MACAU INTER-UNIVERSITY INSTITUTE

LECENTIATE IN BUSINESS ADMINISTRATION

YEAR-2

MODULE: SOCIAL SCIENCE RESEARCH

FIRST SEMESTER 2008/2009

INSTRUCTOR: Shivonne Fong
Ferries Satisfaction Survey For Service Quality Of Turbo Jet and Cotai Jet

Group: B(2)
Team Members: Chen Ai Li, Brian, T179349

                U Pou Cheon (Veron) 169865

                  Lam San San (Catherine) 169109

                 Cheong Tat Fu (Frankie) 171196

                    Soe Myat Myat Tun (Annie) 242515
Introduction

Macau, formerly a Portuguese colony for over four hundreds years, now a Special Administrative Region of China has been established as a tiny city on three small islands. It had been an important gateway of trading and communication between West and East during seventeenth, eighteenth, and nineteenth centuries until that position was replaced by Hong Kong in 1842 when Hong Kong became the main port for trading under the British rule.
 The economy of Macau depends on small industry, tourism and gambling which has been legalized by Portuguese since 1847. Macau has been highly developed and known as Asia Las Vegas and entering into international market step by step. Transportation takes in important part of country development. Convenience and safety transportation needs for business development, especially for Macau which business is base on tourism and casino. With fulfillment transportation system, Macau can attract more visitors to visit here. So, by this research, we want to report the transportation system of Macau by the analysis of data collection which we get from questionnaires research, and will know how we can improve this system.
Purpose

We do the research for Macau transportation system because we want to know or get clear information which use to improve quality or system of transportation, and to understand the mindset of customers and to know needs of them. That’s why, two of ferry companies can provide the service as the customers need as well as government can improve transportation system of Macau. This is not only to enhance the quality of ferry, but also can improve the image of Macau. Our group will do the analysis of service quality of Hong Kong-Macau ferry, Turbo Jet and Cotai Jet which is the main transportation tool between Hong Kong and Macau, and one of external transportation tool of Macau. 
We did the research by questionnaire design which can save the time of customers because we want to ask at least one third of the population of ferry station. 
Research question

Our group has designed 12 questions in our questionnaire. Moreover, these 12 questions were specific for service quality between two different ferry companies. Therefore, we introduced clearly each of the questions.  

The first statement was “The jet is spacious”. That means what did the customers felt that the jet is big and spacious enough? This question really showed that the quality between these two company. 

The second statement was “clear sign of directions inside the jet”. As we know, it had a lot of different tag and label inside the jet such as washroom, VIP seat or economic seat etc. Thus, we go through this question to know the service quality. 

The third, forth, fifth and sixth statements were specific the staffs of ferry companies which were “The staffs are neat”, “The staffs are courteous” and “The staffs provide efficient service” and “The staffs are friendly”? 

The third one was about the uniform and look is it neat and tidy? 

The fourth and sixth were about what attitude when the staffs toward the customer, is it friendly and courteous? 

The fifth one was about the efficient of the staff. For example, the customer ordered the food or drink; can the staff provide it to the customer on time? For instance, did they have the enough staffs inside the jet, if the guests had any problem or trouble?, 

The seventh statement was ”The temperature of the jet is moderate”  the temperature of the jet was very important because it can not too hot and cold. A lot of customer was sensitive with the temperature. How could the staff control it suitable to the customer? It really can show the service quality about the staff. 

The eighth statement was “The seats are comfortable”. What did the customer felt which was really important. Is it soft and comfortable enough? It can influence the customers will they using same jet in next time. 

The ninth statement was “The jet smells pleasant”. The customer feel awesome and bad smells when they inside the jet. It was really terrible because the guests will never come again. 

The tenth and eleventh statement were the similar which were about” The jet washroom is clean”. And “Overall, the jet is clean” Perhaps, many guests have not ever using the washroom of the jet, but we find out that it was also important when we measuring the service quality of the jet. It was because the toilet must be dirty enough after each day. “The jet washroom is clean”. It means that the staffs of ferry will they spare no effort to clean up each part of the jet. It also can show that the service quality between these two ferry companies. 

The twelve statements was “I enjoyed the trip and would like to take it again”

It can really reflect that the level of the satisfaction. Did they satisfy the service after they tried the jet and the service of the staffs?  

Research method (justifying why questionnaires can help collect the needed information and answer the research question)

Our groups operated the questionnaire to finish our research. To compare the last research, it was different because we were required 200 people for this research right now. The number of the research was totally different and larger then before. 

