HOTEL GUEST SURVEY

This survey asks you to rate the service of a hotel which you have continuously used for more than two years.  Your responses will be kept confidential.

Part 1	

	The following questions relate to your feelings about this hotel.  Please indicate the degree to which the following statements reflect your own opinion.

	
	
	Strongly                                 Strongly
Disagree                                    Agree

	
	Confidence Benefits
	
	
	
	
	
	
	

	1
	I believe there is less risk that something will go wrong
	1
	2
	3
	4
	5
	6
	7

	2
	I feel I can trust the service provider
	1
	2
	3
	4
	5
	6
	7

	3
	I have more confidence the service will be performed correctly
	1
	2
	3
	4
	5
	6
	7

	4
	I have less anxiety when I buy the service
	1
	2
	3
	4
	5
	6
	7

	5
	I know what to expect when I go in
	1
	2
	3
	4
	5
	6
	7

	6
	I get the provider’s highest level of service
	1
	2
	3
	4
	5
	6
	7

	
	
	
	
	
	
	
	
	

	
	Social Benefits
	
	
	
	
	
	
	

	7
	I am recognized by certain employees
	1
	2
	3
	4
	5
	6
	7

	8
	I am familiar with the employees(s) who perform(s) the service
	1
	2
	3
	4
	5
	6
	7

	9
	I have developed a friendship with the service provider
	1
	2
	3
	4
	5
	6
	7

	10
	They know my name
	1
	2
	3
	4
	5
	6
	7

	11
	I enjoy certain social aspects of the relationship
	1
	2
	3
	4
	5
	6
	7

	
	
	
	
	
	
	
	
	

	
	Special Treatment Benefits
	
	
	
	
	
	
	

	12
	I get discounts or special deals that most customers don’t get
	1
	2
	3
	4
	5
	6
	7

	13
	I get better prices than most customers
	1
	2
	3
	4
	5
	6
	7

	14
	They do services for me that they don’t do for most customers
	1
	2
	3
	4
	5
	6
	7

	15
	I am placed higher on the priority list when there is a line
	1
	2
	3
	4
	5
	6
	7

	16
	I get faster service than most customers
	1
	2
	3
	4
	5
	6
	7





Part 2	

	
	Extremely                               Extremely
dissatisfied                              satisfied

	1. How satisfied are you with the services provided by this hotel?
	1
	2
	3
	4
	5
	6
	7

	
	Strongly                                 Strongly
Disagree                                    Agree

	2. The services offered by this hotel is value for money.
	1
	2
	3
	4
	5
	6
	7

	3. I have confidence in the promise made by this hotel.
	1
	2
	3
	4
	5
	6
	7

	
	
	
	
	
	
	
	

	Loyalty
	Strongly                                 Strongly
Disagree                                    Agree

	1. I say positive things about the restaurant to other people.
	1
	2
	3
	4
	5
	6
	7

	2. I encourage friends and relatives to do business with the restaurant.
	1
	2
	3
	4
	5
	6
	7

	3. I will do more business with the restaurant in the next few years.
	1
	2
	3
	4
	5
	6
	7

	4. [bookmark: _GoBack]I will continue to do business with the restaurant if its prices increase somewhat. 
	1
	2
	3
	4
	5
	6
	7

	5. I am willing to pay a higher price than competitors charge for the benefits I currently receive from the restaurant.
	1
	2
	3
	4
	5
	6
	7




Part 3	Demographic Profile

1. Age	 18-25	 26-35	 36-45	 46-55	 55 or above

2. Gender	 Male		 Female

3. Marital status	 Single	 Married

4. Education		 Form 5 or Below		 Form 6/7 or Diploma
 Bachelor Degree		 Post-Graduate or Above

5. Income		 Below $5,000		 $5,000-$9,999
 $10,000-$19,999		 $20,000-$29,999
 $30,000-$39,999		 $40,000 or Above

