"mmugm‘immﬂ n%aﬂummﬁn‘ﬁ'u
qmﬁ"tmﬁﬂ‘lﬁ%’umﬁ’u%

AWAL uar uuenashe (8381 nuwey. 2538 : 20 819B9e1Nn Tifin and Me
Cormick. 1970) N&1I mwﬁqwalmﬂw.mgahmaau%yﬁ-ﬁ'ﬁvhaguummﬁaamiﬁug’m T
\feaitasathalndSerunssugns LLazﬁagﬂa wazweneunaniapafefi lisdaans

adia assuaud (Uszua 937, 2539;7) wuhenuawaladieauninaag 3

2 = el o te o [ =
1. amuiewala winofy  sounsaifikamaliodsisiddulueuiyanaaia

2. anuiawals wueth  srduenuanITafilullenufideenns
- = o w & a ' '

3. anudwele wanpds mainuladulyew wissuasdagudinayana

nnanuwny 3 Apdnann  eesunudiiuinlablugmavauwmguediday
AnuRanaladanu 3 nopjfiddy fa ewanumuisusnaglunquanumands
(Expectancy Theories) mwmﬂammuﬁaaqaglunéuﬂnuﬁmmﬁmms (Need Theories) ua:
swATuRNDRENEWIRaglunungujama (Value Theories)

- y . ar a o T

308 (Vrom . 1964 : 99 ) na1rdn Nauad war anuNiwelaluienilaanisn

v ar [ & . & =~ e | s = ' - s -
TBunumule wssismasdit manafis wahldninmfiuaendvluidusalufon  ausd
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Fuunazusasliifiudoamuanuiiwalaludoain UAzAUAd Lusuauuaas liiRunwlissnala
Wwas

V@3 (Davis . 1964 :99 ) N&aMIn wqanﬁmﬁmﬁ'ummﬁawa‘lwawgm‘f fo
ANz ITANUETNATEe WD AunTIIuNSEID wia n‘n:ﬁ"l,sjvlﬁqaun'\w'lm'w
me Li’iauguﬁmmmm%‘mémw 9 aansnliudr  wusddenldfusnunwalaluisfaudains

a1aew (Dalton . 1968 : 48 ) naTIWAUAG  nanuis anuiEnzasaulenunis
Jravu %"‘:avl,zjmauluqﬂﬂa Foma9 wia snzwaedeviirdnluifpadas

waw (Morse . 1955 : 27 ) n@1231 anuNawels wuwda Qnémnaﬂwﬁ
mansnannuainiuadiisnsvrlitiennulivala Somuneds  annuedoailieauinn
AWHBINTIBI N ﬁqwm‘fﬁmmﬁmmsﬁ%ztﬁmﬂj‘]ﬁ?mt’%Un%”aaLwiﬁ"ufialﬂﬂ'zwﬁaomsvl@‘i’
TuMsaauauad ﬁa:ﬁﬂﬁqﬂﬂmfmﬁmmmﬁowalﬁl |

VARUE (UNeen 819w . 2538 @ 26-27 ; 81398991N Mullin, 1985) Na1in ANy
wanale Lﬂuﬁﬁuﬂamaaqﬂﬂaﬁﬁdaéadu 9 vxmﬂGT'mLﬂuamwmﬂluﬁﬁmwé’uﬁuﬁﬁumwﬁn
maaqﬂﬂaﬁﬂszauwaém%’tmmﬁgﬂuﬁmﬂ?mm WATA LA Lﬁ@ﬁ]"lﬂ&ﬁéﬁﬁ’-ﬂ:ﬁLLTGNé’ﬂﬁuU'N
Usznislusayans %\1Lﬁmmnmsﬁmmaawmmua:quﬁmﬂmmmmazi‘m WWovznauauasde
m‘m@"aamw‘%ammmﬂw‘ﬁﬁﬁa;li Lm:u’jaussQLﬂwmuﬁﬂﬁf’uuﬁﬂ:tﬁmmmﬁma'lmﬂuwaa:ﬁ'au
né’miﬂtj@@L'%Iuﬁmﬂum:mumsmguﬁnuﬁn@ia‘lﬂ

