CHAPTER 6

CONCLUSION and SUGGESTION

6.1. Conclusion

a.

From the research, it can be concluded as follow:
There are two different perceptions of domestic and
foreign customers. The domestic customers tend to be
one-dimensional and attractive, while the foreigners
tend to be one-dimensional and must be toward the
service attributes of Quality Hotel Yogyakarta.

The service attributes of Quality Hotel Yogyakarta can
be classified by KANO's model into must-be, one-

dimensional, indifferent, and attractive attributes.

. The attractive service attributes that should be

increased to delight and exceed customer expectation

are:

1. Room Quality; includes Sophisticated Door Lock, Room
Decoration Details and Variation, and Periodic
Furniture Change.

2. General Amenities; includes Food and Beverages Great
Variety, Information Desk Availability, Bible

Availability, and Customized Room Fragrance.

3. Business Service; includes Multi Charger
Availability.
4. Value; includes Hotel Good Reputation and

Personalized Service.
The highest priority alternative to improve attractive
service attributes is Guest History (43.8%), followed
by Updated Website (32.4%) and Representative Brochure
(23.8%) .
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6.2. Suggestion

This research is identifying the nowadays service
attributes. Next research can ‘be identifying the
additional and developed service attributes of Quality
Hotel Yogyakarta. In AHP method, the analysis of
improvement steps of attractive attributes ignores the
economical side; also brainstorming is conducted with one
manager only. So for the next research, it is possible to
cover the economical aspects and do brainstorming with
more than one manager. The realization of Guest History
using data base programming is also should be considered.

For Quality Hotel Yogyakarta, the attractive
service attributes as stated above should be concerned
more, in order to make competitive advantage. The guest
history as highest priority alternative should be
realized to keep the good relationship with customers in

the long term.
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KUESIONER

Dalam usaha menyelesaikan studi di Program Studi Teknik Industri
Internasional, Fakultas Teknologi Industri Universitas Atma Jaya Yogyakarta,
saya akan melakukan penelitian Tugas Akhir. Saya yang melakukan
penelitian:

Nama : Betzy Amanta Hennadi
NIM 3711

Saya berharap Bapak/lbu/Saudara/Saudari bersedia menjawab
beberapa pertanyaan yang saya ajukan. Daftar pertanyaan ini telah dibuat
sedemikian rupa sehingga memudahkan Anda dalam pengisian. Semua
jawaban yang Anda berikan hanya akan dipergunakan dalam penelitian ini
dan terjamin kerahasiaannya.

Atas perhatian Anda, saya mengucapkan banyak terima kasih.

A. IDENTITAS RESPONDEN

1. Jenis kelamin:

() Pria
( ) Wanita
2. UsiaAnda: ............ tahun

3. Maksud kunjungan Anda ke Hotel Quality Yogyakarta:

) Bisnis

) Tugas dari instansi kerja -

) Rekreasi / wisata / bersenang-senang

) Menghadiri acara khusus, misal: undangan pernikahan, ulang tahun, dsb
) Show

YLain-lain: ........ooooiiiinll,

L T e T e T e T e T a3
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B. DAFTAR PERTANYAAN

1. Apayang Anda ketahui tentang Hotel Quality Yogyakarta?

2. Apa problem yang Anda ketahui sehubungan dengan pelayanan pada
Hotel Quality Yogyakarta?

3. Kriteria apa sajakah yang menjadi pertimbangan Anda saat memilih Hotel
Quality Yogyakarta?

4. Kriteria pelayanan apa sajakah yang sudah memenuhi keinginan Anda?

5. Kriteria pelayanan apa sajakah yang belum memenuhi keinginan Anda?

Lain-lain:

......................................................................................................



QUESTIONNAIRE

In the process of finishing the study at International Industrial
Engineering of Industrial Technology Faculty of Atma Jaya Yogyakarta
University, | am who concerned below, will conduct the thesis research.

Name : Betzy Amanta Hennadi
NIM 3711

| ask your help to answer these following questions. All of your answers

only will be used in this research.

| would like to thank for your attention and cooperation.

A. RESPONDENTS IDENTITY

1. Sex:
( )Male
( ) Female

2. Yourage: ............ years old

3. Your visiting objective to Quality Hotel Yogyakarta:
() Business
) Work duty
) Recreation / tourism / have fun
) Special event, e.g: wedding invitation, birthday party, etc
) Show
YOther: ...

Lo T e S o N N
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B. QUESTIONS LIST

1. What do you think about Quality Hotel Yogyakarta?

2. What problems do you know related with the service of Quality Hotel
Yogyakarta?

3. What are the criteria that become your consideration in choosing Quality
Hotel Yogyakarta?

4. What are the service criteria that have fulfilled your intention?

5. What are the service criteria that have not fulfilled your intention?

......................................................................................................

......................................................................................................



RESULT OF PRELIMINARY QUESTIONNAIRE

DOMESTIC
Sex
Sex Number of Respondents %
Male 18 60
Female 12 40
Total 30 100
Age
Age Number of Respondents %
<15 0 0
15-24 4 13.3
25-34 7 23.3
35-44 9 30
45-54 6 20
>54 4 1LZ) %]
Total 30 100

Visiting Objective

Visiting Objective Number of Respondents %
Business 12 40
Work duty 9 30
Recreation / tourism / have fun 5 16.7
Special event (wedding, party, etc) 3 10
Show 1 3.3
Other 0 0
Total 30 100

1. What do you think about Quality Hotel Yogyakarta?

No Answer Number of Answers
1 International class hotel 9
2 Starred hotel 13
3 |Near from airport 7
4 Nice hotel 2
5 Placed uptown 2
6 Reachable price 2
7 Delicious Chinese food 3
8 Kind service 1
Total 39

2. What kind of problem do you know about Quality Hotel Yogyakarta?

No Answer Number of Answers
1 Not understand staff 3
2 Slow service 8
3 |Narrow parking lot 4
4 Dissatisfied service . 5
5 No answer 11
Total 31
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3. What kind of criteria that become your consideration

in choosing Quality Hotel Yogyakarta?

No Answer Number of Answers

1 Near from airport 10

2 Five starred hotel facilities 2

3 Shuttle transportation 3

4 Easy transportation access 1

5 {Wide meeting room 3

6 Comfortable 5

7 Clean 4

8 Good service 3

9 |JGood for conference and rest place 1

10 |JRcachablc price 1
Total 33

4. What service criteria that has fulfill your intention?

No Answer Numhar of Answers
1 Shuttle transportation 6
2 {Good front receptionist 3
3 Delicious food 5
4 Good service 3
5 Reachable price 1
6 |Comfortable place 3
7 Good facilities 2
8 Clean 4
9 |{Kind staff 1
10 {Good room service 1
11 (A1l 2
Total 31
5. What service criteria that has not fulfill your intention?
No Answer Number of Answers
1 Slow phone operator 11
2 Slow staff 7
3 Far prayer place 5
4 |Narrow parking lot 1
5 {Late morning call il
6 {Far from souvenir shop 1
7 Not understand staff 1
8 |[Not personalized service 4
9 |Not flexible service 9
10 |JLack of smile at receptionist 1
11 {High price 1
12 iStill manual door lock 8
13 |Not easy emergency call access 3
14 {No answer 5
Total 58
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RESULT OF PRELIMINARY QUESTIONNAIRE

FOREIGN
Sex
Sex Number of Respondents %
Male 21 70
Female 9 30
Total 30 100
Age
Age Number of Respondents %
<15 0
15-24 1 3.3
25-34 3 10
35-44 6 20
45-54 5 16.7
>54 15 50
Total 30 100
Visiting Objective
Visiting Objective Number of Respondents %
Business 2 6.7
Work duty 3 10
Recreation / tourism / have fun 23 76.7
Special event {wedding, party, etc) 2 6.7
Show 0 0
Other 0 0
Total 30 100

1. What do you think about Quality Hotel Yogyakarta?

No Answer Number of Answers
1 International class hotel 8
2 Starred hotel 9
3 |Near from airport 17
4 Nice hotel 2
5 Placed uptown 3
6 |Reachable price 4
7 |Delicious Chinese food 2
8 |Kind service 2
Total 47

2. what kind of problem do you know about Quality Hotel Yogyakarta?

No Answer Number of Answers
1 Not understand staff 7
2 Slow service 12
3 |Dissatisfied service 5
4 |[No answer 8
Total 32

3. what kind of criteria that become your consideration
in choosing Quality Hotel Yogyakarta?
I No | Answer I Number of Answers |
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1 Near from airport 14
2 Five starred hotel facilities 2
3 Shuttle transportation 10
4 Easy transportation access 7
5 Comfortable 3
6 |Clean 2
7 Reachable price 4

Total 42

4. What service criteria that has fulfill your intention?

No Answer Number of Answers
1 Shuttle transportation 11
2 Delicious food 7
3 Good service 4
4 |Reachable price 2
5 Comfortable place 4
6 |Good facilities 5
7 Clean 6
8 Kind staff 7
9 Good room service 3
10 (all 2
Total 51

5. What service criteria that has not fulfill your intention?

No Answer Number of Answers
1 |Slow phone operator 14
2 Slow staff 12
3 |Late morning call 3
4 Far from souvenir shop 2
5 Not understand staff 6
6 |Not personalized service 11
7 Not flexible service 9
8 Bad smell room 5
9 |Lack of privacy 7
12 {Still manual door lock 8
11 {Not cold refrigerator 4
12 |No answer 3
Total 84
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LIST OF INTERVIEW

Day, date : Tuesday, February 27, 2007

Time : 10.15 a.m.

Place : Quality Hotel Yogyakarta

Resource : Ms. Ira (HRD Manager of Quality Hotel Yogyakarta)

Interviewer : Betzy

List of Question and Answer

1.

What is the general customer perception about Quality Hotel
Yogyakarta?

e Strategic place
e Good facilities
e Reachable price

. What are the common problems that customer usually

complaint?

e Bad laundry

e TLeak toilet

e Not working hot water tap

How to overcome those complaints?

The managemenl parly will first ask for apologize from the
guest who experience the problem. Then, the problems are
communicated to the related department (for example: the bad
laundry is the responsibility of Housekeeping and Laundry
Department) and should be solved as soon as possible. After
that, the related department should give the report to the
management party, and the management party will give the
feedback again to the guest.

How many complaints usually happened?
There are about 0 - 5 complaints in a month.

What are the special things of Quality Hotel Yogyakarta?
e Good accommodation

Unique building shape

Small place but impressive

Good healthy club

Food festival

What are the actions can be done by Quality Hotel Yogyakarta
besides of what are stated in the journal?

e Change the furniture periodically

Change the room layout periodically

Give special touch in making the room more beautiful
Provide the decorative plants

Provide various charger based on reguest

Provide Bible based on request
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SAMPLE SIZE CALCULATION

DOMESTIC
N 2548
item number 45
Highest score 225
Lowest score 45
Range 180
Confidence level 95%
Bound of error 10
Zap 1.96
S 52.2
no 104.6775
n 100.5847
FOREIGN
N 503
{tem number 45
Highest score 225
Lowest score 45
Range 180
Confidence level 0.95
Bound of error 10
Zaf2 1.96
S 52.2
no 104.6775
n 86.78872
— n (2]
5 n -1 n, =
1 + z
N
Where

Za/2 = constanta from table
0 = tolerable bound of error
S = population deviation

no

= assumption sample

n = minimum sample size

|

z,,,zs]2
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alpha

alpha

domestic guest (Mar)

1month
2weeks
1week

5095
2547.5
1273.75

0.05

foreign guest (Mar)

1month 1006

2weeks 503

1week 251.5
0.05



KUESIONER

Dalam usaha menyelesaikan studi di Program Studi Teknik Industri Internasional,
Fakultas Teknologi Industri Universitas Atma Jaya Yogyakarta, saya akan melakukan
penelitian Tugas Akhir. Saya yang nielakukan penelitian:

Nama : Betzy Amanta Hennadi
NIM 3711

Saya berharap Bapak/Ibu/Saudara/Saudari bersedia menjawab beberapa
pertanyaan yang saya ajukan. Daftar pertanyaan ini telah dibuat sedemikian rupa
sehingga memudahkan Anda dalam pengisian. Semua jawaban yang Anda berikan hanya
akan dipergunakan dalam penelitian ini dan terjamin kerahasiaannya.

Atas perhatian Anda, saya mengucapkan banyak terima kasih.

IDENTITAS RESPONDEN

1. Jenis kelamin:
( ) Pria
() Wanita

2. Usia Anda: ............ tahun

3. Maksud kunjungan Anda ke Hotel Quality Yogyakarta:
) Bisnis
) Tugas dari instansi kerja
) Rekreasi / wisata / bersenang-senang

) Show

(
(
(
() Menghadiri acara khusus, misal: undangan pemikahan, ulang tahun, dsb
(
( ) Lain-lain: ...,
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KANO’s Questionnaire

1. Berikanlah tanda check () untuk jawaban yang PALING mewakili perasaan Anda terhadap
pelayanan Hotel Quality Yogyakarta.