The last research, the quantity of the research interviewee is very few. It was around 10~20 peoples. It was because we used interview to get the useful information from the interviewee. Besides, we have only 4~5 group members in each group so that the quantity of the interviewee is very low. In the other hand, our second research which was related Macao transportation. In addition, we were required interview not less than 200 peoples. Therefore, we decided that we should use questionnaire to achieve our research. In next paragraph, we explained what the benefits of the questionnaire were. 

Firstly, we can accord our question structure to ask the interviewee. The main point of the questionnaire which is what information did we want to know? 

After that, we need to decide the regular questionnaire for getting the data. 

The interviewee was asked what we want to know and answer. 

Secondly, we can easily collect and define our useful data. This was the really main advantage of questionnaire. For instance, we were able to create the diagram or bar graph clearly and easily.  

Questionnaire design

We have divided our questionnaire by 3 parts. The first part was the question/statement of the questionnaire. It had included 12 questions. Beside, the question was specific about the service quality between two ferry companies in Macau which were Turbojet and Cotaijet. The second part was the overall score between these two companies. The third part was the personal information about the interviewee. In next paragraph, we explained why did we use this format of the questionnaire design? 

Why did we settle the questionnaire/statement in the first part and the personal information in the last past? 

It could make the interviewee feel that it was not the trouble thing what they did. After that we required the interviewee gave us some useful personal information for the research. It was really better than if we settle the personal information in first part. According the lecturer said that it made the interviewee felt annoying and impolite. It was because, they did think that why we want to get their private data? Thus, we designed the question in the first part and the personal information in the last part. 

Data collection (including the process of piloting)

To tell the process and purpose of piloting and what you gained from piloting (including what changes you made after piloting);

Our group had 5 members so that we divide 200 interviewees by 5 so that each of the members need to interview 40 persons. We need to do the piloting first before the interview. Thus, each of the member interview one or two people first. Two day later, our group had the meeting which was talked about how to enhance and improve the quality of the questionnaire. After the piloting, we found out that we had two main problems. In next paragraph, our group explained that what the problem were? 

Firstly, our topic was the service quality of the Macau ferry company. We found out that we had many statement/question which were not really related the topic. For example, “The waitress/waiters have good catering skills” and “The interior of the jet is attractive” after the discussion, we deleted some statement of the question and rewrite the statement of the research. 

Secondly, the sequence of the questionnaire. We put the personal information in the first part. Most of the interviewee felt strange and weird that we asked many questions which were not related our major topic transportation of Macao. Therefore, we decided that we reset the sequence of the questionnaire. The first part was the question and the last part was the personal information. 

What was the purpose of the piloting? 

Our group found out that it was the method which was assisted the researcher make the research more professional and perfect. It really can improve and enhance our research level. Thus, we recommended the piloting for the research.

What we gain form the piloting? 

Our group Learn that any research or questionnaire it also need to try and testing, Otherwise, It must be fail and bad. Furthermore, we can clearly know that the problem of the questionnaire when we trying the draft questionnaire, we could obtain the deeply impression form the first interview. It could assist us that we won’t be made a same mistake in the real interview again and again. 

Limitation of the research

As many research studies, this one shows a number of limitations in which we, as researchers, should have in mind before we start conducting our research, and it’s part of the nature of a research, that there would be limitations for this research topic.

The 1st limitation of our research was stated in the sampling population, that we should not choose people who have never used the ferry service in Macao, or that have never used one of the Ferry service in Macau, because if we give the questionnaire to one person who has never used the service, or one of the service, then his/her opinion would not be accurate in our subject matter, which would be a negative aspect of the study, to ask questions to people who do not have the perception of the service quality that we would be studying.

The 2nd limitation is the research is the locations that we choose to distribute our questionnaires, because there is one location which best suits the topic of this research – ferry terminals, this is a limitation because people from other places might not be able to provide us the answers that we were looking for, however, because of the willingness of people from ferry terminals answering questionnaires, we opted to ask from other places as well.

Sampling strategy
In this part, we discussed the strategy that we used to qualify our sampling population and also, how did we choose our sampling population.

As the nature of this study, meaning, because of this study mainly focuses on people’s perception on the ferry service quality, our major concern was to find people who could inform us about such topic, therefore, the first condition for our respondents was, they had to be people who have already used the ferry service, also, because of the research was trying to study the comparison between the ferry service provided by two companies, the second biggest requirement for our sampling population is to find people who experienced services from both companies – TurboJet and CotaiJet.