AN BINIT WIa A WTINANAW (WOANTIN , IR al]
ANHIII . — nINseTii R

aNUNBLY ( HaFTIaUNAL)

nmisznaw 3- Hdaansiiie “aznaunala” vasyaaa

Tud uar nS8 (Bovee and Thill 1992 : 629) lelwmrumuipvainisuInisin
LﬂugﬂLmummm'sﬁ’ﬂsiﬂﬂunmnNaﬂsﬂﬂ'mﬂﬂajr;ﬁa msudnseunsaudaiweiasdia (Machine)
uAAa (Person) WIS AW AT IDAN %uﬁﬂﬁaulwrgLﬂunwssauﬁ'umao%uﬁﬂﬁﬁ'uﬁaa'lﬁ
n?:@ﬁmsﬂﬁLﬂuﬁuﬁﬂﬁnﬁ'\ﬁlumnmnsﬂﬁuumamumwff‘ignﬁ'ﬂoﬁ’aams Sndunitsdafud Aty
¥in1s  dnwusddRamsuanuldsudionisuinns LLl.‘J"j'lLT"I’G:ﬁn"IinG]Lﬁ.ﬂ’Jﬁ"UﬁuﬁﬁLLB:‘U?n']TT.G]U
woNY LLdmmmimﬁu‘éuﬁwmnmuﬁmuﬂﬁ'ﬂ‘lﬂﬁ"\aaaoﬁnwmz

ABLIR (Cowell. 1994 : 666-667 ) AIUAINUNNILNIINTTAMALARINUAN I
snwmzzasmsliuinsluswiiuandrsaniudmialudail

1. Intangibility  winniludeibimunsadudoaled
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2. Inseparabiiity u%nmﬂu%oﬁ‘himmsmwnaanmnpj’mﬂ @l¥3ns) e
o N & V as 0

3. Heterogeneity u3msazanminauaiuagiunanmlade

a. Perishabpility  uSmsiudnlisursondanafiuiésaals

uananil Cowell ldnmuadiusgunanisasiad niunisuims 15 6 s fa
Product , Price , Place , Promotion , People uaz Process

aantand (Kotler. 1993) 1dlwd fiorunisuinisin Wudanssufisudaslile
(Intangible) gnmtaua‘[mmll'lwﬁe Taoflatinsiwdnves u,a:ﬁansmﬁqnénawgmmaémﬁu
fudusfisudasle

uannitnantaa’ uazenurNIos (Kotler & Armstong. 1996 : 661-662) letlwoast
UsznauresmItims 4 dsznsleun

1. Intangibility Wunisuinrsiliguisowiu fuse jan ladu warldndn
fiawn3ge

2. Inseparability Lﬂumsﬁm'ﬁ“‘f’ivlaimmsmmnaanmn;jmu (Provider) &

3. Variability Qmmwmnﬁmsﬁuﬁuiﬂmgﬁwj’lﬁﬁms Wals Alwu wes
ufi‘msamq‘lﬂﬁamsu’%msgnmtaua

4. Perishabbility — fmdnWUzdIAIUDINITUTNNT dwReAhisansandaiafiuly
dsedldifiomunieldusmuids

s Fuzload (2544: 7) nénﬁamw%msﬁﬁﬂmn'\w (Service quality) Wnil 3
avfilsznaunanduldun  flusnag FOUALILMS  waBedmInanuszaan lew

(v

1. gliuins  AawaladrdnveiniTuinng wanziugdaiianauandruaziilug
siFnanusSalinuianssy

2. swAlWLSMS ijuqmwnﬁ'gnﬁ’wﬂﬁ'ﬁ'wﬁmﬁaﬁnL'ﬁ"nsj'\‘lumirmrmﬂ"saﬁ’ws"ﬂu
amuﬁﬁa:mﬂ@mmmua:Li’lus:t.ﬁuu foduninawasoadiny  Madsuaadliifindenanudss
fnBmwuszamnwsadaddinIdIn gné’wﬁwmﬁm:ﬁm%aﬁ'u'luﬂmmwLLa:ﬂsz‘éﬂ%mw'lumﬂﬁ'
u?nﬁﬂuﬁ"’aj?rnﬂs:ﬁnlmﬁau,snwu