# STAFF SERVICE QUALITY
1. a. Bagaimana perasaan Anda bila staff melayani dengan sopan dan ramah?
() Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral ._
b. Bagaimana perasaan Anda bila staff melayani dengan tidak sopan dan tidak ramah?
( ) Saya sangat menyukainya () Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

2. a. Bagaimana perasaan Anda bila staff selalu ingin menolong Anda?

() Saya sangat menyukainya () Saya tidak suka tapi bisa mentoleransinya
( )Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral
b. Bagaimana perasaan Anda bila staff tidak memiliki semangat untuk menolong Anda?
() Saya sangat menyukainya () Saya bisa mentoleransi itu
() Memang scharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
3. a. Bagaimana perasaan Anda bila staff memahami keinginan Anda?
- ( ) Saya sangat menyukainya () Saya tidak suka tapi bisa mentoleransinya
( )Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana perasaan Anda bila staff tidak memahami keinginan Anda?
() Saya sangat menyukdinya () Saya bisa mentoleransi itu
( ) Memang seharusnya demikian () Saya tidak menyukainya
() Netral
4. a. Bagaimana perasaan Anda bila staff melayani dengan efisien?
( ) Saya sangat menyukainya () Saya tidak suka tapi bisa mentoleransinya
() Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral
b. Bagaimana perasaan Anda bila staff melayani dengan tidak efisien?
{ ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
() Merﬁng seharusnya demikian ( ) Saya tidak menyukainya
() Netral .
5. a. Bagaimana perasaan Anda bila proses check-in / check-out efisien dan cepat?
() Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
{ ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral
b. Bagaimana perasaan Anda bila proses check-in / check-out tidak efisien dan lama?
() Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
() Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral
6. a. Bagaimana pendapat Anda bila staff menguasai lebih dari 1 bahasa?
() Saya sangat menyukainya () Saya tidak suka tapi bisa mentoleransinya
( )Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral
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b. Bagaimana pendapat Anda bila staff tidak menguasai lebih dari 1 bahasa?

() Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( )Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral

7. a. Bagaimana pendapat Anda bila staff berpakaian rapi dan matching?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

b. Bagaimana pendapat Anda bila staff berpakaian tidak rapi dan tidak matching?
( ) Saya sangat menyukainya () Saya bisa mentoleransi itu
() Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral ’

8. a. Bagaimana pendapat Anda terhadap layanan operator telepon yang cepat?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral

b. Bagaimana pendapat Anda terhadap layanan operator telepon yang kurang cepat?
( ) Saya sangat menyukainya () Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

9. a. Bagaimana pcndapat Anda terhadap staft room service yang melayani dengan cepat?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
() Memang secharusnya demikian ( ) Saya tidak menyukainya
() Netral
b. Bagaimana pendapat Anda terhadap staff room service yang melayani kurang cepat?
( ) Saya sangat menyukainya () Saya bisa mentoleransi itu
( )Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral

10. a. Bagaimana pendapat Anda terhadap layanan yang fleksibel?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral

b. Bagaimana pendapat Anda terhadap layanan yang kurang fleksibel?
() Saya sangat menyukainya () Saya bisa mentoleransi itu
( ) Memang seharusnya demikian () Saya tidak menyukainya
( ) Netral

# ROOM QUALITY
1. a. Bagaimana perasaan Anda bila kasur / bantal nyaman dipakai?

() Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

b. Bagaimana perasaan Anda bila kasur / bantal tidak nyaman dipakai?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral

2. a. Bagaimana perasaan Anda mengenai alat pengatur (remote control) suhu ruangan yang

bekerja dengan baik?
( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
() Memang seharusnya demikian () Saya tidak menyukainya
( ) Netral
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b. Bagaimana perasaan Anda mengenai alat pengatur (remote control) suhu ruangan yang
tidak bekerja dengan baik?

( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral

a. Bagaimana perasaan Anda bila kamar dalam kondisi rapi dan bersih?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana perasaan Anda bila kamar dalam kondisi tidak rapi dan kotor?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukairya
( ) Netral

a. Bagaimana perasaan Anda bila kamar dalam keadaan tenang?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana perasaan Anda bila kamar dalam keadaan ramai?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral

a. Bagaimana pendapat Anda bila door lock dibuat lebih canggih?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana pendapat Anda bila door lock tetap seperti sekarang?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya .
( ) Netral
a. Bagaimana pendapat Anda mengenai adanya lemari pendingin?
( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana pendapat Anda mengenai tidak adanya lemari pendingin?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
a. Bagaimana pendapat Anda bila kamar diberi variasi dan detail-detail tertentu?
( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya derpikian ( ) Saya tidak menyukainya
() Netral
b. Bagaimana pendapat Anda bila kamar tetap seperti sekarang?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
a. Bagaimana pendapat Anda terhadap adanya tanaman dalam kamar?
( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana pendapat Anda terhadap tidak adanya tanaman dalam kamar?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya

( ) Netral 95



9. a. Bagaimana pendapat Anda terhadap adanya penggantian posisi furniture secara berkala?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya

( ) Memang seharusnya demikian ( ) Saya tidak menyukainya

( ) Netral
b. Bagaimana pendapat Anda terhadap tidak adanya penggantian posisi furniture secara
berkala?

( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu

( ) Memang seharusnya demikian ( ) Saya tidak menyukainya

( ) Netral

10. a. Bagaimana pendapat Anda terhadap adanya penggantian furniture dan perlengkapan lain
(misal: TV, matras) secara berkala?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

b. Bagaimana pendapat Anda terbadap tidak adanya penggantian furniture dan
perlengkapan lain secara berkala?

( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
{ ) Netral
# GENERAL AMENITIES
1. a. Bagaimana perasaan Anda bila layanan laundry efisien?
( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana perasaan Anda bila layanan laundry tidak efisien?
( ) Saya sangat menyukainya () Saya bisa mentoleransi itu
( )Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral

2. a. Bagaimana perasaan Anda bila room service efisien dan akurat?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana perasaan Anda bila room service tidak efisien dan tidak akurat?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral
3. a. Bagaimana perasaan Anda bila makanan / minuman tersedia dalam berbagai variasi?
( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana perasaan Anda bila mdkanan / minumar fersedia dalam sedikit variasi?
() Saya sangat ményukainya () Saya big4 rhentolerdnsi itu
( ) Memang seharusnya demikian ( ) Saya tidak mi#ayukainya
() Netrat
4. a. Bagaimana pendapat Anda bila wake-up call tepat waktu?
() Saya sangat menyukainya () Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
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b. Bagaimana pendapat Anda bila wake-up call tidak tepat waktu?

() Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
(  )Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

a. Bagaimana perasaan Anda bila di information desk selalu tersedia brosur-brosur dan

informasi yang diperlukan?
() Saya sangat menyukainya () Saya tidak suka tapi bisa mentoleransinya
() Memang seharusnya demikian () Saya tidak menyukainya
() Netral

b. Bagaimana perasaan Anda bila di information desk tidak tersedia brosur-brosur dan
informasi yang diperlukan?

() Saya sangat menyukainya () Saya bisa mentoleransi itu
( ) Memang seharusnya demikian () Saya tidak menyukainya
() Netral

a. Bagaimana perasaan Anda bila makanan / minuman berkualitas tinggi?

() Saya sangat menyukainya () Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian () Saya tidak menyukainya
() Netral
b. Bagaimana perasaan Anda bila makanan / minuman kurang berkualitas?
( ) Saya sangat menyukainya { ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

a. Bagaimana pendapat Anda terhadap adanya mini-bar?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana pendapat Anda terhadap tidak adanya mini-bar?
( ) Saya sangat menyukainya () Saya bisa mentoleransi itu
( )Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

a. Bagaimana pendapat Anda terhadap adanya Kitab Suci?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

b. Bagaimana pendapat Anda terhadap tidak adanya Kitab Suci?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
() Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

a. Bagaimana pendapat Anda terhadap adanya pengharum ruangan sesuai selera?
() Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( )Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netrat

b. Bagaimana pendapat Anda terhadap tidak adanya pengharum ruangan sesuai selera?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral
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# BUSINESS SERVICE
1. a Bagaimana pendapat Anda mengenai meeting room yang menunjang kepentingan bisnis?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana pendapat Anda mengenai tidak adanya meeting room yang menunjang
kepentingan bisnis?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netrat
2. a. Bagaimana pendapat Anda mengenai tersedianya sarana hot spot di area hotel?
( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral
b. Bagaimana pendapat Anda mengenai tidak tersedianya sarana hot spot di area hotel?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral
3. a. Bagaimana pendapat Anda mengenai tersedianya layanan kesekretariatan?
( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana pendapat Anda mengenai tidak tersedianya layanan kesekretariatan?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleranst itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral .
4. a. Bagaimana pendapat Anda mengenai tersedianya multi charger?
( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
() Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana pendapat Anda mengenai tidak tersedianya multi charger?
( ) Saya sangat menyukainya () Saya bisa mentoleransi itu
( )Memang seharusnya demikian () Saya tidak menyukainya
( ) Netral
# VALUE :
1. a. Bagaimana perasaan Anda bila harga makanan / minuman sesuai dengan kebutuhan dan
keinginan?
( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana perasaan Anda bila harga makanan / minuman tidak sesuai dengan kebutuhan
dan keinginan?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( )Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
2. a. Bagaimana perasaan Anda bila harga kamar sesuai dengan kebutuhan dan keinginan?
( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya

( ) Netral a8




# SECURITY
1. a. Bagaimana perasaan Anda bila security staff bertanggung jawab terhadap keamanan

hotel?
o ( ) Saya sangat menyukainya () Saya tidak suka tapi bisa mentoleransinya
: ( ) Memang seharusnya demikian ( ) Saya tidak menyukainya

( ) Netral

b. Bagaimana perasaan Anda bila security staff tidak bertanggung jawab terhadap

keamanan hotel?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

2. a.Bagaimana pendapat Anda mengenai adanya alarm kebakaran yang keras dan peka?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( )Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
b. Bagaimana pendapat Anda mengenai adanya alarm kebakaran yang kurang keras dan
kurang peka?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
; () Netral

3. a. Bagaimana pendapat Anda mengenai tersedianya safe box?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
| ( )Memang seharusnya demikian ( ) Saya tidak menyukainya
| ( ) Netral
: b. Bagaimana pendapat Anda mengenai tidak tersedianya safe box?

( ) Saya sangat menyukainya () Saya bisa mentoleransi itu

( )Memang seharusnya demikian ( ) Saya tidak menyukainya

( ) Netral

4. a. Bagaimana pendapat Anda mengenai adanya kemudahan akses telepon darurat?

( ) Saya sangat menyukainya ( ) Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

b. Bagaimana pendapat Anda mengenai tidak adanya kemudahan akses telepon darurat?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

# IDD FACILITIES
1. a. Bagaimana perasaan Anda mengenai tersedianya layanan IDD (International Direct Dial)?

( ) Saya sangat menyukainya () Saya tidak suka tapi bisa mentoleransinya
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
() Netral

b. Bagaimana perasaan Anda mengenai tidak tersedianya layanan IDD (International Direct

Dial)?
( ) Saya sangat menyukainya ( ) Saya bisa mentoleransi itu
( ) Memang seharusnya demikian ( ) Saya tidak menyukainya
( ) Netral
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QUESTIONNAIRE

In the process of finishing the study at International Industrial Engineering of
Industrial Technology Faculty of Atma Jaya Yogyakarta University, | am who concerned
below, will conduct the thesis research.

Name : Betzy Amanta Hennadi
NIM : 3711

| ask your help to answer these following questions. All of your answers only will be

used in this research.

| would like to thank for your attention and cooperation.

RESPONDENTS IDENTITY
1. Sex:
( ) Male
( ) Female
2. Your age: ............ years old

3. Your visiting objective to Quality Hotel Yogyakarta:
() Business
) Work duty
) Recreation / tourism / have fun
) Special event, e.g: wedding invitation, birthday party, etc
) Show
YOther: ..o

P T e T o N N
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KANO’s Questionnaire

I. Give the check mark (v) for the BEST ANSWER that REPRESENT YOUR FEELING

Quality Yogyakarta Hotel service.

# STAFF SERVICE QUALITY

1. a. How do you feel if the staffs serve nicely and honestly?
( )Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) I dislike it that way
( ) P’m neutral
b. How do you feel if the staffs DON’T serve nicely and honestly?

( ) I1like it that way ( ) Ican live with it that way
( ) It must be that way ( )Idislike it that way
( ) I'm neutral

2. a. How do you feel if the staffs always be helpful?

() I1like it that way () Ican live with it that way
() It must be that way ( ) I dislike it that way

( ) I’m neutral

b. How do you feel if the staffs NOT always be helpful?

( )Ilike it that way () Ican live with it that way
( ) It must be that way () 1dislike it that way

( ) I’m neutral

3. a. How do you feel if the staffs understand your intention?
( ) Ilike it that way () Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) Pmneutral

b. How do you feel if the staffs DON’T understand your intention?

( )Ilike it that way () Ican live with it that way
() It must be that way ( ) I dislike it that way
( ) I’m neutral

4. a. How do you feel if the staffs serve efficiently?

( ) Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way

( ) I’m peutral

b. How do you feel if the staffs serve NOT efficiently?

