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ABSTRACT

This study aimed to analyze customer comments in regard to the service quality of
green hotels in Thailand and to categorize customer comments in relation to hotel service
quality (SERVQUAL) for the benefit of hotel service improvement. This study used the data
from Trip Advisor to analyze customer comments regarding the service quality of green
hotels as well as employed content analysis and descriptive analysis to present the findings
in terms of frequency and percentage.

It was found that 1) the highest number of negative reviews/comments was related
to guestrooms, followed by front office and food & beverage, respectively. 2) In terms of
service quality dimensions, tangible dimension received the highest number of negative
reviews/comments, followed by assurance and responsiveness, respectively. Hotel
practitioners may apply the knowledge from this research to further improve their hotel
service quality together with the environmental concern.

Keywords: Green Hotels, Service Quality, Customer Comments
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1. io9Wn 147 (32.00%)  @&991uI8ANUALAINANLURBIND

“Sofa in the living room was full of brown stains”

“Inside the room, the pillows are old, mattress too soft,

aircon is old”

“Bathroom has leakage and shower door is not properly

closed, water everywhere”

“Air conditioning doesn't work properly it just keeps blowing

cold air without temperature control”

AU NNSVRINTN WL TY

“Minibar was not filled on a daily basis”

“I call housekeeping 3 times during lunch time to request

toilet papers but no one answer the phone until 1.30 pm the

staff were on duty”

((l

understand my English”

«

stay at d-star hotel but the housekeepers cannot

| left the room at 9 am with a sign of cleaning my room. |

came back again at 4 pm, the sign was still at the door and

my room was never cleansed. The staff said today the rooms

were fully booked and they were too busy”

“The housekeeping staff does a poor job of cleaning the room

and restocking the soap and other toiletries”
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2. BHUNABUSUAIUMN

129 (28.00%)

“Poor front desk service. They must hate the demanding
customers, no greetings no smile”

“Staff doesn’t speak English in a good manner and therefore
often difficult to communicate”

“Unfriendly staff, not helpful staff to help for room change”

3. LRUNBINISHALLATBINY

109 (24.00%)

ASAUS AT EIAUNTNIY

“I did not enjoy my breakfast during my stay because of
omelet with rice was not filled even requested”

“The ala-crate breakfast took more than 30 minutes to come
and 15 mins later a second portion came. They also ran out
of glasses at the juice and water station”

“There was a person at the breakfast (blond hair) who was
very rude, she needs to be taught how to provide service”
Staffs at the breakfast session need training desperately! They
spent too much time on chit chat with each other rather than
proactively clean up the table and collect the used plate”
“Breakfast in the morning made me disappointed as the staff
there mess up my order with other guests which is only 2
table in that time”

ANWULYIDINIT

“The breakfast has too little to choose from”

“There are not a variety of breakfast menu, mainly Thai
dishes”

“Breakfast was very poor. Cheese was dry like it was out of
the fridge for the whole day. Meat was the cheapest, most
dry and worst”

AAHALDINVDINDIDINNT

“Found a number of plates that were not cleaned properly.
Ants found on the table of the food area”
“I found an unclean coffee cup, | saw the stain in the cup”

“Food was really not clean enough (no covers with fly)
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4. F991ULANUAZAIN 73 (16.00%)  “The pool was dirty”
melulsalsy The water in the pool appears somewhat murky.