3. AIBMUILAMNRZAIN Lﬁ‘%'aaﬁmﬁaqﬁnsnﬁaﬁfuaﬂéumﬂﬁ'ﬁmi msfisanien
szinnla ﬁ“i‘](uagjﬁum’mmm:aulumm“imi wazFaddnfiazianlildiie msigainmg
uaqﬂn‘snfm'si'nfu'lﬁ’w{au'lf\nuagtaua 'lajhi'hﬁLﬂ?aaﬁaqﬂnsniwfauLwi‘lﬂﬁmu"l,;i'l,ﬁmueﬁ'nm’%aa
1)

qmmw'umn'ﬁu‘%n'rsﬁ?uﬂn%:ﬁw.l,ﬂma:Lﬂ§auuﬂm"lﬁagjLauam'mm'nuﬁ'aan']ma:
mmmﬂﬂi‘amaagnﬁ'ﬁﬁmﬁuu‘lﬂ é’afutsﬁaémﬂué’aﬁ@s:@'ﬁJQmmwmaamﬁu‘%mwaorsmg
aaaaian  daumsinaadszivlaniennuarlavesfiuuinwisgndr  Tavtenadawsaanan
duaaaeigoni @T’ﬁﬁ%’i’mmmwa'lwaognﬁ’n ( Customer Satisfaction Index : CSI) Ww3alad ey
fmudte 991 anmwalasimazeasviali uszdedisinwmzels

1IN Afganiis (2543 1 58-60 ) NE1I MmEMAMILIN IR aNAAA AN
gadmIuandd mm:mqlﬂﬁq@Taoﬁmsﬂ%’uﬂ;m@aﬁ’mmu‘%mﬂfu qmmwtﬂﬂ‘éamﬁaﬁﬁﬂﬁ’gﬁﬂ
AnmUAsuwlsinimianiaime] u.a:ﬁ'ﬂﬁu‘%n'lw'faoﬁ’uwuﬁama‘uauaam’\ajnﬁaomwaognﬁ’\



ﬁm‘é’ymﬂa-ﬂﬂagmamnm uazdianuuand1sInguiidu é’ua‘juans:wwiam‘sﬁ%’uﬁywaﬁﬂs
PVAIUTENAIY u“sﬁﬂr‘iwumﬁumaunwdmﬁummﬁamuamm?mw‘%au‘émﬁmsﬁﬂﬁqnm'm Fole
Wi
matruaivutongaau  aa wﬁfnmuv}nﬂuﬁEhus'asflumsﬁwumﬂwmzj 4
o« &
dyznis aeih
1. ﬁmumﬂ‘nmﬁ’aomwaognﬁn
1.1 ﬁmmfﬂfnuLvihhlugiﬁwmgnﬁﬁ
1.2 aSanuduiugu
. 9
1.3 0undsnw lulmid s ou8e s ausans
1.4 Lauaﬁmmﬁﬁqmmw
15 'lﬁ’mmau'laﬁumwhLﬁumuﬂs:iﬁumaogné“n
2. mnﬁuﬁuﬁnwz
2.1 mifﬁnﬂa msﬁﬂa%’nﬂaaaﬁg}nﬁ’mﬁ@ Wuinaitafidam

o

v
= LY G

22 Fnmsuiletgm lasawauusawinie  wiaudnishandadainis nssarnin

k1)
< aros

REWIUL AU ATARA NN TTUN RSN TEAN AN AL N A URRS mvmmdinﬁﬂ'ﬁau 3
Uszanm wazIzasIat lunISIEiuaTw
3. msvneuiivny