( ) Ilike it that way ( ) Ican live with it that way
() It must be that way ( )1 dislike it that way

( ) I’'m neutral

5. a. How do you feel if the check-in / check-out process efficient and fast?

( )Ilike it that way ( ) Ican live with it that way
( ) It must be that way () Idislike it that way
( ) I’'m neutral
b. How do you feel if the check-in / check-out process NOT efficient and slow?
( )Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way

( ) I’'m neutral

6. a. What is your opinion if staffs have multilingual ability?

( ) Ilike it that way ( ) Ican live with it that way
( ) It must be that way () I1dislike it that way
( ) I'mneutral

103



b. What is your opinion if staffs DON’T have multilingual ability?

( )I1like it that way ( ) Ican live with it that way
( ) It must be that way ( ) 1dislike it that way
( ) I’'m neutral

7. a. What is your opinion if staffs dress neatly?
( ) I1like it that way ( ) Ican live with it that way
() It must be that way ()1 dislike it that way
() I’'m neutral

b. What is your opinion if staffs DON’T dress neatly?

() 1like it that way ( ) Ican live with it that way
( ) It must be that way () I dislike it that way
() I’'m neutral

8. a. What is your opinion toward fast phone operator service?

( ) Ilike it that way () Ican live with it that way
! () It must be that way ( ) Idislike it that way
' ( ) I’'m neutral
b. What is your opinion toward NOT fast phone operator service?
( )Ilike it that way () Ican live with it that way
() It must be that way () Idislike it that way
( ) I’'m neutral

9. a. What is your opinion toward fast room service staffs?

( )Ilike it that way ( ) Ican live with it that way
() It must be that way () 1dislike it that way
( ) I'm neutral

b. What is your opinion toward NOT fast room service staffs?
( ) Ilike it that way () Ican live with it that way
() It must be that way () Idislike it that way
( ) I'm neutral

10. a. What is your opinion toward flexible service?

( ) 1like it that way - ’ () Ican live with it that way
( ) It must be that way ( ) I dislike it that way

() I'm neutral

b. What is your opinion toward INflexible service?

() I1like it that way () I can live with it that way
( ) It must be that way () I dislike it that way

( ) I'm neutral

# ROOM QUALITY
1. a. How do you feel if pillow / mattress is comfortable?
( ) Ilike it that way () Ican live with it that way
() It must be that way ( ) Idislike it that way

() I'm neutral
b. How do you feel if pillow / mattress is NOT comfortable?

() I1like it that way () I can live with it that way
() It must be that way ( ) Idislike it that way
( ) I'm neutral

2. a. How do you feel if temperature remote control works well?
( )I1like it that way () Ican live with it that way
( ) It must be that way () Idislike it that way

() I'm neutral
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b. How do you feel if temperature remote control DOESN’T work well?

( )Ilike it that way ( )Ican live with it that way
( ) It must be that way ( ) I1dislike it that way
( ) I’'m neutral

3. a. How do you feel if room is in clean and tidy condition?

( ) Ilike it that way ( ) I1can live with it that way
( ) It must be that way ( )1 dislike it that way
( ) I’m neutral

b. How do you feel if room is NOT in clean and tidy condition?
( ) Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I’'m neutral

4. a. How do you feel if room is in quiet condition?

| ( )1like it that way ( ) Ican live with it that way
[ ( ) It must be that way ( ) 1dislike it that way
( ) I’'m neutral
b. How do you feel if room is NOT in quiet condition?
( )Ilike it that way () Ican live with it that way
() It must be that way ( ) I1dislike it that way

f ( ) I’m neutral

@ 5. a. What is your opinion if there are more sophisticated door lock?

i ( )Ilike it that way ( ) Ican live with it that way
|
!

( ) It must be that way ( ) I1dislike it that way
( ) I’m neutral
b. What is your opinion if there are NOT more sophisticated door lock?
( ) 1like it that way ( ) Ican live with it that way
( ) It must be that way ( ) 1dislike it that way
( ) I’m neutral

6. a. What is your opinion about refrigerator availability?
( ) I1like it that way () Ican live with it that way
() It must be that way ( ) 1dislike it that way
( ) I'm neutral

b. What is your opinion about refrigerator INavailability?

( ) Ilike it that way () Ican live with it that way
() It must be that way ( ) Idislike it that way
( ) I'm neutral

7. a. What is your opinion if there are certain variations and details in the room?

( ) Ilike it that way ( )Ican live with it that way
( ) It must be that way ( ) I1dislike it that way
( ) I'm neutral
b. What is your opinion if there are NO certain variations and details in the room?
( )Ilike it that way ( ) I1can live with it that way
( ) It must be that way ( ) 1dislike it that way
( ) T’m neutral

8. a. What is your opinion about plant availability in the room?

( ) 1like it that way () Ican live with it that way
( ) It must be that way ( )1 dislike it that way
( ) I’'mneutral

b. What is your opinion about plant INavailability in the room?
( ) 1like it that way ( ) Ican live with it that way
( ) It must be that way ( ) I1dislike it that way
( ) I'm neutral
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9. a. What is your opinion if there is periodically furniture position relayout?

( )I1like it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I’m neutral
b. What is your opinion if there is NO periodically furniture position relayout?
( ) I1like it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I’'m neutral

10. a. What is your opinion if there is periodically change on furniture and other equipment (e.g.

TV, mattress)?
( ) I1like it that way ( ) Ican live with it that way
( ) It must be that way ( )1 dislike it that way
( ) I’m neutral

b. What is your opinion if there is NO periodically change on furniture and other equipment
(e.g. TV, mattress)?

( ) Ilike it that way ( ) Ican live with it that way

( ) It must be that way ( ) I1dislike it that way

( ) I’m neutral

|
]
1
t

# GENERAL AMENITIES
1. a. How do you feel if there the laundry service is done efficiently?
( ) I1like it that way () Ican live with it that way
( ) It must be that way ( )Idislike it that way

( ) I'm neutral
b. How do you feel if there the laundry service is NOT done efficiently?
( )Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( )1 dislike it that way
( ) I’m neutral

2. a. How do you feel if room service is efficient and accurate?

( ) Ilike it that way ( )Ican live with it that way
( ) It must be that way ( ) I1dislike it that way

( ) I'm neutral

b. How do you feel if room service is INefficient and INaccurate?

( ) Ilike it that way () Ican live with it that way
() It must be that way ( )Idislike it that way

( ) I’m neutral

3. a. How do you feel if there are food and beverages variations?
( ) I1like it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) ’m neutral

b. How do you feel if there are NO food and beverages variations?

( ) Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I’m neutral

4. a. What is your opinion about in-time wake up call?
( ) Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) I1dislike it that way
( ) I'm neutral
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b. What is your opinion about NOT in-time wake up call?

( )I1like it that way ( )Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) Pm neutral

5. a. How do you feel if the brochures and needed information are available on the information
desk?

( )Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I'm neutral

b. How do you feel if the brochures and needed information are NOT available on the
information desk?

( )I1like it that way ( ) Ican live with it that way

( ) It must be that way ( ) I dislike it that way

( ) I'm neutral

6. a. How do you feel if the food and beverage is in high quality?

() 1like it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I’m neutral

b. How do you feel if the food and beverage is NOT in high quality?
( ) I1like it that way ( ) Ican live with it that way
( ) It must be that way ( ) I1dislike it that way

( ) I'm neutral

7. a. What is your opinion about mini-bar availability?

( )Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I'm neutral

b. What is your opinion about mini-bar INavailability?
( ) I1like it that way () Ican live with it that way
( ) It must be that way ( ) I dislike it that way

( ) I'm neutral

8. a. What is your opinion about Bible availability?
( ) Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I'm neutral
b. What is your opinion about Bible INavailability?
( ) I1like it that way () Ican live with it that way
( ) It must be that way ( ) 1dislike it that way
( ) I’m neutral
9. a. What is your opinion about customized room fragrance availability?
( ) Ilike it that way ( )Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) TI'm neutral
b. What is your opinion about customized room fragrance INavailability?
( ) I1like it that way ( )Ican live with it that way
( ) It must be that way ( )Idislike it that way

( ) I'm neutral
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# BUSINESS SERVICE
1. a. What is your opinion about business related meeting room availability?

( )I1like it that way ( ) Icanlive with it that way
( ) It must be that way ( )Idislike it that way
( ) I’m neutral
b. What is your opinion about business related meeting room INavailability?
( )I1like it that way ( )Icanlive with it that way
( ) It must be that way ( )Idislike it that way
( ) I’m neutral

2. a. What is your opinion about hot spot availability at hotel area?

( )Ilike it that way ( )Ican live with it that way
( ) It must be that way ( ) Idislike it that way

( ) I’'m peutral

b. What is your opinion about hot spot INavailability at hotel area?

( ) Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( )Idislike it that way

( ) I’m neutral

3. a. What do you think about secretarial service availability?

( ) Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I'm neutral

b. What do you think about secretarial service INavailability?
( ) Ilike it that way ( )Ican live with it that way
( ) It must be that way ( )1 dislike it that way

( ) I'm peuual

4. a. What do you think about multi charger availability?

( )1like it that way ( ) Ican live with it that way
( )Itmust be that way ( ) Idiskike it that way
( ) I’m neutral

b. What do you think about multi charger INavailability?
( )Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way

( ) I’m neutral

# VALUE
1. a. How do you feel if the price of food beverage is appropriate to the need and intention?

( )Ilike it that way ( )Ican live with it that way
( ) It must be that way ( )Idislike it that way
( ) I’'mneutral

b. How do you feel if the price of food beverage is NOT appropriate to the need and

intention?
( )1like it that way ( )Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I’mneutral

2. a. How do you feel if the room rate is appropriate to the need and intention?

( )I1like it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I’'m neutral

108



el

~

b. How do you feel if the room rate is NOT appropriate to the need and intention?
( )Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) I1dislike it that way
( ) I'm neutral

a. How do you feel if the hotel you stay has high reputation?
( ) I1like it that way ( )Ican live with it that way
( ) It must be that way ( )Idislike it that way
( ) I’'m neutral
b. How do you feel if the hotel you stay DOESN’T have high reputation?
( )Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( )1 dislike it that way
( ) I'm neutral

a. ITow do you feel if hotel building seems comfortable?
( )I1like it that way ( ) Ican live with it that way
() It nmst be that way ( ) Tdislike it that way
() I’'m neutral

b. How do you feel if hotel building seems UNcomfortable?
( ) Ilike it that way ( ) Ican livc with it that way
( ) It must be that way ( ) Idislike it that way
( ) I’m neutral

a. How do you think about privacy existency?
( ) Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I’'mneutral

b. How do you think about privacy INexistency?

( ) Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) ldislike it that way
( ) I'm neutral

a. How do you think about easy access to prayer place?

() Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( )1 dislike it that way
{ ) I'm neutral
b. How do you think about NOT easy access to prayer place?
( ) I1like it that way () Ican live with it that way

( ) It must be that way ( ) Idislike it that way
( ) I’m neutral :

a. How do you think about personalized hotel service?
( ) 1like it that way ( ) Ican live with it that way
( ) It must be that way ( ) I1dislike it that way
( ) I’'m npeutral

b. How do you think about NOT personalized hotel service?
( ) Ilike it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I'mneutral
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# SECURITY
1. a. How do you feel if security staffs are responsible to hotel security?

( ) Ilike it that way () I1can live with it that way

( ) It must be that way ( ) I1dislike it that way

( )I'm neutral
| b. How do you feel if security staffs are NOT responsible to hotel security?
| ( )Ilike it that way ( ) Ican live with it that way
l ( ) It must be that way ( ) I1dislike it that way

( ) I'm neutral

2. a. How do you think about loud and sensitive fire alarm?

( )1like it that way ( )Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) TI'm neutral

b. How do you think about NOT loud and NOT sensitive fire alarm?
( ) I1like it that way ( ) Ican live with it that way
( ) It must be that way ( ) Idislike it that way

( ) I'm neutral

3. a. What is your opinion about safe box availability?
( )Ilike it that way ( )Ican live with it that way

4 ( ) It must be that way ( ) Idislike it that way

( ) I'm neutral
b. What is your opinion about safe box INavailability?

( ) Ilike it that way () Ican live with it that way

( ) It must be that way ( ) Idislike it that way

( ) I'm neutral

4. a. What is your opinion about ease of emergency call access availability?

( )Ilike it that way ( )Ican live with it that way
( ) It must be that way ( ) Idislike it that way
( ) I’'m neutral
b. What is your opinion about ease of emergency call access INavailability?
( )Ilike it that way ( ) Ican live with it that way
( ) It must be that way : ( )1 dislike it that way

( ) T’'m neutral

# IDD FACILITIES
1. a. How do you feel about IDD (International Direct Dial) service availability?

( ) 1like it that way ( ) Ican live with it that way

( ) It must be that way ( )Idislike it that way

( ) T'm neutral

b. How do you feel about IDD (International Direct Dial) service INavailability?

( )I1like it that way ( ) Ican live with it that way

( ) It must be that way ( ) Idislike it that way

( ) I’'m neutral
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II. How important this attribute for you?

