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G.M. Questionnaire
Chah Mex! Village: 1. Did Club Med meet your expectations?
Dates of your say: From: ! O Far below expectations 0 Swrpassed expecttions
Momhi Ty Yo Movets Dy Yeur (] Fell shoet of expectations 0 Far surpassed expectations
M ’ O Met expectations
Addrosa: 2. 1F this was pot your first Clob Med, how many other tiones
have you been to & Club Med village?
Clty: State: Zip: . .
3. How did you make your Club Med reservitions
/ N O Through a travel agent 0 Theough Club Med Reservitions
: ; f 4. Quality of your reservations handlbag (pee-travel infoemaltion )
&/ S F - o/ . OVerypoor DPor OFar OGood [ Excellent
F/& F/ I8 /e /8/ f 3
;7§ &/ & .f*? ‘g v 5 f ; Q f 5. Whach ane factor was most lnportast |n your chocsang
éi'xi d—g‘ £ i‘ & f & £/8/8 C;' 8/ Club Med for your vacation?
CF/ /R XIS TS T S/ FOE L O Previous stay withus O Advertisemest 0 Bditonial Article

DocEtENT | ol o |6 |l 6] 6]l 6l el clc s !olslale O Travel Agest Recommendation O Friesd/Relative Recommendation
N ENENENENENENENENENENENENE [ -

e P EBEN SR R R s B b B B B : D Under2S 02534 [O3%44 D4as-54 DSSorover

POoR a1 3 1¥ 1312121332 1813|213 ]1313 7. Kindly mdicase yvour manital status: O Mamied O Single

VERY POOR ! | | | | | ' ! | 1 I i ' I

) 8. Woald you vacation with Club Med again? O Yes O No

Your Comments:

9. 1f you answered yes to guestion §, where would you ke 0 go oo yoor

mexi Club Med vacation?

O USA. O Mexico [ French Wesz Indies O Caribbean O Europe
£ Other:
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SERVQUAL

JItHet & U Q1A= =& A0l2] Xt0[(Gap)E =& ot)| ?let E=
(Parasuraman, Zeithaml, Berry, “SERVQUAL.: A Multiple-Item Scale for

Measuring Consumer Perceptions of Service Quality,” Journal of Retailing, vol.64,
no. 1, 1988)

R 2S00 NM= 2202 JICHO CHet
M= D282 OLX0ff CHet B OHE ekl

ex. Before

They will have up-to-date equipment.

Their physical facilities will be visually appealing.

After
XYZ has up-to-date equipment.
XYZ’s physical facilities are visually appealing.
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#} 51 9: Prepared by Eivor Biese, Lauren Dwyre, Mikes Koulianos, and Tina Hyvonen under the supervision of Professor James A. Fitzsimmons.
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2} 21: Reprinted with permission of Elsevier: Janis L. Miller, Christopher W. Craighead, and Kirk R. Karwan, “Service Recovery: A Framework and
Empirical Investigation,” Jowrnal of Operations Management 18, 2000, p. 388.
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