In the process of sampling population, we chose to start from interviewing IIUM students who has used the service from both companies, then, we spread our questionnaire area into other areas of Macau, in order to fulfill the requirement of achieving a possible validity and reliability of the data, because that way, the sampling population is spread thru people from different nationalities, jobs, ages, educational levels and other elements in which categories people with different experiences. 

The ethnical issues of this research

There are lots of ethical issues of conducting a social research project, some of this ethical issues are universal in which all should follow, such as protecting the respondents identity, that as researcher, we should protect the privacies of any of our participants because all of them voluntarily gave us information, so we should always protect their privacy. The second important element that we should have in mind is that the researchers of any study must be impartial, because of the nature of this research, which is a comparison of two services – the ferry service of Turbo Jet and Cotai Jet, the differences from the services falls into the area of individual’s opinions, and we, as human beings, have our opinions as well, however, due to our roles in this research, we must respect the role of a researcher, and we must be impartial, meaning, our opinion must not influence the participants perspective in any sense of the research, otherwise we would be compromising our research results.

Reliability and Validity
Reliability and Validity are very important ethics in this research. Reliability means can rely on that kind of data to do some analysis and Validity means that genuineness, lawfulness. Through above ethics, we can get more accurate data to doing some analysis.

In this part, we chose ferry terminal this location for our research. And most of the interviewees come out from the terminal that means most of them used their service. Thus they can provide the most accurate information to us.

Moreover, they can give us the information that which part they are really enjoy or which part they really disagreed. We can know clearly how the customers’ feeling through the questionnaires. We also have some personal information part in our questionnaires. That part can give us much more clear data about difference kind of customers’ requirements. 

  In conclusion, the customers who came out from the ferries or whoever have been used ferry terminals can also suitable for our requirements- Reliability and Validity. They can provide the most appropriate answers for our research.     

Data Analysis

  From the survey, we get the results which comparison with two ferry companies   via questionnaire by people from different countries; however, our group set two questionnaires with English and Chinese version and our target are come from different classes such as business man, students, workers etc. so we get the data extensively. Understanding group of people who will prefer to go to which ferry company to take by, go through the comparison with different ways and we divided seven graphs to analyze the information from the survey, each graph represents the result meaningfully.

Firstly, we will use the average marks of the data to compare two ferry companies because using this method will be easy to compare with them and a graph is limited three conditions as if XYZ axis but the data is more than three factors in a graph such as the number of questions, marks, and the number of people, lastly comparing with another chart.

Secondly, the average mark format is putting the number of people multiplied by the each mark, sum of them then divided by the total number of people; the average mark will be got.

The data analysis includes seven graphs and each graph represents different information of survey. Now, we explain the data presentation, analysis and discussion.

The first graph compares the service quality between turbojet and cotaijet. As we can see the each question line, the overall of the service quality of coatijet is obviously higher than turbojet only if two questions are the same mark and the last question about “Enjoyed the trip and would like to take it again”, the turbojet is higher than the cotaijet. Although the initial eleven questions of cotaijet are higher than turbojet, the last question is the main question of all. It shows the feeling and faith of people accurately. The reason why people will choose turbojet more than the cotaijet is following as, the cotaijet Terminal is one item of Las Vegas Sands Corporation
, which is operating The Venetian Macao Resort Hotel, Cotai Strip CotaiArena, Venetian Theatre and Cotaijet Terminal. Although this corporation spends much money for the cotaijet terminal on the facility, environment and training the manner of staffs etc, people think that this is the surface problem. The main consideration is safety. There are three times accidents during 2008
, there are two accidents also collide with another ship and one accident due to the technical hitch, one part of ship destroy seriously. From these news, people lack of confidence to take the cotaijet and afraid it will be accident again.

At the second graph, we will focus on the manner of the staffs between two ferry terminals. Relating to the question number three, four, five and six, as we can see the graph, the average of cotaijet is higher or equal than turbojet, which shows the manner of staffs of cotaijet is more polite and potential than turbojet due to the cotaijet terminal concerns the service quality is very important.

At the third graph, we will focus on the environment and facilities inside the ship between two ferry terminals. Relating to the question number one, two, seven, eight, nine, ten and eleven, this graph also shows the cotaijet is better than turbojet. It is because cotaijet concerns the environment and facilities initially.

At the fourth graph, we will focus on the question number twelve “Enjoyed the trip and would like to take it again”. Beside the powerful background “Las Vegas Sands Corporation”, distance is also the problem for the people because almost of high spot situated Macau Peninsula so when most of tourist visit them then via the Hong Kong-Macau Ferry Pier to leave Macau except the gambler.