Very un
importa

<

Not
importa

Neutral

Importa

-

F.
»

Very
importa

Kategori

Atribut Pelayanan

1

Staff Service
Quality

Polite and friendly staff

Helpful staff

Understand staff

Efficient service

Efficient and fast check-in / check-out process
Multilingual skilled staff

Neat staff

Fast phone operator

Fast room service staff

Flexible service

Room
Quality

Comfortabel pillow / bed

Good in-room temperature control
Clean and tidy room

Quiet room

Sophisticated door lock
Refrigerator availability

Room details and decoration
In-room plant availability
Periodic re-layout

Periodic furniture change

General
Amenities

Efficient laundry service
Efficient room service

Food and beverages great variety
Reliable wake-up call
Information desk availability
High quality food and beverage
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Mini-bar availability
Bible availability
Customized room fragrance

Business
Service

Business-related meeting room availability
Hot spot availability

Secretarial service availability
Multi-charger availability

Value

Reasonable price for food and beverage
Reasonable price for room

Hotel good reputation

Comfortable hotel

Personal privacy

Easy access to prayer place
Personalized service

Keamanan

Responsible security staff
Loud and sensitive fire alarm
Safe box availability
Emergency call access

Fasilitas IDD

IDD facility availability

© THANK YOU FOR YOUR COOPERATION ©
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RESPONDENTS'

CHARACTERISTIC OF KANO'S QUESTIONNAIRE

DOMESTIC
Sex
Sex Number of Respondents %
Male 161 54.3
Female 35 45.7
Total 1886 100
Age
Age Number of Respondents %
<15 0 0
15-24 14 7.5
25-34 3% 19,9
35-44 59 31.75
45-54 52 23.0
>54 24 248
Total 188 100
Visiting Objective
Visiting Objective Number of Respondents %
Business 2 33.7
Work duty 39 47.8
Recreation / tourism / have fun 3 4.3
Special event iwedding, party, etc) 13 7.0
Show 4 2.2
Cther 0 0
Total 186 100
FOREIGN
Sex
Sex Number of Respondents %
Male 55 55.9%
Female 44 44,4
Total 99 100
Age
Age Number of Respondents %
<15 O 0
15-24 4 4
25-34 3 3
35-44 3 3
45-54 47 47.5
>54 42 42.4
Total 99 100
Visiting Objective
Visiting Objective Number of Respondents %
Business 2 2
Work duty 0 0
Recreation / tourism / have fun 9o 97
Special event (wedding, party, etc) 1 1
Show 0 0
Cther 0 0
Total 99 100
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KANO's RESULT

DOMESTIC
CATEGORY NO SERVICE ATTRIBUTE A (o]
Staff Service Quality] 1 [Polite and friendly staff 101
2 |Helpful staff 142
3 [Understand staff 11 71
4 jEfficient service 13 83
5 jEfficient and fast check-in / check-out process 13 62
6 l:altilingual skilled staff 19 68
7 [Neat staff 99
8 JFast phone operator 12 110
9 [Fast room service staff 4 98
10 |Flexible service 4 159
Room Quality 1 [Comfortable pillow / bed 1 92
2 jGood in-room temperature control 109
3 JClean and tidy room 94
4 [Quiet room 1 93
5 [|Sophisticated door lock 142 16
6 rRefrigerator availability 32 78
7 jRoom details and decoration 71 30
8 JIn-room plant availability 45 36
9 fPeriodic re-layout 55 13
10 jPeriodic furniture change 94 1
General Amenities 1 |Efficient laundry service 2 119
2 [Bfficient room service 75
3 JPood and bevorageé great variety 80 35
4 |Reliable wake-up call 49
5 |Information desk availability 87 16
6 [High quality food and beverages 43 101
7 Mini-bar availability 60 81
8 {Bible availability 109 17
9 jCustomized room fragrance 99 23
Business Service 1 [Business-related meeting room availability 29 45
2 [Hot spot availability 51 74
3 [Secretarial service availability 36 48
4 ti charger availability 78 37
[Value 1 jReasonable price for food and beverages 16 132
2 JReasonable price for room 32 128
3 JHotel good reputation 125 33
4 |Comfortable hotel 36 62
5 |Personal privacy 23 99
6 |Easy access to prayer place 31 103
7 JjPexrsonalized service 87 42
Security 1 JResponsible security staff 14 61
2 |[Sensitive and loud fire alarm 17
3 [safe box availability 20 85
4 [Emergency call access 5 64
IDD Facilities 1 §IDD facility availability 22 99
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better worse

M I TOTAL CLASSIFICATION A+0 O+M A+O+M+I A+0 oM
A+O+M+1 | A4+OMD

78 7 186 o 101 179 186 0.5430 | 0.9624
33 11 186 ) 142 175 186 0.7634 | 0.9409
99 5 186 M 82 170 186 0.4409 | 0.9140
86 4 186 M 96 169 186 0.5161 | 0.9086
99 12 186 M 75 161 186 0.4032 | 0.8656
84 15 186 M 87 152 186 0.4677 | 0.8172
75 12 186 o 99 174 186 0.5323 | 0.9355
53 11 186 ) 122 163 186 0.6559 | 0.8763
81 3 186 o 102 179 186 0.5484 | 0.9624
22 1 186 o 163 181 186 [ 0.9731
90 3 186 o 93 182 186 0.5000 | 0.9785
60 17 186 ) 109 169 186 0.5860 | 0.9086
92 186 o 94 186 186 | 0.5054 | 1.0000 |
89 3 186 o 94 182 186 0.5054 | 0.9785
28 186 A 158 16 186 0.8495 | 0.0860

65 11 186 ) 110 143 186 0.5914 | 0.7688
4 81 186 I 101 34 186 0.5430 | 0.1828
7 98 186 I 81 43 186 0.4355 | 0.2312
37 81 186 I 68 50 186 0.3656 | 0.2688
4 87 186 a 95 5 186 | 0.5108 | 0.0269
62 3 186 0 121 181 186 0.6505 | 0.9731
94 17 186 M 75 169 186 0.4032 | 0.9086
a3 28 186 A 115 78 186 0.6183 | 0.4194
127 | 10 186 M 49 176 186 0.2634 | 0.9462
35 48 186 A 103 51 186 0.5538 | 0.2742
40 2 186 ) 144 141 186 0.7742 | 0.7581
7 38 186 ) 141 88 186 0.7581 | 0.4731
7 53 186 A 126 24 186 0.6774 | 0.1290
14 50 186 A 122 37 186 0.6559 | 0.1989
60 52 186 M 74 105 186 0.3978 | 0.5645
53 8 186 ) 125 127 186 0.6720 | 0.6828
39 63 186 1 84 87 186 | 0.4516 | 0.4677
19 52 186 A 115 56 186 0.6183 | 0.3011
21 17 186 o 148 153 186 0.7957 | 0.8226
19 7 186 ) 160 147 186 0.8602 | 0.7903
26 2 186 A 158 59 186 0.8495 | 0.3172
85 3 186 M 98 147 186 0.5269 | 0.7903
56 8 186 ) 122 155 186 0.6559 | 0.8333
43 9 186 ) 134 146 186 0.7204 | 0.7849
51 6 186 A 129 93 186 0.6935 | 0.5000
109 2 186 M 75 170 186 0.4032 | 0.9140
163 6 186 M 17 180 186 { 0.9677
74 7 186 ) 105 159 186 0.8548
110 7 186 M 69 174 186 0.3710 | 0.9355
53 12 186 ) 121 152 186 | 0.6505 | 0.8172 |
min 0.0914 0.0269

max 0.8763 1.0000
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KANO's RESULT

FOREIGN
CATEGORY NO SERVICE ATTRIBUTE A (o]
Staff Service Quality 1 |Polite and friendly staff 87
2 [Helpful staff 22
3 j0nderstand staff 19
4 [Efficient service 2 19
5 JEfficient and fast check-in / check-out process 26
6 tilingual skilled staff 1 14
7 INeat staff 1 53
8 |Fast phone operator 47
9 [Fast room service staff 50
10 §Flexible service 4 48
{Room Quality 1 jComfortable pillow / bed 55
2 |Good in-room temperature control 48
3 |Clean and tidy room 52
4 JQuiet room 22
5 JSophisticated door lock 2 68
6 |Refrigerator availability 39
7 |Room details and decoration . 58 | 17
8 |In-room plant availability 25 10
9 [Periodic re-layout 16 3
10 {Periodic furniture change 44
Jceneral Amenities 1 {Efficient laundry service 41
2 JEfficient room service 43
3 fFood and beverages great variety 4 64
4 |Reliable wake-up call 41
5 |Information desk availability 17
6 |High quality food and beverages 55
7 Mini-bar availability 54
8 [Bible ava:.lab::.l:.ty 47
9 leustom:.zed room fragrance it 46 17
Business Service 1 fBusiness-related meeting room ava:.lab:.l:.ty 28
2 |Hot spot availability 58
3 Secretarlal service availability 42
4 Tti charger ava:labx r 40 25
Value 1 Reasonable price for food and beverages 51
2 jReasonable price for room 49
3 jHotel good reputation 56
4 JComfortable hotel 41
5 JPersonal privacy 23
6 |Basy access to prayer place 53
7 Personal:r.zed semce - - 47 28
Security 1 fjResponsible security staff 47
2 |Sensitive and loud fire alarm 49
3 jsafe box availability 9
4 lEmergency call access 48
IDD Facilities 1 JIDD facility availability 42
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better worse
A+O O+M [A+O+M+} 40 OrM

M I TOTAL CLASSIFICATION oMl Mil)
12 99 o 87 99 99
75 2 99 M 22 97 99 0.2222 0.9798
80 99 M 19 99 99 0.1919 1.0000
78 99 M 21 97 99 0.2121 0.9798
72 | 1 99 M 26 98 99 0.2626 | 0.9899
84 99 M 15 98 99 0.1515 | 0.9899
2| 3 99 () 54 95 99 0.5455 | 0.9596
52 99 M 47 99 99 0.4747 1.0000
49 99 o 50 99 99 0.5051 1.0000
a7 99 o 52 95 99 0.5253 0.9596
a4 99 ) 55 99 99 0.5556 | 1.0000
51 99 M 48 99 99 0.4848 1.0000
47 99 o 52 99 99 0.5253 1.0000
77 99 M 22 99 99 0.2222 1.0000
29 99 () 70 97 99 0.7071 0.9798
58 | 2 99 M 39 97 99 0.3939 0.9798
13 | 11 99 A 76 30 98 0.7576 § 0.3030
17 | a7 99 I 35 27 99 0.3535 | 0.2727
53 | 27 99 M 19 56 99 0.1919 0.5657
52 | 3 99 M 44 26 99 0.4444 | 0.9697
58 99 M 41 99 99 0.4141 1.0000
56 99 M 43 99 99 0.4343 1.0000
29 | 2 99 o 68 93 99 0.6869 0.9394
58 99 M /M 99 99 0.4141 1.0000
82 99 M 17 99 99 0.1717 1.0000
44 99 () 55 99 99 0.5556 1.0000
a2 ] 1 99 () 54 98 99 0.5455 | 0.9899
39 | 13 99 [ 47 86 99 0.4747
10 | 26 99 A 63 27 99 0.6364
71 99 M 28 89 99 0.2828 1.0000
a1 99 o 58 99 99 0.5859 1.0000
57 99 M 42 99 99 0.4242 1.0000
32| 2 99 A 65 57 99 0.6566 | 0.5758
a7 | 1 99 ) 51 98 99 05152 | 0.9899
a8 | 2 99 () 49 97 99 0.4949 | 0.9798
43 99 o 56 99 99 0.5657 1.0000
58 99 M /1 99 99 0.4141 1.0000
76 99 M 23 99 99 0.2323 1.0000
20 | 6 99 o 53 93 99 05354 | 09394
24 99 A 75 52 99 0.7576 | 0.5253
52 99 M 47 99 ) 0.4747 | 1.0000
50 99 M 49 99 99 0. 1.0000
90 99 M 9 99 99 i 1.0000
51 99 M 48 99 99 1.0000
57 99 M 42 | 9 99 | 04242 | 1.0000 |

min 0.0909 0.2727

max 0.8788 1.0000
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RESULT OF SELF STATED IMPORTANCE (DOMESTIC)

Sum )
Yi Y¥

42 43 44 45

28 29 30 31 32 33 34 3B 36 37 3@ 39 40 41

22 23 24 25 28 27

Aftributes
2 3 4 5 & 7 8 9 10 11 12 13 14 15 _16 17 18 18 20 21

1

Resp

20884
26241
3240C
20584
32041
28224
28561
30978
30276
27856
34968
31348
28224
28%61
22600
24336
20584
27558

2020

30976
27889
30276
#6306
298

3007¢
20241
biv el
27356
132
35344
30276
31534
2041
27359
20354
29241
3138
29241
30278
26300
A0304
31328
25351
Fada

29584

172
176
171
172
m
180
172
17%
188
18¢
176
174
169
187
177
164
168
180
186
172
168
m
176
167
174
163
164
163
168
173
168
177
188
174
178
m