4. msiadany  wasmaliulsimsdjiceu

‘.
=

18870 (Reilly. 1996 : 31} ldilWarunutvnasnnuiswalazasgndr (Customer
Satisfaction) 31 Lﬁagnﬁﬁné’umlﬂmﬁauﬁmﬂ LLaxl.ﬁagnﬁ'wauqm‘lumﬁu‘%mi ﬁ%aLfiagnﬁ'\
FasmyfsRudmionSmady  andieousnil murosdldin  aruReneladuanaduiug
Ewingduuuuasmsuazanuamanuedgndn fiwadnfepnufiuanumenids anfezfia
arwfiawala  wddllniiuwllawmends - andrezlifiannaRanale

aamiaad uss o1fuaATas (Koller & Armstong. 1996 : 572 ) nanfanuNIwa
lavaaandn (Customer Satisfaction) 31 Lﬂumsﬁﬂaulwaagnﬁ’lﬁﬁm’amsﬁmauaqmmmemﬁ
Rale! tm:ﬁﬂvﬁﬁﬂmiﬁﬂ%u’lﬂ%’mfmnﬁmﬁaaﬁugﬂLLuumaa?mﬁ"\ﬁmmuaaanm waziBanloaly
feamumanauaagne Imngnﬁ'ﬂLwiamumaﬁs:ﬁummﬁqwa'lmﬁumnd'mﬁu I(ﬂuﬁwgﬂuuuﬁ
dauadusinnamandsiidn anhazlaidawale ustiRunuemandagaly anfeziowala
iRaunndu azho'l.sﬁmammuﬂ'mmi’aﬁ'a%uas‘J:ﬁuﬂs:ﬂumm‘imigfrraluaamaqgumv'ﬁ ANURALAY
maatﬁauua:cgﬁtﬁnﬁae 71u'ﬁa-ﬁ'aHamaaﬁnmmamua:gﬁLnia'ffuﬁmmuau“saé@tyﬂi' unn1s
asmazdasszasyisluiasssduanuionalevesgndmduadny

F317T0  1@ITON uazAme (2541 : 44-48 ) 1@TIUTWANNRUNLVAIANUNING
lazasanda 'imﬂuszé‘ummg‘ﬁnmaagnﬁ':ﬁﬂuamnmiuﬁuuu‘f’xuus:nd’mnaﬂizlmﬁmnqmauu"a
HRAAMY  wianiThauzesndaimuet  AuniTataniizasanda s:ﬁumwwa‘lwmgnﬁw:nﬁﬂ
VINANUUANAIERiRads lsnimusiad uiazaNunaniaunns  MImaniareaana

X - = e [ y = oo o -
(Expectation} timnnuszaumaniuazaaianluedisvasgma  dnmsaaeuazdiodu  Mfoades
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ﬂmaawmmuaﬂammwawa‘kﬂunuanml@lnwmmuaﬂaﬂmmmm (Value Added) msaiinm

ﬂ']L’WNLﬂVﬁl'Wﬂﬂ’]?NﬂG] (Manufacturing) W83IINNIIAAA (Marketing) s'w‘nwnﬁﬂ'lmumununu

ASHoR Y F}I@umwanmmﬁaqmmwsw {Total Quality) Qmmmﬂmnm‘nmnmaﬂwmﬂmaﬁu

(Competitive differentiation)

63md’;ﬁuau'lﬁ'ﬁ’ugnﬁw:oﬁ‘aamnn‘hﬁunumaognﬁ'\ (Cost) dunuwagndIdau

waiffia  senFud

ANMVUANANATUNITUDIVUD DINTNN D]

ANUUANENEUNAAS U
AMUUANGNATUMTUTMS
ANUUANANIAUYAFINT
ANVUANANATUNINAN T

—> WA UM

qmﬁwﬁmﬁmfﬁﬂulumﬂmmaagnﬁﬂ

Qmﬁ‘mamﬁmﬁ

qmme’ﬁuqﬂmni

ADLANAIUNIWE N DL

q

nwudsznay 4 uamﬂaé’uﬁtﬂuﬁﬁmuﬂqmﬁhtﬁua"'m%'ugnﬁ"l ( Customer added value)

AMANEIULINT (service value)

- - - 1 = e o kY -
AMUAITIUNRNT W (Product value) AWUNTNAANUNITINVDIGNAN
a oA et o
( Total customer value) HBANTANINE
AMUFINUYANINT (Personnel valuc) NaUKTIgNS
(Customer
ﬂmﬁﬁﬁﬁuﬂ’lwﬁﬂﬂtﬁ (Image value) > delivered
value)
T (Funu) lugilidu
.. . AUNUTINVBIAN
AUNUAIUIINT (Time cost) v ®
(Total customer cost)
FUNUGIUNTINU (Encrgy cost)
é‘uquﬁﬁuﬁm%w 87 (Psychic cost)
Ausridauauungndn AT EINILgNA - AunuTINBBIINAT

o ' N
MSENBY 5 UAAYATKATMAINBUUNGNAY (Customer delivered value)