“Wifi was bad signal during night time, not good enough to
watch streaming”

Internet connection keeps disconnecting

“Booked for spa but the staff said she forgot to call back for

confirmation”

458 (100.00%)
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HRAMAMNITUINNT mwiuaziorat PLINGRPE RPN
1. mmﬂugﬂﬁiiu 146 (32.00%) “Sofa in the living room was full of brown stains”
(Tangible) “Inside the room, the pillows are old, mattress too
- AwIndeumnanienTm soft, aircon is old”
melulsaisy “Bathroom has leakage and shower door is not
properly closed”

“Room not so nice, in need of improvement and
updating”
“The room is pretty outdated and the shower does not

work well for water pressure”

2. Aadesiu (Assurance) 114 (25.00%) “Unfriendly staff, not helpful staff to help for room

- AU ANHANNTA LAY change”

dsendelunivomingu “Poor front desk service. They must hate the
ANNALDIN NFUJFUIS demanding customers, no greetings no smile”

Au “Staff doesn’t speak English in a good manner and

therefore often difficult to communicate”
“Rooms were not cleaned. | found a dead fly on our
first night near the living room’s window”

“The room had mold on the ceiling and in the

shower”
3. mimauauaﬂﬁiaQﬂﬁﬂ 87 (19.00%) “We checked in at 4.15PM and the room was not ready
(Responsiveness) until the next 30 minutes despite our request for
< 1 A g . .
- mmmﬂamamaaqﬂm earlier check-in”
LAZN1INDUAUDIDYNY “Lack of enthusiasm to treat a loyal member, | found
520157 that response very unprofessional to help me for room
upgrade”

“I waited 45 minutes for my luggage, it was bad
situations during my stay”

“Slow room service, it’s quicker to walk to buy food
outside the hotel than ordering it through the room
service. We wait at least 40 mins for all dishes for our

dinner”
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4. pidedie 74 (16.00%) “The staff were sweet but not well trained. One meal
(Reliability) was forgotten from our order”
- AUANNITOVDINTINU “Booked for spa but the staff said she forgot to call
TunsufiRamulagneies back for confirmation”
msliuiniseesasiiave “I called and requested a small plate from
miﬂﬁﬁam’mﬁﬂﬁuﬁﬁyw’lﬁu housekeeping around 20.30 pm. She said “yes”, but
qm‘fﬁ nothing is coming”

“The housekeeping staff does a poor job of cleaning
the room and restocking the soap and other toiletries”
“Breakfast in the morning made me disappointed as
the staff there mess up my order with other guests

which is only 2 table in that time”

5. mmtfﬁﬂﬂgﬂﬁﬂ 37 (8.00%) “No record of preferred room type for returning guest”
(Empathy) “Booked a double bed but got two single beds”

- MSWAUSNIIEAALAY “Asked for replacement of towel which got blood
anwiula LLaxL‘ﬁﬂﬁ]Qﬂﬁﬁ stained, hotel staff refused without reason”

458 (100.00%)

9105197 2 WumsdanguAinsalaguanguauifnaunimnisuinig 5 fuvesssna
Tsausu wamsidenuinddansalifenfuiuiananiwnisusnmssuaundugusssu (Tangible) &
F1uIULNTgR 32.00% 5898NIHIUAILLTBIY (Assurance) 25.00% A15ADUAUBIRBYNAN
(Responsiveness) 19.00% A uu Wi oda (Reliability) 16.00% wazA1uLi1lagnA (Empathy)

[y

8.00% AUESIU

winfiansautuseaiu nudtaudugusssu (Tangible) daulnagilud3ansalineadu
ANNVBWIBINN LU N1SVINNTALASNIIANINTRIIN aUnTal wazinestiaes druAIansalinedfu
o = & av v < o v Yy v a Y 14 1 2 1 [
AUALYBIIY (Assurance) B1adllavansuszinuilildasisnnudeduliungnalusgninenisly
U319 WU ninnudeusuvenvindsefulusslunisdeusugnamndaiudesnisivainuaie n1s
AU duiusiiiemeiugnan Yinyen1sieansn1wIsIngy LagANEYe1AYeIreein /A1ty

I3 % a v | [ . o a & 1 [~ a

AuazaIn Wudu luvaeiisnunisneuausswiagnal (Responsiveness) A3asaldulvailuses

WefuAuaI g lunsamsidouewn wasndnauinanunseiesasulunisliusnig Wudu
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