187
172
171

17t
m

174
170
202

177

166
162

GRS S A R A A A A A S A & N B & S X A & B JoBh & B £ 2 0 Nl & SR .8 & & & F -X-F R N
MOV BN ETOVNODHIECDROOVONEINOTOOVOEIITTROETOSTRDDAECTOONETIDM

 TON T OITNNRITECD I ORODODINRTROONNTOC RN ODTNDODITITDGITOHDODTO®

et

NG IO TOUROITOEIONCTOOTNITIODOITOAYTODNRDRACODTINNTOOTNDCTODDD Y
DN TOTOTETODECATORDRCTATRNOTDOTNDDDETDGDONONOTOTDED®OD O
TONDTOTOA T DR OTODTNIOGCOANCTOC OO COTTODHDITODYT
PN O TONNECTNO NN I CTODTYTNCNNTDOINEDNDNNADDBEDNDCONENT v~ NY DN
MDDNTHDOIT OO D TODTOONYTINTOHON DO RO DTDODAOITDHDETNDGTOD®
(O ETDONVE DT TAOOHCONTDOIODIHCHI T ORIVOTDNDNECETOOIYTDOECDT T
DD IO TNV ODANIST I IONTOOINIGIOTONC IO TOOTHOGTODITDOT O
(P NDON TN TONOOOONREINROTONREINITTONOGTOAOGTOHDIODNDOOMDNDCONNNMM
NN TONTTONDYBRONOODIBROITNNTOODNW N OO OIS TOD Y
ONIOTOTORONCTOROOETDNNRIT OGNNSO CTHNG OOV OOV OOGTTTONNTNOD
YT ANTOOMIITDOOR DO STTONONTNNONSTOHTOOGTNRTDHDODNSTINDOND M
TR TOTOOOVGTHOIITVONETOONTOITONSTETGTOITDNITOODTOCTONDOTOONTOD TN
FNTOODTOACTOOSTITONBRT ORI ONNODTHRTONRTODOORREHIOINTNTODD®D O™

MPNNTODTNDRCrNTNDGTNODDOINNTOIOGTNNONSTG NN DTNDTONTDNDSTO T

MO TN TSN DGSTNNDODTNDONTONOODRTODNIST T NOOOMITOONDTNNYT
I ONTDTOONNODNENENRTOONTNENIDNTONDONDNODTOOLTNNNTTONDNNTOD
O WVETHDOV ST ITHOOTOODHTDSTODORITNDITOHDITRTDIOITDOITODITOST IO T
TR ITOTODAANOOTIEIITIDONAAIOITIIOACTOTOI SOOI NDODOIECTASIONDTODD
M TOTOTOMONDONDNETOVIODITONODDNNDNDTRNDOATDISTONDNTNDONDTOTNN
[N TOLTDTOONTONTRIITTAONOTNITOOICOT IO ITOONTOAOTONONTTOHDD
BT OTODONRTOTONRONONTNIEITDNTTOORONDNONDBLTORLTONDOOTTHODNOO®
NN NDOTEINDrr N r N TR r NGO r NN rNTHNNDONNDO TN NDNOONN
NODONTDTANOTHNDTONNTONDTNTONOTNTODITNNTNDIOES-NDODOD T
DO r D NNTN NN DN TN TTOD TN TN NN DD rTDNNTOOD NN
MV CTO DT ON DTN TN ITNNONDROITIONRODETNRODINDITOOOOTONDOON
OOV CTHN T T ONODSTITROITIOOTHNDOITNGETNNONDENOTON TN NNOTNDD DTN
NNWETNB TNV TONDNNDTOINTTONTORTADNTNDONTNTDOONOODD TN
MM ELTOONDCONOITTDNDTONNDTDONETOITTDETRDOIONDOTODNDEDDE TG
D ONWHITTDRONOISTONETTOOVOINITGTOARNIGTONRNTOTOORD DS HTOODDTTST TN
M OCTOODITITNGTTO TN TGN INODRECRNOITENDOIONNTODONNNMITOOTONT
YOWVOETODIETAEINOOTOTOINOOIT IR T OONTIAROITITOONTITDODNTNDOOTO
DO DOCTOHOOISTITNOOTHOITNOOLOTOODGTOHRWOOTHNDOTN TG DD TN
O N CTNCTOITODTOONCTITITTOIOITROTHOIODITIITITOOTHNDHOINDNTHCTOTITOHDOO
O SUN T TN IO IO NI TOHITOIOTOTOITHD I ECRNTDOODOTDDIONITHITOD
MO RN STHOIDTUROMOOTIONRTHIOOHNRNONOITITUOTODNONITDNOD
DO ETOITOOONTHNOAOOOETITDICTODND ORI OODEIITDOTOODOEN
MWW CTTODITODPNOTDOTOEIETOT TN ITODNIDNTITOTHENRODGT O
NIV TOTNTOICTNRNETONSHDOOTOITIIOITOCTOCTIONTOHTTODOTODO
AT OOOONOCTNDNNODCTITRNOMTOHINDIOONOCTOTNOONTONTNDITOOTODOCNDTOTO Y

FSWUWHNTOHTODOODODNDNOITHODODIHITIOONDEINDONTDHOITIOOOTOTODOOTO

o O OO NN SO RO N YD ORODO = N YOO~
ruoenoron 2RI RO R R R RRlIEERESRRRRdERERReTRRINRS

118



SOIVTOUTOT VIO TSI S OSOT OO LGDOYYG GG D DS S Y G eSS o 6505

WHIWODI LD SOOI ODIOODSTNVNLSDOODOODTDETDOISODO TN T D OW DO
NWOHHFTODADFTOO A DODOFTOOWHFTOOOEIOHOUWTHOTOEEFTDHD T DG DG D HWO
WD RWBRRORDO S DORDR IOV ROID RO DOU DD D000 G0 DGO EOHH
HHDVOFHOAREFOOFTHETOTWLGETHHH 800G 0TG5 00056500~ &~
CRBVOLDDDLOWOOSOVO TV TODSOOTOVOGFT OB T DMY DM MED WO O
WO RO OGN NG HHFDHN DD DN DN~ OO v OO S = DI DN DD T DN D
WEYRONEODERDDDIDOVIVDYIYOVIOIVSYIVDOUO YOOI OO IBOIDOSOSOOG D
AR R AR R AR A A A A ch Rl th R R R R B R R R R R AR R R R R AR R R R TR R R R R R R
TR WH I SIS DIONDIODTONITODNADGO TN TODGSDOCON G DY EOD T DN WG
VO H DD HBOHOH IO THOOITOADO SOOI TODODATOOOONTHTODLDATDHDW S DD TWHM
YYDV GO OD YOIV YOI OODBCRNO IOV OISODROD NGO SOODL DD GO0
bR R R R R VR o R R R L B R R SR SR R R PR R R R VR SR R R R R R A R R R R R b R R R R R R
VYOI OLOOINOVIOOIONDETNOOIZOBO OISO D OOV DOUEDMD COW W
HOHOFWW OB TN XODEOI TSSO O I TOIVODDTWOHNOGTOHNDTLOHHDODHEDHDHE
IOV PREOOIODOORDIOIOCTICONGODODBTONODIIRNRCRCHROOISDRDHNHGTOGTO N
DHBHHOHN D DBHEOD DDA THTHE DT NGOG NN AW WM WY &0y oo
DO OWEOOGTHON-DNNE DR ENODGONNG D WD N 0 e OO0 ¢ DN Y DN~ @
DBDHWNGAD I NG OWDO BT EN A DD ID OGO HOECDAOACHTOH O CONNDEHDNDHOHD T
VOO DEIOR IR CIODITIOOOITOODRITOODTRTAORTHRDOIDIOROTNADISOCTDOECOD
DHDHHEDTEHSCOCCT DD D TDEHOHOHTDHDTH OGO EE O ED DD EE S OO GO D
WSOV NOVALOPR DO DRI RN CDROVR RO DR RO DH G DD
WWHAN WO DO GO D ECHNE GO COHOONEFTDOCDHDECA T DG FND D DD DD H D
NEORHTOHOECODRAEYONDVONEECNRECNRDBYCYRPNDDBONBECIOROICOORIDIDDOODOIGOOD
OO DEOHCDHDOCDOISOTHODOHECHOHCD OGO G EEEEE T E A E T T E W EDE T OG5 e
T NNOOOONCO GO~ QNG NDW NG DN DN e~ INE DWW IN G W NG e NN AR
BN N TN r NONNO T DD ANTOTNON AT O r-OHTNN DO r NN NOG OO OGN NGO HH O™
N DO N DO NCrDOPNCr OO ERROONT - NEEENNOID - N ENDODONRN -~ O NE G
T r DD ETONCNQG O OO THTEE T DD EE o NGO DD NNNG G D N B &D Y
N ND OGO DODD DY DU OO I O R RUIDNCOD OO DO D YD OD D DD ¢
CFHREWED AN AN CCrNODOD DD DD TONOIEN T OTONDAFTONNODODOITIINIDOOOINT O
VO ODCHO RO THNDOINNYOYOOCYOCEDVADH OGO ENDEIDNDETDEDRCDEDO
DRGE XA S R R A A & & X A & B A £ R R Sk A Sl B A KA A R A R iR R R S Rl S R A A 8]
O AD D ¢ N W @ N D IR 0 o D 0D O D AT QW W GO WD WD D N O 9T O o 10 O WD 9T W I 0 WD (D 00 D < 4D 4D
LELEROR R R R EoR BB & Rl R S0 Ryl Kl A RyRyRyE R B B R ok ch il ARy ErE A R A  B f
OV OO DY OGO O DDA YD YR COYONO YOIV HT OGN COOC OO OB IO
OB AOD DO DA DDA O SDDDGDEDG DD G DD GGG OGSO
VDEBEROD RO FOVRDO YW DDAV I YO REDCODODBAVOI DIV E DD T
DO DOHED O OO ANHOANGA O DHDP DDA DD OO DOIOVNOOONOEDIOODEN
CEND O WECD DD SCNDPCO DD DR CET DN D YDA CDOIDECNEISGDNRCDOIDCD
VYOOI OEETOETOOOHA DD DECOTOCODADOOGAHCDECDOOE DT DD E N DEDE T
VDO CER DO ODOD DNV O YRV IR R CDIWADEDCOIOHAODROADOUTDOOM
DD D DD DA DDA DD DOOCTONDDAHDDDEODHDOONCDONRDONONDNNTECNON O DD
DDV DD YN DO YD ENDOEIODHDOYOCEYDOCONO AN SN DO FOBR GG E DD ¥ DG

OEDOC DD RO IO DE OO DO OO HODECTOECOHCOGODETDOOE DD

2R CH RIS SRR DRI B e E BRI R IR R RRE8sdRIABEBBR5TRIBRGER

119



5853585 SEE8ESEEEEEEEERNSRN0RINRILITIIEN;
CIESRERRSBIBEYS iR et pidsad bEr b et a1

© o qummmmmm : WW mmmmm mmm&m m.&@%.&m&;& ;M.%:W
RRCOEIRaREREERS mmmmm 33 PR F A IR PRSI RASh R P