20

Lﬂéaaﬁalumiﬁﬂmwuazmﬁmm’mﬁawa‘lwmg}nﬁ‘h HwdsnsAdaens Jeinas
GTumﬂ'anaamwaognﬁ'l Iﬂuﬁqm&mmuw‘ﬁaaﬁammﬁawa’lﬂﬁﬁugnﬁw NSEFNAINUNIND
Lalvnugniiithiiidasdilefiodio 1. FBnsairennuRanolalasmssadunuvasgné @asen )
ﬂ%amsu‘%mma:wL@iwuaa%uﬁ'ﬁ%o%aﬁﬂzﬁuav‘h'l,ﬁﬁ'\'l,ﬁmmu‘sﬁﬂmﬂaa 2. USENeaIENNTnae
r'iﬂ‘s'[@umwamamu wiamsidy FEmsGemauuaziaanuiinelavasgndrmuiinialddlnis
nadail 1. suunRdousertomuaun: 2. msdeanuiowalizesgndl 3. mnRande

loonguiiwmilwane 4. myaziieand Rgmie

AIURWUIGNAT MSTNBIRNAT l,l.azmwmmﬁaa%’ﬂaﬂﬁuﬁuﬁ'uﬁﬁuﬁﬁugnﬁh

#3avsme eIl wazAmE (2541 : 50-51) nandle  M3InwIgnen (Retaining
customer ) NuIndssliudyanudniuiiudeds 9 §21olads MIndauazaunans
vigndasinmgndndmaenly mﬂ:gnﬁﬁﬁmoLﬁan'lun'ﬁ%a%uﬁ'\mn;}u'\amUﬁu 9 lasmsinmn
gnﬁ’ntauvl."nﬂu%%ﬁdmn’hmszsﬁ”nagnﬁﬂlmjuazmmmamgnﬁﬂlmjﬁaﬂ%ﬁmgugandw

NIURWWIANAT (Attracting customer) dudEnmsFamians Lﬁﬂlﬂ"lﬁgnﬁ’ﬂmj
Fassndonirrolaswineursuasmifesismsasalavldze

msmmmﬁaa%'wmwé’uﬁ'ufé’uﬁﬁugnﬁﬁ (Customer_ relationship marketing)
mmmquluﬁanssumsmmﬂLﬁaa‘?ﬂammﬁmﬁuﬁ'uﬁﬁ'UQnGTTéhLﬂuﬁaaﬁnwﬁ:ﬁumsa%’wmm

é’uﬁuﬁﬁuﬁﬁuganﬁw 5 §20U fanTWUSENAUTNIANd LLamns:munﬁﬁmmgnﬁ’ﬂ

o X : e olf e o
gnﬂ']sna‘ﬁ‘l Qﬂﬂ'\ﬂlﬁﬂ'\‘iﬁ%ﬂﬁi&u
e e - N (Repeat customers) (Advocates)
naunsIsyInazuaned

(Suspects) / \ ¢

s gnendafuiuan
Qﬂﬂ’l‘ﬁaﬂiﬂﬁﬂ
(Partners)
i (Firsi-time customer)

naq'mj'mmwnﬂugnﬁﬂ

a,

(Prospects)
gnﬁ"nﬂs:ai'l
{ Clients)
naq'urg‘h.imm:au%: ¢
\ugndn g7 i ldaulansalailaidn

gnen(Inactivelex-customer)

AN IznDw 6 Ilﬂﬁﬂﬂ?:ﬂ’l%ﬂ'\ﬁﬁ'ﬂl“’lgnﬁ"l

'ﬁ'u’l : Kotler. (1997) Marheting Management :48



ATI9IM 1ESIed uazan (2541 1 15) namte  MlsEnenunewalevassnda
a

. . . LY e - .
(Profitability through customer satisfaction) eil fifanUszmdiwauaranimilsainanuiawels

maagnﬁw

viEndmbraifililiiuanudeamenmseanaszindaiuidpnisn 9 dniudeves

L = . - . o &
Muwinrufansmsaana (Marketing concept) tunsdisne 9 aolt

1.

