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Analysis
Graefe, A. Customer | 10 US Army 2933 visitors Structured Mediation Individual
R., & Burns, | service and Corps of interview: Analysis customer
R. C. (2013) | satisfaction Engineers 19 questions service
Lakes qwi th attributes and
ideline in customer
gul four satisfa_lction
domains are highly
correlated
Mace, L.G. Customer Sheraton 10 sales and Opened Thematic Current
(2015) satisfaction Gateway catering interview: a Analysis customer
Hotel, L. A. managers set of service
interview satisfaction is
questions efficient and
effective
Minihan, C. Culinary | Fort Collins, | 6 breweries and In-depth Content Implications
(2014) tourism Colorado 6 restaurant interview:12 | Analysis &
experience owners open-ended recommendati
questions ons are
proposed
Ren, L., Qiu, | Customer Budget 13 male guests Semi- Content Tangible and
H., Wang, P., | satisfaction hotels in and 15 female Analysis sensorial
& Lin, P. M. Mainland guests of budget | . struc_ture.gg experience,
C. (2016) China hotels mterwevg q staff aspect,
ogsgéfignes aesthetic
perception and
location
significantly
influence
customer
satisfaction
van Hagen, Customer Train 27 passengers In-depth Underlying When
M., & Bron, | satisfaction stations interview: a | Construct passengers
P. (2014) to set of Elicitation have a good
emotional interview Method place to sit,
experience questions (UCEM) they can
experience
peace and
relaxation
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Graefe, A., & Burns, R. C. (2013). Testing a mediation model of customer service
and satisfaction in outdoor recreation. Journal of Outdoor Recreation and
Tourism, 3-4, 36-46. Retrieved from ScienceDirect.

Mace, L. G. (2015). Customer satisfaction at the Sheraton Gateway Hotel Los
Angeles. A master’s thesis presented to the Department of Family and
Consumer Sciences, California State University, Long Beach. Retrieved from
ProQuest.

Minihan, C. (2014). Exploring the culinary tourism experience: An investigation of
the supply sector for brewery and restaurant owners. A doctorial dissertation
presented to the Department of Human Dimensions of Nature Resources,
Colorado State University, Colorado. Retrieved from ProQest.

Ren, L., Qiu, H., Wang, P., & Lin, P. M. (2016). Exploring customer experience with
budget hotels: Dimensionality and satisfaction. International Journal of
Hospitality and Management, 52, 13-23. Retrieved from ScienceDirect.

van Hagen, M., & Bron, P. (2014). Enhancing the experience of the train journey:
Changing the focus from satisfaction to emotional experience of customers.
Transportation Research Procedia, 1, 253-263. Retrieved from ScienceDirect.
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1. What do you understand to be the current system for measuring customer
satisfaction at the Sheraton Gateway Hotel Los Angeles?


http://ac.els-cdn.com/S221307801300025X/1-s2.0-S221307801300025X-main.pdf?_tid=0c6e9324-9cea-11e5-abd8-00000aacb361&acdnat=1449496655_2832845fc1628ecca9fd35d6e3494e55
http://erm.lib.kuas.edu.tw:2110/docview/1710770021/fulltextPDF/760A7CADA1234121PQ/1?accountid=7991
Exploring%20the%20culinary%20tourism%20experience:%20An%20investigation%20of%20the%20supply%20sector%20for%20brewery%20and%20restaurant%20owners.
http://ac.els-cdn.com/S0278431915001486/1-s2.0-S0278431915001486-main.pdf?_tid=3eba32de-9cea-11e5-bb30-00000aab0f26&acdnat=1449496739_3fdfeb496ef20450c35355d0b4cc6437
http://ac.els-cdn.com/S235214651400026X/1-s2.0-S235214651400026X-main.pdf?_tid=834aebb4-9cea-11e5-ba59-00000aacb35f&acdnat=1449496854_e33c6450f5aa46c74278c3169a80e579

2. Are you satisfied about the current system for measuring customer satisfaction
that is in place? Why or why not?

How effective do you think this system is at measuring customer satisfaction?

. Have you noticed any consistent themes in survey responses, if so, what are
they?

5. Are there often repetitive themes or results, if so, what are they?

Have you ever taken part in a meeting/planning session to discuss customer
satisfaction survey results?

7. What changes, if any, have been made as a result of reviewing customer
satisfaction survey results?

8. In your opinion, what changes would be most effective at improving customer
satisfaction?

9. How would you describe the importance of these surveys by hotel management?

10. What are some suggestions you have for improving the current system that is in
place for measuring customer satisfaction?
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Mace, L. G. (2015). Customer satisfaction at the Sheraton Gateway Hotel Los
Angeles. A master’s thesis presented to the Department of Family and
Consumer Sciences, California State University, Long Beach. Retrieved from
ProQuest.
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Graefe, A., & Burns, R. C. (2013). Testing a mediation model of customer service
and satisfaction in outdoor recreation. Journal of Outdoor Recreation and
Tourism, 3-4, 36-46. Retrieved from ScienceDirect.
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Mace, L. G. (2015). Customer satisfaction at the Sheraton Gateway Hotel Los
Angeles. A master’s thesis presented to the Department of Family and

Consumer Sciences, California State University, Long Beach. Retrieved
from ProQuest.
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Minihan, C. (2014). Exploring the culinary tourism experience: An investigation
of the supply sector for brewery and restaurant owners. A doctorial
dissertation presented to the Department of Human Dimensions of Nature
Resources, Colorado State University, Colorado. Retrieved from ProQest.

%Ry € JER 202 (in-depth interview) » %gs? b - Bl Sl (A e
;%Jﬁi bRrEE WEFEREY FHES LA E “5‘_56Pff’?$§.f§i
ff""?-‘]/% ° Emp?ﬁ¢x)*ﬂxf@?_%mi Fl‘: Eﬁm'ﬁa?é ’ ﬁf%&,””*ﬁb
B A IRAE B E R T - ékvﬂ\ﬁr@@iﬁﬂom&ﬁ&m%
%&{?Zé/igi/r” an‘}'EE’E*‘ﬁ” ;A BEE FR ARt 0 R AT B A h K
A JE 18 m?;}iﬁ Vi ﬁﬁg/n\ 15 o

é),\};ﬁ_nngk'ﬁr'lp il F,E[,me‘l’ P

Ren, L., Qiu, H., Wang, P., & Lin, P. M. (2016). Exploring customer experience
with budget hotels: Dimensionality and satisfaction. International Journal of
Hospitality and Management, 52, 13-23. Retrieved from ScienceDirect.
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van Hagen, M., & Bron, P. (2014). Enhancing the experience of the train journey:
Changing the focus from satisfaction to emotional experience of customers.
Transportation Research Procedia, 1, 253-263.
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