DVDWEIOOOLITOOITOOOITOOORIOOOOITORONTITOONNINOCOCATITOOCTOSTONOONCTON DG
RGN WO D@ CORDLDRINGO DRV OISO OVTODARODLRDRCHDOOODD T
QGO NDITDNODODOONITNOOTNOAO IO IO CTONITONCTDNITNOOTETDNODXTNDOO
TONEOONOEHN OO ORI O IO YOI YO NREOID R EHOHNONORN YISO OINR D OECDO Y
OHETHDO DD OOV DO CTTOHCTODHODOE O E T T DG
VRV A DO O DONNOLCOVOENOONDIOANCRIROTIDDONTDADIO DI COONCTDDO DN
DN TN O ETHDDN TN TONOAON T ITNETTNDOO N ON-~ NGO TONTD -~ D NDH O
YOO OO T OO O T OO YO T OO O OO NHO OO YTO YOO YTOCTODNO W
LELTA PR R R R R R R A A R A KR B A I R XA EE XUR ETRR TR X R E X
DBV DNOND YO ODOR OO TDODDOCTIVN DR CDYNDCDDCDDDOFIDOOH DT
THOHOMITCTOODITDNODN TNV T NOOOOOON VIO TNOD OO CTNOCTHNOOCTNOCTNDOOO
YOO ETOOYTOOOETDO T T OO0 O YOO O YOO YT YTOYTOSOWETHOOETIRHECTHIOWN
VT OODOETODOCT DO ITNODOHDETOONITNITDONDONODH TV I TN TODDNDODHN®CTD
QI PN IV DN RO IIINTYDNACTOD IV IOIDCICTHINAROCIIDNOCOHNDON
WOVITOHDOOOCTOOOTNNOONUNOCTOHNOCTODOOCTNNETDONCTNOCTHNNODCTONDNDTHY T
MO YT IEIT IO oY OO IO T TN O YOO YT D00 DN ODOYEOTOOITOYTOO DO O ®
FTONTONNDDONTNOOODITDNODODEAN TN OODBODONAAT NN - NONEN DO N - NN ¢ AN O
WD~ DR DN DU OINDNETNON N OIOIIIDINDNODNNDOCOGH €O N
MVMDWODEIOONDEIOONOOPDI OISO AT IO CTODNOCTONDNNODTOOND
VYD O TN OTIN IO TORO I TSN TOR TN O IO T YO OO YT OO TEOT W
OOV DTNV ROV T TONDAODAAODAAAIOOTOTONDAOTNOOCTONDETHETOOT
OO VU OO NI YOIV I TN TDINI T DRI OTDNOCOICTDDROONTDOTO
OWMETOHD OO CTDNOOCTHNOTNOONEITOOODTHNNNCTOODNTODNTNOODNDEOO TN CTNDOW T
TOOOYTODECETETHNNOETNOCTONOS RO HOTONYTOOOMO TS ONOYTO0 0O ®mYE D
WU~ OCOND O NN IR - NDNE NN rNOIN - DN CTDRUNOINGOD+-N~NOODCTON
TFErErErMNOONTNONNNDNTETCrc NN OO TN TN ONDN - IO - N T TN DNN T ONO NGO~
TN TN - NN N r O NN Cr MO N rRr NN - NS N DN YO N
VOO TOOODOTONONTHROIITONNGDOTONAANODO O - DN ETOTONODTT DTN NG NG
OV DTV COTD TN NI IOV IOIND I IDD OO TOICNOITOOTOODM
MOMNOr-r O CTOOTODODONTDNNODOCTONETNTTONOONCTOHDNTNONDAETNDTOODETOHNNNT
OWMEMBITHIETDDO TR O YTOOH I T OO YO ITOOYTHNOYEHOIOO IO HH OO BN OO vS
VYN ITOHO I HDLTODOOTONTOIOOCTIN IO TN IO CTOOOCTODN DTN DO
OV QOO OO YOO CTONIVITHIVITAIDNCIICTATID IO DDORICDNCTODONOONOT]
MHDOCNOECNAODCTNOVTONONODOCTONODITONAIOOITODAIODITOCTOODEIOOITHDDDTITOIONOTO®
MEEC T R AR A SR X R R A K R R A A R 2 R 4 A R d B A A A A A & A 0 & A -0 A B & B & A A S A & B K. A 3 )
MY TONO IO O AN TOO VIO AT O TN TN OO ODODITHNOOITOOCTOODTHO
NGO E N TR RO NN T OV NI D IV NIV IHICTDOIVICTDDNACONITODCTDOHDTDHO
CTMEOCTHNDONECOONOCTNOOTOCTONAINTOCTONONEIOIITNECTNONOETTNOOOOLTEINOMT
VOVVOBMEET TN ETON YO YR ITHO TN O IO CrTOOETNON TN OO ECETOO DO
VOCTOOIT IO ITOOTONO TN OGO TONIIIDOITODOOITODOONNOTOCTDETOODOITHD
TPV D NIV VDVAOID D ANV NCRINCVCODCDCOCDOICTCTON O
CTOOSODEINICHNOCTDNND DO AETOCTOCTODODCNCOOETOOOCTNOCTNDCTODETETONDITODOTONDY G
TOOVTOOMEOCDOTOO T I OO TN ITOOOO IR ET OO ORI ECRH O OEE O

HOET TN IO OO IO IO E IO TOOTOOTOOCTONOITTNETOITODODTMOITTD

SIS EE g RN R E AR E NS BB RRITYRINEN28E

-—
-—— e v ~ - T e e

11

120



O WO~ DO o o o [+ vl
I ERE SR PR R e e i
DOTRDODO ONONODIONMONTIEN ~HMN® [ 2R i K NS
SRS 3 R G AR PP R E R 2N

TOTUVOTODTOTOITTOTODTTOTOOULTOOTOLT D OSSO
MOTNOUI TN ITNUVUIITVTNROITOVUTNOITNDIDTOITONETT T T T
MOMOMITNOTHDIITTDOTONATOTONTDDONTONHDOLWOLOWLO
VOTUVOOVTNOTDODOITDODDNOTNDNOODTNDODEOVDNDOWNTOT NN T
HETWHLITDOOTOLLTLOTOTHNDLUTDWVODLTOONDDNDWOL OO T OW
D ITTNNDOITVONTNVDTNNNDNOITNNTOTNDTONOWTOW
TFTITNDNTONDITTONMNTOONOTHDNTNDONTTDTONTIDTND G N
LDWVWOVTNOMNENRODNDINNONEINNDOCTDNETND DN T TN
TOUWHITVOLETDOLOLITOTOLTTDVOTIDOTONVTDOOTDOTOT
DTN TN TN ITDODOITONNITONOTOODTONDODTOWM
THATDONTODVDTDONITDODTOOTOVNOATDOTONODTOLOTO
VEOITTOUVNOOOODLIONTODNRETODRNOOITDTNDDD DT OWT
NOUOITDOLEITOLOILHDDLOATDOIDLLETTIOOOTONDOLITMIT O T
VIO TOONOOTOITIOTIOTOOOOTONTNTONDNOOMTOW
OTOLOITAINOITITONDILOIOTHNOINOTOOITDODTOWD T
MOUDIOOOOTOONINOVDROONOLNNMEIOOOOOTOOMT O
WEOTONOINTTNDDOTOONVTODOOOOTITOOLTOFTNDTDO
MOOOWNITNANNNTON T NNOOTONTNCOOONNDODONT O
TN RXOITIAATNDONOOONONDOTONRNATODODLDOIOLTOODT
OOTOVUUOVITODINEOTITNOTTONNOFTOUODNETOOTODTOTHNWD
VOTUVOTOOLITOLLOOOTLVYTODDDTOODIDLODLTOOLITOD T
MOAITOTITOOONITONOOITONNDIITOTTOITOOTTOOTDOW
VNN ITDOOTOOTNOLITODLOTOOLITNOOOONODTDNOTETTOOT
OEOOTUDNODNOITDDIOITITTOODETDOTOTTODTOND T
OOTTOHDOVETOONDWOLTOIDIOTOOITETOOTOOTOTOODITOND
TN OTONNTNONOVOTNCCONCCTONDNDTONCTONNOTOOON
NN OO CNNNOOOTONTTONMOONUNTEHNONODNNTNN-N—O
ONTFNOANTNOrNTNTsNTOOOOITNTONNOONANNNTOON
WMNONNONTOI T T rONDATVDDNTODND T ODC-CNDETDODTO
TNNOONTOOTOOITIOITIIIETTOONOTNDNEOTOOMOMDW
WONNDOOOOOOITITONTONTD NN O DNDDTOONN
VDEOFITTOOVDOFOOLIVEOONTLDOTODONDYTDDYODD TN
NMOILHLOOOTVOLTLDIVONOLTLOOODOLDWNITHLOWOLHDTOLOW
TN IOITONDNNANNDTITOOOTODIOHNTDOTOLIOOOIT®O
TOTOETOTOOOTNRDDOOITOOLATOITOITOOOOODDOOO T
VYTV OVLTOITUVUITTVOEOTITOVTIOVITDYEITVODOLOODITITHDTO
TOUOTOWOVETODIDATDTODTOTDAITODOLITOTOOLOTOODTD
FOUITVEOTVNOOTRNOONNVOTODIVOTNONMTIONDIOWL T
METOATOOONOOTOOTOIVOOCTODOITOODTOIOLDOLTTO®
VTOOULTEOITVIODLTEOTVEOTITVOTDODNEOITOLOOTODETNTD
TOUETOATVIOTDOITOOTNODOOTOMIEITOOFTHODODOTHOHOL®
MEVEITTVOTLETONDNDTOOTOOTONDFTNOTOTOO T
YOOI OITDDOLVOVOLITDOTDTLDDTNONTOIOOLTOLDOITO T
NOTOULTOTNOTODOTEOITIOTODEITOTDOTOODTFDOOT O T

VOV ETOTDOTDLOVLDLDLTOOLTDOITDDTODOITITOLTO

SRR e P e N N I P R L]
LA A A A A A

121



ltam No.2

fery No.4
Ne A4 Xi2 Yi Yi2 Xivi
1 4 18 172 20584 888
2 5 25 178 30a78 880
3 3 25 i 28241 885
4 8 28 172 26634 860
& 4 14 171 piorty] 684
a8 8 4 180 22400 800
K 4 18 172 29584 688
8 5 24 178 32041 896
9 3 8 148 28224 54
Al 2 4 188 28881 338
k! 8 3B 178 30678 880
12 8 28 174 30678 870
18 8 i 188 27438 830
14 g b i 187 24989 935
& 8 28 177 31329 885
1% 4 18 168 28224 872
17 3 ] 169 28841 807
18 8 4 150 22200 750
9 3 ] 156 24334 468
a 8 28 172 25534 860
@ 4 18 166 27538 6864
22 -] b1 173 26529 885
23 4 18 174 30978 704
2 4 16 167 &g |88
b L} 28 174 30878 &70
28 3 8 163 26259 489
g 8 28 164 26538 820
a8 8 28 163 26838 8156
b 4 18 188 2822 812
30 & 8 173 26928 863
3 3 9 188 27538 498
X] 4 14 17 31328 108
33 -] 51 1868 38344 840
34 3 8 174 30278 822
3B 4 16 178 31634 T2
a8 4 1% 171 29241 884
a7 3 9 187 27838 801
38 8 B 172 20534 860
38 3 9 " 28244 813
L] 4 16 ki 31428 tos
41 3 ] 17 20241 513
42 4 16 174 30278 636
43 8 28 170 28900 850
44 3 25 202 40804 1Mo
45 3 '] 177 31328 831
46 4 18 189 28331 876
a4y 8 25 182 8244 810
4B 3 ] 173 28929 819
49 4 16 181 32781 724

No Xi Xi2 Yi Yi2 B!
T 4 6 172 20504 L)
2 3 9 178 30678 528
3 4 16 n 20241 684
4 3 ] 172 29584 518
8 3 9 171 28241 19
8 3 9 186 32400 540
7 3 9 172 294684 518
L] 5 25 18 32041 8395
9 4 16 188 282024 a2
10 & 28 168 285661 845
11 3 9 178 30678 528
12 & 24 174 40278 870
13 4 18 188 27848 684
14 4 16 187 34668 748
18 5 25 77 31326 8a%
16 3 9 164 28224 &4
U/ 4 16 18% 28581 676
18 & 28 180 22600 750
18 3 9 188 24338 458
20 & 28 172 20804 880
bl 3 @ 188 27858 468
22 3 9 173 20828 519
23 4 16 k¢:) 30976 To4
24 3 g 167 27680 g
2B 4 16 114 0276 698
28 & 28 163 26668 815
Py 3 g 1684 26696 492
8 3 9 183 26568 489
28 3 ] 188 28224 504
30 4 16 173 29926 682
31 3 g 168 27856 458
32 5 28 ki 31329 BRY
33 4 16 188 35344 T4
34 & 26 14 30278 a70
38 4 16 178 31684 72
38 3 9 17 29241 813
37 3 ] 187 27688 iyl
38 4 16 11 29584 68y
39 5 25 m 29241 854
A0 5 28 1 31320 864
41 4 16 M 29241 664
42 & 28 14 0278 870
43 4 18 170 28600 680
44 3 9 202 40804 8086
45 4 16 177 31328 708
48 5 28 188 28561 84h
47 4 16 162 W24 648
48 3 9 173 1628 518
49 4 16 181 2761 Te4
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137
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173
136
172
1351

180
131
154,
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171
173
171
17
157
131

1785
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173
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178
131
153
137
174
178
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177
133

el
625
30625
31320
doare
2029
$a12d
28551
#0625
33356
dzo4
Fa24
dar2d

31634
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32400
el |
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ek |
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Fooaq
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25
16

5

5

25

16
Y

154
175
178
177
178
173
182
158
178
1334
179
171
189

178

172
130
134,
155
1158
132
152
191

1387
158
173
156
172
131
130
131
154,
173
1
175
171
171
157
151
175
[
173
171

178
1351
155
187
174,
(e
182
178
177
133

L x 3 mr
B
o o Ry =2
dumm

5721
31634
£9534
32400
dase
&razs
EE024
AE12d
fs0ad
35431
50959
27556

34596
29534
s |
32400
da7s1
16896
0929
fratie XS |
0929
o
XS |
27359
32751
30625
0241
o909
Fa2ad
31634
3731
25558
3959
30276
30625
35124
30978

TR
878
i
935
T
518
910
507
R
92Q
Tig
513
D43
TE
516
00
920
0
Ha0
T8
Gad
ST
235
G
Ha5
§58
B0
T
&40
T4
a0
HES
518
G
as5s
S13
O
D08
H28
G4
458
413
&34
543
439
T8
B9
4rs
910
450
TR
549
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24954
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25896
Fe0ad
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28534
20929
0534
35041
s
b8
32400
30076
28500
30076
28024
26831
31634
27028
31528
27638
28034
34528
31634
26044
31620
28000
26044

