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Hotel Customers’ Interview Cases Based on KS_SQI Concept
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Abstract

This study adopted a qualitative approach and classified customer satisfaction on hotel service using
KS-SQI guidelines.  Literature review regarding hotel service quality, SERVQUAL, SEREPERF, and
KS_SQI was discussed and In—-depth Interview was employed to collect data from customers who
experienced a satisfied critical incident. Interview cases were sorted based on KS_SQl's two factors:
Performance factor(Primary Needs Fulfilment, Unexpected Benefits, Contract Performance, Creativeness)
and Process factor(Receptiveness, Credibility, Accessibility, Physical Evidence). Each case from in—-depth
interview with customers will be a helpful educational content for hotel service providers.

Al FH O] : KS-SQI, Service Quality, Customer Satisfaction, In-depth Interview
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