YoaTIuaAal (Sales decline) Lﬁan‘%ﬁﬂwuﬁzymﬁﬁaammmeﬁaﬁ'ﬂmﬁ@uaﬂmnaa
Mmathadn  wiaFefiuwIwiusasmvan  iwsziivnnmiamiuszdonedsins  as
dosmdiEnuiiywy  TendduduilnarissanuuunisdaRudliianwasvuads 1w
Uegtu  denwddguanihauladmiuddu

msatduladn (Slow growth ) luns@fiudemezdasmnaaalag CERLEE LRI rIRE
Frmseamalmi 9 iNesumlamalng 9

n’mﬂﬁuuuﬂaagﬂuuunﬁ%a (Changing buying patterns) ‘lunmiﬁu%ﬁ'ﬂﬁmmﬁ'ﬁmmf
WazANN: Lﬁaaiﬂaﬂmﬁhéﬂw%’mj%a

NISUANMIUEITY (Increasing competition) siteendidywiduunnasueinaniunisal
MIUBITU  NITTUNIANTTY  HAAA -~ UBITud TN LATMTEIEIUMIONIAGATY 9

msRasnldiuniemsaaia  (Increasing marketing expenditure) - U3Emazdadldnlang
Tunsluwanussdnsiumsana Jomsaana msbivinisdns g ungndn  aseaauld

nmLw"am'aaaauLm:ﬂ%nﬂgam?aaﬁammmﬂ

ASnsaniunnuasimuadsviazay
1. u?ﬁ'ﬂé“ﬂén’anmznssunﬂsTﬂsanwsqmmmﬁa@hLﬁuﬁansmmsﬁ'@umqmmwmaems
USNITWTONRAA N
a et - o A d & P P
2. ﬂm:nsmmﬂmamsqmmwwlvmmsdnaumwunmu‘qni:mummamms IRV LY
mmfmmn'h'l.wé’nmnm:Lﬂ'mmwaams'lﬁ'u%msﬁﬁqmmw

3. msﬂ%“uﬂga'[maa{'maaF’fﬂ’h‘uﬂ:nﬁm’%m‘smuqﬂﬂa

NAvasauNInala
anuRawelasmusadmunenudalaiie 2 4@
=} L7 o e,
1. amafiawelalunuradu fidienm
2. anunawalalunisiuusnas

1. nsAnamnuiawalolunuzafifidiom (Job Satisfaction)  iumsUsziiiuslay
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Hotel Formule 1 (Ul SILTLN BUNEINITIMUTINGS T.sm‘mLwia:méa%'uﬂi:ﬁuﬁaoﬁnﬁaﬂammw

LLa:ﬁmqmﬁmw
Red Roof Inns I'sw,wﬁQnﬁw:wummaxmnamﬂ ANRZANA LLa:msﬁau%'uﬁauaju

wialsousalulszinalneg wiela 2 Yszinn
= ' = 'Y
1issndlssing sedsznaveas
Marriott JW Marriott, Bangkok Marriott Riverside and spas, Marriott Phuket
Starwood Royal Orchid Sheraton, Sheraton Grande, Sheraton Grande Laguna,

Sheraton Karbi, Westin Grande

Shangri La The Shangri La Bangkok

Mandarin The Criental

Peninsula The Peninsula Bangkak

Merident Le Royal Merident, Merident President, Le Merident Bantaling Ngam, Le

Merident Phuket

Hilton The Hilton, The Conrad

Four Season The Regent

Burfort Sukuthai

Accor Novotel Lotus, Novotel Bangkok, Novotel Bangna, Novctel Chiangmai,

Novotel Sukontha, Novotel Rimpae, Sofitel Central, Sofotel Raja Khon Kaen
Six continentals Holiday Inn / Crown / Inter Continentals
Summit Landmark / Pan Pacific (only use Summit trademark )

