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Independent Study title: The Marketing Mix Affecting Service Using of Customers at Millennium
Hilton Bangkok Hotel

Author: Miss Thanancha Chaopaknam; ID: 2533004343; Degree: Master of Business Administration

(Marketing); Independent Study advisor: Yutthana Thammacharoen, Associate Professor;

Academic year: 2011

Abstract

The objectives of this independent study were: (1) to find the importance of level
opinion-based marketing mix factor of foreign customers at Millennium Hilton Bangkok Hotel;
and (2) to find the objectives to come for staying of foreign customers at Millennium Hilton
Bangkok Hotel.

The populations were foreign customers who stayed at Millennium Hilton Bangkok
Hotel. The sample groups were 400 customers by convenient sampling. The data were gathered
through questionnaire and analyzed by descriptive statistics including frequency, percentage,
mean, and standard deviation.

The result of this study revealed that: most of the foreign customers were females,
aged between 31-40 years old, educated bachelor degree or equivalent and were company officers
with monthly income between 100,001-200,000 baht (1) the importance of the opinion-based
marketing mix factor was at the high level. The opinion suspects were hotel personnel, price,
physical environment, process and place. They while product and promotion suspects were show
at the medium level; and (2) the objectives of foreign customers for staying were ranged from

high to low levels were meeting or seminar, travelling, and business owner, respectively.

Keywords: Marketing mix, Using service, Millennium Hilton Bangkok Hotel.
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Questionnaires
The Marketing Mix Affecting in using the service of

Customers Millennium Hilton Bangkok Hotel

An Independent Study Submitted in Partial Fulfillment of the Requirements for the Degree of
Master of Business Administration in Marketing
School of Management Science
Sukhothai Thammathirat Open University

2011

Part1. Personal Detail

(Please mark / in only one gab)

1. Sex I Mate Cd Female
2. Age [ Not over 30 yrs [ 31-40 yrs

D 41-50 yrs. D More over 51 yrs.
3. Education O Secondary Education O High School

] Diploma [ above Bachelor
4. Profession L] Government staff O Employee

[ Business Owner O other

5. Income per month

6. Travel per year

7. Average period of trip

8.Period of time to travel

9.Guest’ s room Rate

[ not more THB 100,000
D THB200,001-300,000
[ 1-2 times

[ 5-6 times

[ within 1 day

O 4-5 days

[ weekend

O Holiday

[ THB less than 5,000

1 8.000-10,000

D HB100,001-200,000
[ THB over 300,000

[ 3-4 times

[ more than 6 times
23 days

[ more than 6 days

O Weekday

L other

[ THBS,000-8000

[ more than 10,000 THB

10. How can you got Hotel’s information ( Can be answer more than one choice)

D Personal
D Journal
D Other

[Rradio / TV

D Internet
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Part2. The Marketing Mix Affecting in using the service of Customers Millennium
Hilton Bangkok Hotel

(Please mark / in only one gab)

Service Strongly Strongly
Agree Neutral Disagree
Marketing Mix Agree Disagree

11. Hotel brand

12. Decoration

13. Cleanliness and
Facilities of guest room and

restaurants

14. Varity of guest room and

restaurants

15.Fitness

16.Swimming pool

17.Spa

18. Internet

19. guest room rate

20. the price is less more than

other hotel

21. Valued for price paid

22. Food price

23. Discount on food

24. Discount at guest room

25. Location

26. Car Parking

27. Convenient to come

28. able to see Jao Praya River

29. Advance for telephone

connection

30. Advance for Internet

Connection
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Service

Marketing Mix

Strongly

Agree

Agree

Neutral

Disagree

Strongly

Disagree

31. Internet Ad.

32. Billboard Ad.

33. Journal Ad.

34. Information of hotel through

the customer continued.

35. offering festive of restaurant

by personal’ s calling

36. credit card promotion

37 Event of Travel organization of

Thailand

38..Staff’s relationship

39. Appearances of staff

40. Staft’s custom

41. Staff responsiveness and

quickly in correctly

42. Guard all 24 hrs.

43. Caring guest

44. Enough staff to service

45..Layout of hotel

46. Atmospheres

47. Hotel sign at entrance

48. Air process

49. Speed check-in and check-out

50. Speed of Room service

51. Accuracy of reservation

52. One stop service of Call center
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Part 3. Problems of service

Service Strongly Strongly
Agree Neutral Disagree
Marketing Mix Agree Disagree

53.Change policy of Executive
floor guests about area of

breakfast

54 .Not valued price paid

55. High cost of drinking

bottle

56. NO more green area

57. Staff ‘s service and skills

58. Call center is not stop

service

59. unreal of Advertisement

60. guest room and restaurant

not clean

61. Convenient Transportation

What would you suggest Hilton BKK do to make your stay more pleasant and enjoy able?

Overview of Hotel Survey

*1. Check-In
Strongly Strongly
Agree Neutral Disagree
Agree Disagree
My reservation record was accurate. r’ r’ r’ o o
The check-in process was timely and
. . . i i

efficient.

The check-in staff was courteous. C i“ i“ T i
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*2. Guest Room

27

Strongly
Strongly Agree Agree Neutral Disagree
Disagree
My room was clean and comfortable. 'lﬁ '[ﬁ 'lﬁ '[ﬁ i
My room was furnished appropriately. F o F o o
My bed and bedding were comfortable. r T f" T T
*3. Guest Staff
Strongly Strongly
Agree Neutral Disagree
Agree Disagree
The guest staff was prompt, reliable, and friendly. f" i T i th
The guest staff was knowledgeable and fully
. i i . .
answered my questions about the area.
Security was available if needed. i i T i th
Housekeeping staff was friendly and reliable. 'r' & . 'lﬁ 'lﬁ
Management was available to solve problems. f" i T i th
*4. Food and Dining
Strongly Strongly
Agree Neutral Disagree
Agree Disagree
The food and dining staff was courteous. o r' f" f" i
The food quality was good. - . r‘ ‘-h e
Room service was timely and efficient. o i i.'" i T
Room service delivered the correct food
i i . . i
order.
*5. Amenities
Strongly Strongly
Agree Neutral Disagree
Agree Disagree
Hotel amenities (pool, Spa,hot tub, exercise room)
. i . i i

were clean, attractive, and properly equipped.
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*6. Check out

Strongly Strongly
Agree Neutral Disagree
Agree Disagree
The check-out process was timely and
i i . i .
efficient.
I received a complete and accurate bill. & . r' . C

*7. Overall how would you rate your experience at our hotel

Excellent

Good

Average

Poor

8. Additional Comments:
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