The SERVQUAL Questionnaire
[bookmark: _GoBack]The following statements relate to your feelings about the particular hotel you have stayed in. Please show the extent to which you feel this hotel has the feature described in the statement. Here, we are interested in a number from 1 to 7 that shows your perceptions about the hotel. You should rank each statement as follows:
Strongly						      Strongly
Disagree						        Agree
    1            2             3             4             5              6             7
	Statement
	Score

	1.     The hotel has modern looking equipment.
	 

	2.     The hotel's physical features are visually appealing.
	 

	3.     The hotel's reception desk employees are neat appearing.
	 

	4.     Materials associated with the service (such as pamphlets or statements) are visually appealing at the hotel.
	 

	5.     When the hotel promises to do something by a certain time, it does so.
	 

	6.     When you have a problem, the hotel shows a sincere interest in solving it.
	 

	7.     The hotel performs the service right the first time.
	 

	8.     The hotel provides its service at the time it promises to do so.
	 

	9.     The hotel insists on error free records.
	 

	10.  Employees in the hotel tell you exactly when the services will be performed.
	 

	11.  Employees in the hotel give you prompt service.
	 

	12.  Employees in the hotel are always willing to help you.
	 

	13.  Employees in the hotel are never too busy to respond to your request.
	 

	14.  The behaviour of employees in the hotel instils confidence in you.
	 

	15.  You feel safe in your transactions with the hotel.
	 

	16.  Employees in the hotel are consistently courteous with you.
	 

	17.  Employees in the hotel have the knowledge to answer your questions.
	 

	18.  The hotel gives you individual attention.
	 

	19.  The hotel has operating hours convenient to all its customers.
	 

	20.  The hotel has employees who give you personal attention.
	 

	21.  The hotel has your best interests at heart.
	 

	22.  The employees of the hotel understand your specific needs.
	 



SERVQUAL Dimension: 
Tangibility (statements 1-4), Reliability (statements 5-9), responsiveness (statements 10-13), assurance (statements 14-17) and empathy (statements 18-22)
