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ABSTRACT

This study aims to investigate the following research objectives: 1) to analyze customers’
negative feedback who used the services of green hotels by categorizing them into hotel rooms
and front office sections; 2) to analyze customers’ negative feedback who used the services of
green hotels by categorizing them into 5 service dimensions (SERVQUAL); and 3) to analyze customers’
negative feedback who used the services of green hotels by categorizing them into subjective and
objective feedback. This study collected data from 23 green hotels on Trip Advisor and employed
content analysis as well as descriptive analysis to present the findings.

The results revealed that:

1) Most negative feedback (service mistakes) of green hotels in the area of Andaman
Coast is mostly concerned with guest rooms, followed by front desk (reception) and food and
beverage services, respectively.

2) The negative feedback on guest rooms was mainly associated with assurance, while
the front desk was mainly concerned with responsiveness, and food and beverage services received
much negative feedback regarding assurance.

3) In terms of subjective and objective feedback, the objective feedback was likely to be
long statements describing or indicating the events or facts of the service mistakes. The objective
feedback was more reliable and clearer than the subjective feedback, which was likely to be
short expressions and mostly came from customers’ emotions or feelings rather than the facts
of the mistakes. This study is expected to help green hotel practitioners implement the knowledge
for further development and improvement of their hotel services.
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LEISIDYAT
1. Ho9Wn: ToUNNTBY LTU 81 - “Room is warm and air conditioning is not OK”
- anuliazonpsinsin (38%) - “The cleanliness of the room was lacking. The bathroom
- DiIIWUuLaFN/ Hdndliazenn was not properly cleaned, with visible grime and mold
- Q‘Uﬂﬁiﬁ‘ﬁﬁﬂ present in the shower and on the tiles”
- ﬂmmwmaqlﬁmuaﬂﬂﬁ - “The linens and towels provided in the room were also
UINIFU not up to standard, with some of them being torn or
- Avmneanuazaanl stained”
ATUAIU - “On entering the room, we found the room was infested
- spuuanuuesosUuane with mosquitoes. The furniture was mismanaged and broken,
laifine creating an uncomfortable environment”
- ANIUUNWIDIVBINTNIIUY - “AC system is very loud and leaked water”
wavu - “The worse is the lighting system, which in our room the

entire lights kept turning on in the middle of the night for no

reason. We complained every day to the front desk, who
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mw?i
WHUN ., AR HELTRWTIAY (Tounnsaevaslsusa)
LASIRYAS
supposedly sent a maintenance person to fix every time we
complained but the problem was never solved”

- “Room not cleaned till 5pm which was a pain when
coming back from the pool”

- “The housekeeping staff is not consistent. Our room did
not have bath robes, nor any body lotion or dental kit
which is basic even in hotel rooms in basic properties”

2. wHunfusUdIUnRt: 58 - “Staff were very unhelpful”
TOUANTDY 1TU (27%) - “Bad customer service specially from Ana she has bad
- wilnouldidulagemdown behavior with the customers”
~wihiouldBuuduusala - “The lady at the front desk was unpolite and
- Msaangiouant unhelpful”
- TORANAIAVDINTTTITE Y - “One of the most frustrating aspects was the
- ﬂ’liLLﬁl“tJﬂinlﬁﬂﬁi’ﬁ excruciatingly slow service at the front desk, waiting times
- INWEAYIBINGWYDINTINUY were beyond acceptable. It seemed as if the staff was
Jlain overwhelmed and understaffed, lack of efficiency”

- “I' made the check out in the morning by losing 20 minutes
since they did not make the invoice correctly. | asked to
add company data and they did not change it.
Receptionists don’t understand basic request”

- “There is no proper English speaking staff which is a
complete disaster”

3. WHUNDINTLAZIASDIAN 45 - “Restaurant food was poor. | ordered the wagyu steak
YDUNNTOY LU (21%) and came like a cheap meat from the local market. Thai

- gmshdfiaunmy/ Ll
UNIFIY
Y A v = o % 24
- 9 WNSENils N e/ tes
- FoRANANNVRINTHIDIMNS
A |
- Nayu s liliie e
- WinauInesenfeluns

- nifneuldidulatiewdaun

food wasn’t very nice and menu is very limited”

- “Breakfast - the buffet was poor, low range of food”

- “Breakfast eating area is undersized for resort capacity
and if it was fully booked, you would have long wait times
before you could eat”

- “There are not many buffet breakfast items as we
expected, no bacon or hash browns bit strange for a resort
that has so many Western visitors. Too many Asian dishes

that we weren't certain of its contents”
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- “When | order room service they bring wrong food
because they don’t listen to you when you order, and poor
English communication”

- “It was mainly the food/beverage service staff that
didn't care. The staff did not smile and gave face back
anytime asked for something”