At the fifth graph, we will compare the overall between the two ferry terminals. As we can see the higher line is cotaijet with six marks and the higher line of turbojet is seven marks. Some of people consider the service quality focus on the manner and environment; they do not pay attention about safety. However, we can see seventeen people can not take by cotaijet. It explains most of people will choose turbojet.

At the sixth graph, we can see the comparison between different periods of age. There is forty nine percent with twenty to twenty nine ages so explain some points about youngster would like to take the turbojet or the cotaijet. And twenty percent with forty to forty nine, it explains many middle-aged people taking turbojet or cotaijet to business or work much more. On the contrary, the old takes the turbojet or cotaijet less.

At the last graph, we can see which place of residence much more. Most of local resident take the turbojet or cotaijet, occupy sixty four percent of all. The next is Hong Kong people, occupy twenty three percent.

Conclusions
Main answer to the questions
    From this research, we dividable 3 areas to designed the questionnaire, firstly these two different ferries companies staffs attitude in attending to customers, how high mark them had and point of customer's view? And the answers are Cotaijet has 3.5 marks higher than Turbojet a bit 0.1 marks. That meaning Cotaijet more care about their stuff how kind would face to customer and their manager know this is step of success. 

    Secondly, these two companies how clear percent or nice environment gives customer feeling comfortable inside the Jet (ferryboat). When we collecting these questionnaires and find out many people would like to travel by Cotaijet. Their more give the high mark to the Cotaijet and feel comfortable, because of more new thing to offer customers to use, make them feeling more comfortable than Turbojet. Form a few way of question for us to find that answer, such as the jet is spacious, clear signs of directions, the temperature moderate or not, seats and smells etc....

    Finally, we use the last part of survey type around ask them would they like to take the second time for the same jet company for return trip? Interviewee give the answer also would take it again. It means these two different ferries companies would not let the customer disappointment and lose the customer group.
Main findings 
    Through above information collecting and analysis it, we find out point of customers their often like to travel Turbojet more than Cotaijet, even thought Cotaijet more comfortable than other one cause of customer feel the Turbojet more kindness as friend, cause of Turbojet serviced HongKong and Macao's people for approximately 10 years. However the Cotaijet has many new idea and technology to support their advantage by Casino Company, so that they spent lot of money to broaden way for customer manner of traffic, attract more people to travel their boat and come to Casino for gambling.

    Many times we can view that Cotaijet more care about staff the courteous than Turbojet, that thing absolutely Turbojet need to improve area. Such as the staffs like the Company image, if their wear the not neat enough that meaning their not professional for service. Other hand, staffs courteous or not firsthand effect customer feel Company of service enough or not, absolutely able to prove that ferry company which way able to improve or has ability to fix it out.
Recommendation
    Nowadays, Macau people able to use two kinds of ferries companies to HongKong, same as HongKong people, if we take a break and think about how to let the service more comfortable and more complete, form this survey we has a opportunity find out which part need to improve or change for that two ferries companies between Cotaijet and Turbojet. In this survey, we also find some phenomenon; these companies not give the customer complain way or something like the customer wish. This way absolutely able to know what need to improve or make best, in the same way able to know what their want of customer wish, such as the Turbojet customer would feel that it washroom is clean not have enough strongly agree, it meaning customer want more comfortable when go to toilet. Opposite Cotaijet able to give the customer more cleanness area in the washroom, that can let the Turbojet make some introspection. That absolutely what we want to do, and why we would to do that research. 
Ferries Satisfaction Survey

We are students from IIUM, under the Licentiate of Business Administration. We are researching on the service quality of two different ferries companies. The survey and will take about 5~10 minutes. We hope you are willing to take part in this. We will not be identified or traced in this study. We guarantee you complete anonymity. Thank you very much.
PART 1   Service Experience
Please rate the following statements checking the box with the appropriate response.
	                                                  Turbojet
	             Cotaijet

	
	Strongly disagree    Strongly Agree
	Strongly disagree     Strongly Agree

	1.  The jet is spacious
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	2.  Clear signs of directions inside the jet 
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	3.  The staffs are neat
	 1   2   3   4   5   NA
	1   2   3   4   5   NA

	4.  The staffs are courteous
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	5.  The staffs provide efficient service
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	6.  The staffs are friendly
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	7.  The temperature of the jet is moderate
	 1   2   3   4   5   NA
	1   2   3   4   5   NA

	8.  The seats are comfortable
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	9.  The jet smells pleasant
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	10.  The jet washroom is clean
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	11.  Overall, the jet is clean
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	12. I enjoyed the trip and would like to take it again
	1   2   3   4   5   NA
	1   2   3   4   5   NA