8076

31820
33124
26241
31634
32741
27838
20241
28600
31634
28900

720
52
510

340
Lig)

%

498

%

340

BREEZELE

N0
358

P

343

£25%%

147

BDRARDELAEARBRODEDADBALDRERERDREDRBBALDARRENDRARDELSLDmA R

124

S

2£

£rase
fzia
ity
30276
ot
de7E1
5900
30976
%1634
41634
30976
25534
dezes
F0954
3’2 r
5396
S0
20276
0920
$8534
35041
§7224
£E024
35400
276
25900
3976
25224
b1
31634
oy
31328
27839
o4
34228
31634
25044
31328
£b00
koAl
30276
31329
5124
2o241
41684
32751
2788
24041
28000
49634
28900

338
G7%
QA%
78
343
530
350
a54
2
830
318
4R
32
Q05
92
TS
S22
&
365
el
395
Ry
IR
S0
S22
350
s
340 |
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180
181
182
183
184
185
188

sum

Ry =

DB LLPOOARLANOROOPLPOOOAOOORNLOORELOOAL SO

7688
0.210924149

¢

§ c38338N03NNoNIROSNNNRNES

36084
0525
27553
HO¥E
34596
BARRe)

8654430

Varibhg =

700
488
880
744
531

187285
0821458128

ARAMOOAPOLAOONADANDLGDLADLAMNMPODAEDONEGD DD

47
0.145131836

125

3121

32348

FE900
§7356
a0
érans
20376
HoTE
o
#1634
lersy
8900
Hoore
oot
30625
brizor.s)
38124
30276
30276
28584
27328
24941
30976
&1124
24929
33489
36884
30628
27880
30676
346496
31420

£634439

Variarns =

tag
Hus
V2
tip
54
&350
4385
696
428
§10
830
0
410
ind
410
w00
&g
§10
496
422
688
825
513
04
846
Bas
732
80
£25
35
704
830
o8

130068
0850277439



LOMESTIC

Refiability test Total Varians Varians= 52.22074581
item no Varians Ne Yi Y2 Calcuiate Alpha
1 062145913 1 172 29584
2 0.65027748 2 176 30976 Alpha Cronbach r table Remarks
3 0.56300078 3 171 29241 1304430554 0.1439 Reliable
4 3.6401029 4 172 29584
5 0.66368944 5 171 29241
6 0.98106718 8 180 32480
7 (L66640536 7 172 29584
8 0.62989941 4 117G 3204t
g 3.55893745 g 168 28224
10 0.56700197 10 168 28561
11 .6473257 11 176 3976
12 3.80463059 (73 174 30276
13 (62666204 13 166 27556
14 054400509 H 4187 34569
15 142282345 15 177 31329
153 86082206 & 168 28224
17 14271303 17 169 28561
18 1.29275051 18 150 22556
14 1 AB825876 14 156 24336
its 1.58191658 it TFZ 79584
21 065128917 21 166 2758668
2 0 88527354 22 73 255929
2% (. 91962827 23 s KA
24 F 54564567 74 157 727889
25 065675223 25 174 30276
78 27025618 25 1632 255689
s 102303035 7 164 26856
78 1.43896416 78 153 26565
28 183312822 28 168 28224
32 3. 78355705 3 173 28878
K13 3 70085628 31 166 27555
37 (.69776853 37 177
33 0.76852815 33 188
24 071771245 24 174
% 071785208 25 178
a6 (7.56760339 36 171
37 Q45765408 37 187
% 1433 % 171 2g044
40 0EERT174T a0 177 21329 126
4 069976298 41 171 29244
47 078679285 47 174 20078
a3 2 174 28900
44 06087400 44 207 40804
45 081001272 45 177 31320
sum 1 E7EAYE 47 162
4% t7%
49 181
£ 54
&1 17
53 127 31328
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EBBIRRRBL2BE

g88=

SE8RY

101
102
103
1G4
105
106
107
108
109
110
111
112

t76
173
182
169
t75
184
179
171
189
178
172
180
84
165
168
162
162
191
187
166
173
185
172
181
180
181
164
173
171
173
171
171
167
181
175
171
73
171
178
181
163
187
174
175
18z
176
177
163
167
168
189
174
79
181
170
176
78
178
176

30976
29929
33124
28561
30625

32041
29241
35721
31684

32400

27225
28224
3324
26244
36481

27556

32761
32400
32761

29929
29241

29241
29241
27889
32761

29241

29241
31684
32761

34969
30276
30625
33124
30976
31329
33489
27889
28224
35721
30276
32041
32761

30976
31684
31684
30976
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113
i14
115
116
117
118
119
120
124
122
123
124
125
126
127
128
129
130
131
132
133
134
136
136
137
136
139
140
141
142
143
144
145
146
147
148
149
150
151
152
153
154
155
156
157
158
159
160
161
162
163
164
165
166
167
168
169
170
171

172
185
158
181
164
179
174
172
173
172
179
165
168
189
174
170
176
168
159
178
165
177
167
168
85
178
162
177
1780
162
174
177
182
171
178
181
167
171
170
178
178
174
179
178
174
166
170
165
174
176
182
178
175
170
176
170
75
173
182

29584
34225
24964
32761

32041
30276
29584

32041
27225
28224
32400
30276
28800
30976
28224
25281
31684
27225
31329
27889
28224
347275
31664
26244
31329

26244
30276
31329
33124
29241
31684
32761
27889
29241
28900
31684

30276
32041
31684

27556

27225
30276
30976
33124
31684

28900
30976
28900

29928
33124
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172
i73
174
175
176
177
178
179
180
15t
182
183
184
185
186

174
174
172
165
171
176
182
173
183
192
175
167
176
186
177

32345

30276
30276
29584
27225
292414
30976
33124
29629

30625
27889
30976
31329

5634439
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RESULT OF SELF STATED IMPORTANCE (FOREIGN)

sum

Aftributes
22 23 24 25 26 27 28 29 30

lest

Yir2

Yi

42 43 44 45

32 33 34 35 36 37 38 39 40 M1

i

17_18 19 20 21

13 14 15 16

12

9 10 11

8

RS 8285888223833338858 55888882388 5533888883883
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Item No.1

No

O~NOOO A OWON =

Xi

WO PROEDBDVWAWRAEWLWOALOOOAEWCOODOALAOWRAROOONOWORDEDWODWWOM

Xi2

Yi

173
165
164
166
173
155
161
165
170
167
176
207
177
166
162
168
202
173
185
177
171
160
171
170
179
167
185
174
185
174
146
160
177
173
200
178
151
178
157

Yi2

29929
27225
26896
27556
29929
24025
25921
27225
28900
27889
30976
42849
31329
27556
26244
28224
40804
29929
34225
31329
29241
25600
29241
28900
32041
27889
34225
30276
34225
30276
21316
25600
31329
29929
40000
31684
22801
31684
24649

XiYi

865
495
492
664
865
465
644
660
850
501
880
1035
708
498
810
672
1010
692
925
885
513
640
855
850
895
668
925
5§22
555
696
438
800
531
692
800
890
604
890
471

Item No.2

No

0 ~NOOOLAE ON =

Xi
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Xi2

Yi

173
165
164
166
173
155
161
165
170
167
176
207
177
166
162
168
202
173
185
177
171
160
174
170
179
167
185
174
185
174
146
160
177
173
200
178
151
178
157

Yi2

29929
27225
26896
27556
29929
24025
25921
27225
28900
27889
30976
42849
31329
27555
26244
28224
40804
29929
34225
31329
29241
25600
29241
289300
32041
27889
34225
30276
34225
30276
21316
25600
31329
29929
40000
31684
22801
31684
24649

XiYi

865
495
656
830
519
775
483
495
680
501
704
1035
531
498
486
672
606
865
925
531
684
800
513
680
895
501
740
870
555
522
438
480
708
692
1000
890
755
712
471



40
41
42
43
44
45
46
47
48
49
50
51
52
53
54
55
56
57
58
59
60
61
62
63
64
65
66
67
68
69
70
71
72
73
74
75
76
77
78
79
80
81

O OAOOWRWLCORAEOGORLD OOWOROAOAORWWOLAOONOLEORAROWWAEAWOORADMAOOWLWORMOO

182
176
174
173
170
170
178
176
170
188
175
173
188
174
168
178
175
178
173
188
176
182
183
189
172
173
177
157
179
155
184
172
174
199
182
169
162
188
177
172
164
172

33124
30976
30276
29929
28900
28900
31684
30976
28900
35344
30625
29929
35344
30276
28224
31684
30625
31684
29929
35344
30976
33124
33489
35721
29584
29929
31329
24649
32041
24025
33856
29584
30276
39601
33124
28561
26244
35344
31329
20584
26896
29584

910
704
870
519
850
680
712
704
850
564
525
692
564
522
840
712
875
712
865
940
704
546
549
756
860
692
531
785
716
775
920
688
696
995
546
676
486
940
708
516
656
860

40
41

42
43
44
45
46
47
48
49
50
51

52
53
54
55
56
57
58
59
60
61

62
63
64
65
66
67
68
69
70
71

72
73
74
75
76
77
78
79
80
81
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T W

25
16
25

16

25
16
25
16
25

16
16
25

16

16

25
25
25
16
16
16

25
16
25

25
16
25

25
16
25
16
25

182
176
174
173
170
170
178
176
170
188
175
173
188
174
168
178
175
178
173
188
176
182
183
189
172
173
177
157
179
155
184
172
174
199
182
169
162
188
177
172
164
172

33124
30976
30276
29929
28900
28900
31684
30976
28900
35344
30625
29929
35344
30276
28224
31684
30625
31684
29929
35344
30976
33124
33489
35721
20584
29929
31329
24649
32041
24025
33856
29584
30276
39601
33124
28561
26244
35344
31329
29584
26896
20584

910
704
870
519
680
510
890
704
850
752
875
519
752
696
840
534
700
534
692
564
528
910
915
945
688
692
708
471
895
620
920
516
522
995
728
845
486
940
708
860
656
860



82
83
84
85
86
87
88
89
90
91
92
93
94
95
96
97
98
99

HPOAORWHEODOOWHBWDDOWODLWO

sum 406

Rxy = 0.21939839

25

16
25

25
16

16

25
25

16
25
25
16

1730

168
157
167
183
179
178
170
177
175
167
175
177
174
177
163
179
186
178

17223

28224
24649
27889
33489
32041
31684
28900
31329
30625
27889
30625
31329
30276
31329
26569
32041
34596
31684

3006557

Varians =

840
471
668
915
537
890
680
531
700
501
875
885
522
708
489
895
930
712

70811

0.65646363

82
83
84
85
86
87
88
89
90
91
92
93
94
95
96
97
98
99

sum

ny:

BODBDOOOOOMEELOODMOWOODLMOS

400

0.26274022
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16

16
25

16
25
25
16
16
16
25

25
25
16
25
16

1682

168
157
167
183
179
178
170
177
175
167
175
177
174
177
163
179
186
178

17223

28224
24649
27889
33489
32041
31684
28900
31329
30625
27889
30625
31329
30276
31329
26569
32041
34596
31684

3006557

Varians =

672
471
668
915
637
712
850
885
700
668
700
885
5§22
885
816
716
930
712

69804

0.66503418



FOREIGN

Reliability test

ltem no Varians

ABARARDRWWWWWWWWWWNNNNNNINRNNNA 2 2w 3 a a2 imobowiioa
RN ORI NTRERORN OO IDARONOODRAIDORWN 2O

sum

0.656464
0.665034
0.660749
0.639935
0.685236
1.111927
0.712172
0.696868
0.636262
0.574839
0.646669
0.844812
0.660749
0.607897
1.400877
1.230691
1.430874
1.387409
1.346393
1.706152
0.642996

0.71707
0.910927
0.660137
0.651566
0.696868
1.030507
1.408224
1.629222
0.767269
0.737272
0.676666
0.761147
0.743802
0.706663
0.617284
0.505051
0.547291
1.609019
0.585859
0.700541
0.777676
0.688705
0.571166
0.656464

38.3014

Total Varians

No

OO WN -

Yi

173
165
164
166
173
155
161
165
170
167
176
207
177
166
162
168

202

173
185
177
171
160
171
170
179
167
185
174
185
174
146
160
177
173
200
178
151
178
157
182
176
174
173
170
170
178
176
170
188
175

Yir2

29929
27225
26896
27556
29929
24025
25921
27225
28900
27889
30976
42849
31329
27556
26244
28224
40804
29929
34225
31329
29241
25600
29241
28900
32041
27889
34225
30276
34225
30276
21316
25600
31329
29929
40000
31684
22801
31684
24649
33124
30976
30276
29929
28900
28900
31684
30976
28900
35344
30625

LAl

Varians=
Calculate Alpha

Alpha Cronbach
0.645374851

103.8072

r table
0.196

Remarks
Reliable



51
52
53
54
55
56
57
58
59
60
61
62
63
64
65
66
67
68
69
70
7
72
73
74
75
76
77
78
79
80
81
82
83
84
85
86
87
88
89
90
N
92
93
94
95
96
97
98
99

173
188
174
168
178
175
178
173
188
176
182
183
189
172
173
177
157
179
155
184
172
174
199
182
169
162
188
177
172
164
172
168
157
167
183
179
178
170
177
175
167
175
177
174
177
163
179
186
178