4. 3981U78ANALAN 30 - “Pool always has leaves in the bottom and floating on
YOUNNTOY LT (14%) top! All around the pool area also needs a good sweep”
- arwavanelildvesasyineth - “No towels at the pool on multiple days, had to find a
- Asduneeuasainldasy manager to help, this wasn't due to people using them,
~ A ANETAINYIN they are just to lazy to put them out”
m'ﬁﬂﬂ':;ﬁﬂm - “The slide in the pool was under maintenance for the
_ g pmsdpansiununizes first 3 days of our stay which we weren't informed about”
Mslguinig - “Child pool was shut the entire day, we had booked as
we wanted the kid to enjoy at the pool but today that the
pool was not available with no advance information”

- “Fitness is old and needs maintenance”

214
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(100%)
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Aragufesasiiouegusssu

Hen (subjective feedback) (objective feedback)
iosin - “Room is warm and air - “The cleanliness of the room
conditioning is not OK” was lacking. The bathroom was
- “Room is not clean as we not properly cleaned, with visible
expected from a 4-star resort” grime and mold present in the
- “Housekeeper is not friendly” shower and on the tiles”

- “The linens and towels
provided in the room were also
not up to standard, with some of
them being torn or stained”

- “On entering the room, we
found the room was infested with
mosquitoes. The furniture was
mismanaged and broken, creating
an uncomfortable environment”

WNUAADUSY - “Staff were very unhelpful” - “I made the check out in the

- “Bad customer service specially
from Ana she has bad behavior with
the customers”

- “There is no proper English
speaking staff which is a complete

disaster”

morning by losing 20 minutes since
they did not make the invoice
correctly. | asked to add company
data and they did not change it.
Receptionists don’t understand
basic request”

- “Check-in service is problematic.
On arrival we waited in line for an
hour to check in though it was
already check-in time (3 PM). Staff
still asked me to wait for a while

by 20 mini”
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LAUN

9819 A8 9HLT D ULTIUIUSTTU

(subjective feedback)

Aragufesasiiouegusssu

(objective feedback)

UAUNDITLAZLATDINL

- “The food and its taste was bad”

- “The breakfast is very disappointing
with not many dishes”

- “Restaurant food was poor.
| ordered the wagyu steak and came
like a cheap meat from the local
market. Thai food wasn’t very nice
and menu is very limited”

- “Breakfast - the buffet was poor,

low range of food”

- “Breakfast eating area is
undersized for resort capacity and
if it was fully booked, you would
have long wait times before you
could eat”

- “There are not many buffet
breakfast items as we expected,
no bacon or hash browns bit
strange for a resort that has so
many Western visitors. Too many
Asian dishes that we weren't
certain of its contents”

- “Ordered American breakfast
and got a 1 poached egg on bread
with 2 hash browns and Tomato
with basic bread basket, very

disappointed”

AID1UILANNFZAIN

- “Fitness is old and needs
maintenance”

- “Swimming pool is small and
requires cleanliness”

- “Toilet at the fitness has a bad

smell”

- “Pool always has leaves in the
bottom and floating on top! All
around the pool area also needs a
good sweep”

- “The slide in the pool was under
maintenance for the first 3 days of
our stay which we weren't informed
about”

- “Child pool was shut the entire
day, we had booked as we wanted
the kid to enjoy at the pool but
today that the pool was not
available with no advance

information”
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as we expected from a 4-star resort”, “Housekeeper is not friendly”, “The food and its taste
was bad” 9nsegadeseiioumeani Ausynslssusuenansindeuivamsveslam vieusaautam
IFreutnsenn Wesmnidssarvieuludnvandausssuinvinaudaaunsenneasdenves
Founnsodumsliuimsvedsausy Wemngnindwlnglsdsasiiousenunludnuazvosnuian
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“The cleanliness of the room was lacking. The bathroom was not properly cleaned, with visible
grime and mold present in the shower and on the tiles”, “I made the check out in the morning
by losing 20 minutes since they did not make the invoice correctly. | asked to add company
data and they did not change it. Receptionists don’t understand basic request” ‘Vlzj'ﬁﬁ} \desdzvion
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Tnanegluisindeudraeniuiu fadu mnddounnsada q aelufesin gnAuinazuansni
AnLiuoenile

dwduransidelumsnad 2 wudn Tunmsasduud nsvedlsausy Wy feein uwundeusu
vidoununaILaziaiesuiiteunnissiteldeariioudauiuandiueenlululdvesfiiannmn
MsUIMg W sesindlngiidounnsedusumnudesiulindamnniige Tuvngiunundeudud
Founnsedlushumsnauaussgnénanniign duusunomnsuasiesesrLidounnsodusuanudesiy
Pndanniian wapaiiduduty e3unelidn gnémedsusonadaunanidluitasununes
Tsawsuwananafueanly anudnwaenisliuinisvesudazununvadsawsufienalimiloudy wu
Wosinuan Aukkundausu gnAtetaaanisiunisuinmsldmiieurdu (Different functions) Faty
Feoiliiisedudounniewdeidesasvioudsauiiferfuaunimnisuinisuandaiusenly
Fauandlunisnad 2 Seaenndestunuiseficiuun wu Memarzadeh & Chang (2015, pp. 79-98)
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