PART 2  GRADE                    (Please TICK the following box as your choice)
	1 FORMCHECKBOX 
  2 FORMCHECKBOX 
  3 FORMCHECKBOX 
  4 FORMCHECKBOX 
  5 FORMCHECKBOX 
  6 FORMCHECKBOX 
  7 FORMCHECKBOX 
  8 FORMCHECKBOX 
9   FORMCHECKBOX 
  10 FORMCHECKBOX 
 

	1 FORMCHECKBOX 
  2 FORMCHECKBOX 
  3 FORMCHECKBOX 
  4 FORMCHECKBOX 
  5 FORMCHECKBOX 
  6 FORMCHECKBOX 
  7 FORMCHECKBOX 
  8 FORMCHECKBOX 
  9 FORMCHECKBOX 
  10 FORMCHECKBOX 




 
PART 3   Personal Information (excluding name)

Your gender is:       FORMCHECKBOX 
 Male       FORMCHECKBOX 
 Female

Your age is:     FORMCHECKBOX 
 <=19    FORMCHECKBOX 
 20-29  FORMCHECKBOX 
 30-39   FORMCHECKBOX 
 40-49   FORMCHECKBOX 
 50-59   FORMCHECKBOX 
 >=60
Origin / place of residence:  FORMCHECKBOX 
Mainland China  FORMCHECKBOX 
Macau  FORMCHECKBOX 
Hong Kong  FORMCHECKBOX 
Taiwan  FORMCHECKBOX 
Other (please specify____)
澳門渡輪公司服務質素 --- 問卷調查

我們是澳門高等校際學院工商管理二年級的學生，現在我們進行一項有關澳門兩間渡輪公司的服務質素調查，這項調查需要您大約5-10分鐘的時間，這調查以不記名方式進行，所有個人資料將會保密，多謝你的參與。

1、 服務質素

請您選出以下適合的選項：
	                                                  噴射飛航
	             金光飛航

	
	非常不同意            非常同意
	非常不同意            非常同意

	1.  船內的空間寛敞
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	2.  船內的指引標示清晰
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	3.  員工的服裝儀容整潔
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	4.  員工態度友善
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	5.  員工的服務效率高
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	6.  員工有禮貎
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	7.  室內的溫度適中
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	8.  船內的座位舒適
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	9.  船內空氣清新
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	10 洗手間乾淨整潔
	1   2   3   4   5   NA
	1   2   3   4   5   NA 

	11.  整體來說，船上的環境清潔
	1   2   3   4   5   NA
	1   2   3   4   5   NA

	12. 我享受船公司的旅程和再次乘搭
	1   2   3   4   5   NA
	1   2   3   4   5   NA


二、評分                 (請選出你認為合適的分數，並在以下空格打勾)

	1 FORMCHECKBOX 
2 FORMCHECKBOX 
3 FORMCHECKBOX 
4 FORMCHECKBOX 
5 FORMCHECKBOX 
6 FORMCHECKBOX 
7 FORMCHECKBOX 
8 FORMCHECKBOX 
9 FORMCHECKBOX 
10 FORMCHECKBOX 
 

	1 FORMCHECKBOX 
2 FORMCHECKBOX 
3 FORMCHECKBOX 
4 FORMCHECKBOX 
5 FORMCHECKBOX 
6 FORMCHECKBOX 
7 FORMCHECKBOX 
8 FORMCHECKBOX 
9 FORMCHECKBOX 
10 FORMCHECKBOX 



 FORMCHECKBOX 
    噴射飛航

 FORMCHECKBOX 
    金光飛航

三、 個人資料

你的性別是:      FORMCHECKBOX 
 男性     FORMCHECKBOX 
 女性

你的年齡是:  FORMCHECKBOX 
 19歲或以下   FORMCHECKBOX 
 20歲至29歲   FORMCHECKBOX 
 30歲至39歲  FORMCHECKBOX 
 40歲至49歲    FORMCHECKBOX 
50歲至59歲    FORMCHECKBOX 
60歲或以上

居住於:   FORMCHECKBOX 
中國大陸    FORMCHECKBOX 
澳門    FORMCHECKBOX 
香港    FORMCHECKBOX 
台灣    FORMCHECKBOX 
其他 (請說明          )
Strongly satisfaction





Strongly dissatisfaction





� FORMCHECKBOX ��Turbojet





� FORMCHECKBOX ��Cotaijet 





非常不滿意





非常滿意




















� http://www.country-data.com/cgi-bin/query/r-8304.html
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