- = [
2. 3aluwdTsing F9sznausay

Dusit Dusit / Royat Princess / Princess Brands
Imperial Group Imperial Brand / Impara / Tara / Plaza Atennee

Best Western Best Western Fortune / Bai Yok
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Research Questionnaire Title

Consumers’ Satisfaction with the Service of Novotel Lotus Hotel, Bangkok

This questionnaire is a partial fulfilment of the requirements for the Degree of Master of
Business Administration, Srinakharinwirot University Bangkok , Thailand. All of the data in this
questionnaire used solely for educational purpose and will be kept confidential. Please take a
few moments to complete this questionnaire based on your experience. Your participation is
very much appreciated.
The guestionnaire is divided into 3 parts:
1. Personal information
2. Satisfaction to the service of Novotel Lotus Hotel, Bangkok

3. Comments & Suggestions

Thank you very much for your time and co-operation
Pornchai Sungsungwan
MBA student

Facully of Social Science, Srinakharinwirot University
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Direction: Please kindly complete it by checking v'in C for appropriate choice or writing a

statement in the space (.........

Part 1 : Persona! information

1. Gender :
O+.Male

2. Your age :

[J under 20 years
[ 40-49 years -

3. Your nationality:

4. Education ievel :
O High school or less
O post-Graduate

5. Occupation :

[ student

d Self-employed

6. Income per month (US$) :

[ Less than $1,500
[ $2,501-3,000

7. Your position :

[ Line aperation staff
[ executive Management
8. Your trip :

[ Business Individual
[ Leisure Individual

9. Purpose of your visit :
W Holiday

L1 convention

) provided. Thank you.

DZ.Female

[ 20-29 years
150 years and above

l College graduate
] other ( please specify

3 Employee
[ other ( please specify

[ $1,501-2,000
O $3,001 or more

I Junior Management

] other ( please specify

[ Business Group
O Leisure Group

D Business

O other ( please specify

1 30-39 years

[ Graduate Degree

O $2,001-2,500

[ middie Management
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Part 2: Level of satisfaction to the service of Novotel Lolus Hotel, Bangkok

Direction: Please kindly complete it by checking v for your satisfaction to hotel service. Thank you.

Level of satisfaction

Completely | Somewhat Neither Soemewhat | Completely
satisfied satisfied satisfied dissalisfied | dissatisfied
nor
5 4 dissatisfied 2 1
3

1. Before your staying

Product

1. Brand hotel

2. Hotel information

3. Reservation system

4. First contact person

Price

1. Rate of rcom

2. Value for price paid

Place

1. Location

2. Convenience to go

Promotion

1.Advertising i.e brochures,

WWW

2. Promotion rate

2.During your staying

Product

1. Hotel surrounding
. Lobby

. Front staff

Check - in system

. Cleanliness of public area

. Your bedroom comfortable

. Facilities in bedroom

. Cleanliness of bedroom

wle|~N|o|lo|s|lw|m

. Facilities in hotel

10. Breakfast
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Level of satisfaction

Completely

satisfied

Somewhat

satisfied

Neither
satisfied
nor
dissatisfied
3

Somewhat

dissatisfied

Completely

dissatisfied

11. Lunch / Dinner

12. Service in the restaurants

13. Restaurants staff

14. Housekeeping staff

15. Laundry service

16. Poolside and fitness cenler

17. Business center

18. Limousine service

18. Function room

20. Facilities in function room

21. Banquet staff

22. Check-out system

Price

1. Value for room price paid

2. Value for meal price paid

3. Value for banquet price paid

4. Value for hotel services price

paid i.e limousine, business

center

Place

1. Location

2. Convenience to go anywhere

Promotion

1. Hotel promotion i.e. food .

3. After your staying

Product f Price / Place /

Promotion

1. How would you rate the

hotel on an overali basis?

2. General impression, value

for price paid
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Part 3: Your comments & Suggestions
Would you return to the Novaotel Lotus Hotel, Bangkok again?
O] ves.
0] noT SuRe
O no. Why? please specily... ..o

Do you have any suggestions for improving our hotel?

Thank you very much for your co-operation
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