17223

29929
35344
30276
28224
31684
30625
31684
29929
35344
30976
33124
33489
35721
29584
29929
31329
24649
32041
24025
33856
29584
30276
39601
33124
28561
26244
35344
31329
29584
26896
29584
28224
24649
27889
33489
32041
31684
28900
31329
30625
27889
30625
31329
30276
31329
26569
32041
34596
31684

3006557
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DOMESTIC

Validity test

ltem num robservation

NEERBRRBEEIGn AR EeRNo AN

SIBRBYBRREBR2EIY

43
44
45

0.21092415
0.14513183
0.16519446
0.14966041
0.21028488
0.16753066
0.1579408
0.1856678
0.155429
0.14653758
0.18182184
0.22938431
0.16175164
018883541
0.19405758
0.20319871
0.19684157
020337528
0.20324533
0.17930227
0.17080718
0.17463388
018257721
0.18360451
0.15088047
0.14555138
0.184680649
0.19416243
020673623
017965325
0.19342427
0.17414712
0.18452504
0.16560744
0.16360495
G 17470018
0.19660898
$.18509056
0.15480786
17631041
20486847
5.15347113
0.17189213
£.16542042
19716113

Hable
0.1439
0.1439
0.1439
0.1439
0.1439
0.1439
0.1439
0.1439
0.1439
0.1439
0.1439
0.1439
0.1439
0.1439
0.1439
01439
0.1439
01439
0.1439
0.1439
0.1439
01439
0.1439
0.1430
0.1439
0.1439
0.1439
0.1430
0.1439
0.1439
0.1439
0.1439
0.1439
01439
01439
0,143
0.1430
01438
0.1439
0,439
0.1438
01439
0.1439
01430
0.1438

Remark
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Valid
Vaiid
Valid
Valid
Valid
Valid
Valid
Valid
Valid

" Vali
Valig
Valid
Valid
Valick
alit
Valid
Valid
Vatid
Valid
Walid
Valid
Valic
Valig
Valkd
Valig
Vafid
Valid
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FOREIGN
Validity test

Iltem num ‘observatior rtable Remark
0.219398 0.196 Valid
0.26274 0.196 Valid
0.253058 0.196 Valid
0.239489 0.196 Valid
0.23699 0.196 Valid
0.262767 0.196 Valid
0.212779 0.196 Valid
0.223632 0.196 Valid
0.247712 0.196 Valid
0.305862 0.196 Valid
0.25591 0.196 Valid
0.254752 0.196 Valid
0.264034 0.196 Valid
0.253965 0.196 Valid
0.200828 0.196 Valid
0.225015 0.196 Valid
0.201976 . 0.196 Valid
0.196469 0.196 Valid
0.211091 0.196 Valid
0.244329 0.196 Valid
0.258775 0.196 Valid
0.31224 0.196 Valid
0.282822 0.196 Valid
0.250439 0.196 Valid
0.275379 0.196 Valid
0.235976 0.196 Valid
0.235928 0.196 Valid
0.257721 0.196 Valid
0.225977 0.196 Valid
0.273969 0.196 Valid
0.25552 0.196 Valid
0.28286 0.196 Valid
0.221866 0.196 Valid
0.287593 0.196 Valid

WWWWRNNNRMNNRKNRNORMONRDS 2 oo s aaa
R R e N BRSNS oI ranio@® NG AN =

35 0.239338 0.196 Valid
36 0.315043 0.196 Valid
37 0.284586 0.196 Valid
38 0.225505 0.196 Valid
39 0.215667 0.196 Valid
40 0.255165 0.196 Valid
41 0.282198 0.196 Valid
42 0.271278 0.196 Valid
43 0.240447 0.196 Valid
44 0.255325 0.196 Valid
45 0.329116 0.196 Valid
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Domestic
% | Valug
Confidence level 95 2
Precisement lavel 101 0.10
KIS 20
Subgroup Maan Value Caloulation
Data
subgrougd 1| 2] 3] 48 5| ef v 8] of 1of 1] 12] 13] 14] 18} 16} 17} 18] 19] zof 2¢] 2] 23] saf asf ze] 27] 28] 29f sof s Wean Bemari
) 172 176 171 172 171 180 172 179 168 169 176 174 185 187 177 168 189 150 156 172 166 173 176 167 174 162 184 163 168 173 1668) 153.0032288f unitann
2 177 188 174 178 171 187 172 171 177 171 174 170 202 177 169 162 173 181 154 175 175 177 176 173 182 169 175 184 179 +71 180f 1578708677} unifarm
3 178 172 180 184 165 168 182 162 181 187 166 173 186 172 181 180 181 164 173 171 173 171 171 167 181 178 1771 173 171 178 184 158F anfarm
4 163 187 174 175 182 176 177 183 167 168 180 174 179 181 170 176 178 178 176 172 188 158 181 484 170 174 172 173 172 179 468f 1584192548} unfarry
5 168 180 174 170 176 168 159 178 165 177 167 188 185 178 162 177 170 162 174 177 182 171 17B 481 167 174 170 178 170 174 179 135.9032258F unitanm
8 178 170 166 170 165 174 176 182 178 175 170G 176 170 175 173 182 174 174 172 165 171 176 182 173 183 192 175 167 176 166 177] 157.848387-F unifann
Jumigh Rate - Rate Subgroup 941.8451613
Total Xi 3235
(Total Xi)* 1046185025
Subgroup Mean Value 1867
STD 1.2
JATA UNIFORMITY TEST
\verage STD 1
CL 153.04
JCL 160.85
Data Uniform

Remark:
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% | Value
| ___Confidence level g5 2
Precisement lovel 10 | 0.10
KIS 20

Subgroup Mean Value Caiculation

Fmeign

Subgroup] 1] 2 3 4 5 3 7 8 o[ 10]  11]Mean Remark
'%_E " 173| 166] 164] 166| 173| 155| 161] 165| 170| 167| 176] 166.818182juniform
2 207| 177| 166| 162| 168| 202| 173| 185| 177| 171| 160| 177.090908]uniform
ER 171] _170] 179 167] 185 174| 185| 174| 146] 160| 177| 171.636364funifarm
4 173] 200] 178 151] 178| 157| 182| 176| 174] 173 170| 173.818182}uniform
5 1707 178] 176| 4170] 188| 175| 173| 188| 174] 168| 178 176.181818}uniform
[ 175] 178] 173 188] 176] 182| 183| 189| 172| 173| 177} 178.727273uniform
7 157] 179] 155 184] 172| 174| 199| 182| 169| 162| 188| 174.636364 uniform
) 77| 172| 164[ 172| 168 157] 167| 183 179] 178] 170 171.545455uniform
E) 77| _1A75]_167| 175] 177| 174| 177] 163 179] 186] 178] 175.272727 |uniform
Jumiah Rata - Rata Subgroup : 1565.72727
Total Xi 17223
- , _ “(Total Xi)2 206631729
Subgroup Mean Value 174
STD 10.24
DATA UNIFORMITY TEST
Average STD 3.088
LCL 186.7
ucL 185.2
Remark: Data Uniform
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Level 2 Pairwise Matrix Calculation

LEVEL 2
Room Quality a
General Amenities b
Business Service o]
Value d
a b c d
a 1/1 2/1 4/1 1/2
b 1/2 1/1 2/1 1/4
c 1/4 1/2 1/1 1/6
d 2/1 4/1 6/1 1/1 Source: brainstorming

Eigen vector calculation

a b c d geo mean eig vec priority
a 1.0000 2.0000 4.0000 0.5000 1.4142 0.2755 2
b 0.5000 1.0000 2.8000 0.2500 0.7071 0.1377 3
C 0.2500 0.5000 1.0000 0.1667 0.3799 0.0740 4
d 2.0000 4.0000 6.0000 1.0000 2.6321 0.5128 1

5.1334 1.0000
Eigen value calculation
a b c d

0.2755 0.1377 0.0740 0.5128

a 1.0000 2.0000 4.0000 0.5000

b 0.5000 1.0000 2.0000 0.2500

c 0.2500 0.5000 1.0000 0.1667

d 2.0000 4.0000 6.0000 1.0000
a b c d sum eig value
a 0.2755 0.2755 0.2960 0.2564 1.1034 4.0052
b 0.1377 0.1377 0.1480 0.1282 0.5517 4.0052
c 0.0689 0.0689 0.0740 0.0855 0.2972 4.0159
d 0.5510 0.5510 0.4441 0.5128 2.0588 4.0152
16.0414

Lambda max = 4.0104
Data consistency

CI
CR

0.0035
0.0038
Data concistent
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Prioritize Attractive Attributes

Node: 0
Compare the relative IMPORTANCE with respect to: GOAL
Gen Amen Buss Ser Value
Room Qly 2.0 4.0 (2.0
Gen Amen 20 (4.0)
Buss Ser: (6.0)

Row element is __times more than column element unless enclosed in

Abbreviation Definition
Goal Prioritize Attractive Attributes
Room Qly Room Quality
Gen Amen General Amenities
Buss Ser Bussiness Service
Value Value
Room Qly .275 I
Gen Amen .13s NN
Buss Ser 074 IR ,
Value IGEkE . . W lmYy «» 22000 1 &= |

Inconsistency Ratio =0.0

For Student Use Only
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OUTPUT.TXT

Prioritize Attractive Attributes

synthesis of Leaf Nodes with respect to GOAL
Distributive Mode

OVERALL INCONSISTENCY INDEX = 0.02
LEVEL 1 LEVEL 2 LEVEL 3 LEVEL 4 LEVEL 5
value =.513
Per serv=.342
History =.218
website =.088
Brochure=.036
Reputati=.171
Website =.109
Brochure=.044
History =,018
Room Qly=.275
Decor =.172
History =.110
Website =.044
Brochure=.018
Door loc=.066
Brochure=.042
website =.017
History =.007
Furnitur=.038
Brochure=.024
Website =.010
History =.004
Gen Amen=.138
Inf desk=.069
Brochure=.044
Website =.018
History =.007
Food var=.044
Website =.028
History =.011
Brochure=.005
Fragranc=.015
History =.009
Brochure=.004
website =.002
Bible av=.010
History =.007
Brochure=.003
Website =.001
Buss Ser=.074
Mul char=.074
History =.047
Brochure=.019
website =.008
Page 1
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Prioritize Attractive Attributes

Synthesis of Leaf Nodes with respect to GOAL
Distributive Mode
OVERALL INCONSISTENCY INDEX = 0.02

History -430 |
Website 324 I
Brochure 238 [

Abbreviation Definition
History Guest History
Website Update Website
Brochure Representative Brochure
For Student Use Only
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'Performance Sensitivity w.r.t. GOAL for nodes below GOAL

- A 1

Cm% AlkZ 70
0~
i <8
'w ~ -
N -1
,Gll N Historp
\ —{40
i N\
5 - \< -
RN A I | B - R Website
- ~.30
|
Py
I P = e Brochue
Ar Py
i
1 J
A
{10
AR+
o gl
Roos Qly Gen Amen Buss Ser Value OVERALL
Abbreviation Definition
Room Qly Room Quality
Gen Amen General Amenities
Buss Ser Bussiness Service
Value Value
History Guest History
Website Update Website
Brochure Representative Brochure

4 &
TO

For Student Use Only




1 2 3 ] 5 6 7 ] ] { 1 ]
Abbreviation Definition
Room Qly Room Quality
Gen Amen General Amenities
Buss Ser Bussiness Service
Value Value
History Guest History
Website Update Website
Brochure Representative Brochure
For Student Use Only
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Gradient Sensitivity w.r.t. GOAL for nodes below GOAL

50 ARk
History
A+
P T e Brochue
Y @ - .~ Al T Website
2 -
10
3 l L I (] I L l 1 ' 1 I 1 I L I 1 ' 1
00 g 1 2 3 i 5 5 7 8 9
Priority of Room Qly
Abbreviation Definition
Room Qly Room Quality -
Gen Amen General Amenities
Buss Ser Bussiness Service
Value Value
History Guest History
Website Update Website
Brochure Representative Brochure

For Student Use Only
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Two-D Sensitivity w.r.t. GOAL for nodes below GOAL

" Gen Amen
A0

i ¢

$

A
A
-

L L | [ |
Beg 0 N 3% 0

Room Ok
Abbreviation Definition

Roomn Qly Room Quality

Gen Amen General Amenities

Buss Ser Bussiness Service

Value Value

History Guest History

Website Update Website

Brochure Representative Brochure

For Student Use Only
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Differences Sensitivity w.r.t. GOAL for nodes below GOAL

History <> Website

Oy

3 It [ ]
113 085 08 000 0 057 085 13

Wéighted diﬁereﬁces betWeen History aﬁd Webéite

Abbreviation Definition
Room Qly Room Quality
Gen Amen General Amenities
Buss Ser Bussiness Service
Value Value
History Guest History
Website Update Website
Brochure Representative Brochure

For Student Use Only
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Differences Sensitivity w.r.t. GOAL for nodes below GOAL

History <> Brochure

1 n ]
2 1

050 10 150 20

Weighted diﬁeren'ces betWeen History and Brochure

5 I |
15 100

Abbreviation Definition
Room Qly Room Quality
Geh Amen General Amenities
Buss Ser Bussiness Service
Value Value
History Guest History
Website Update Website
Brochure Representative Brochure

For Student Use Only
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