	1. Service encounter:

	2. Entire price paid for this particular service? (enter price w/o $ sign)

	3. What is the highest price for what you bought here? (i.e., room, cruise package, etc.)

	4. Who paid?   (1=You did, 0=someone else)

	5. Did you get there on time (according to schedule)? (in minutes; place a negative sign to indicate if you arrived before you intended; no sign if you arrived after you intended. Ex. You arrive in town at 6pm, but you thought you wouldn’t make it until 7pm, you’d put -60. If you arrived at 7pm when you thought you’d be there by 5pm, you’d put 120.)

	6. Time it took to park (including waiting in line to enter parking) and walk to facility entrance. (in minutes)

	7. How long did you wait in line to get in or check in? (in minutes)

	8. Besides yourself, how many are in your group with you? 

	9. From the time you left for the trip to the time you returned, how much time did you spend? (in minutes; yes, multiply it out!)

	10. Given your answer to #9, how much time was spent at the place itself? (in minutes; guess average per)

	11. How long has it been since the last time you have had this type of service experience? (i.e.,  in days; if never attended---write “never”)

	12. How many miles did you have to travel to this destination?


In each word pair, circle the number that best describes your situation prior to this service encounter:

	13
	In a hurry
	1
	2
	3
	4
	5
	6
	7
	In no rush

	14
	Short on time
	1
	2
	3
	4
	5
	6
	7
	Plenty of time

	15
	Extreme time pressure
	1
	2
	3
	4
	5
	6
	7
	No time pressure at all


How accurately do the following describe your choice & situation regarding this event? Please be completely honest. We are only interested in your true opinions. No one else will see these answers.
	
	
	Not accurate-----Very accurate
	

	16
	This is what I really wanted to do with my time.
	1
	2
	3
	4
	5
	6
	7
	

	17
	This was my first choice of what to do with my time.
	1
	2
	3
	4
	5
	6
	7
	

	18
	I would rather be spending my time elsewhere.
	1
	2
	3
	4
	5
	6
	7
	

	19
	I would much rather be somewhere else.
	1
	2
	3
	4
	5
	6
	7
	

	20
	I am here with people in my group that I really like being with.
	1
	2
	3
	4
	5
	6
	7
	ALONE (0)

	21
	The people that came with me are extremely enjoyable.
	1
	2
	3
	4
	5
	6
	7
	ALONE (0)

	22
	The people in my group are fun to be with.
	1
	2
	3
	4
	5
	6
	7
	ALONE (0)


For you personally, how accurately do the following describe this activity for you personally? 
	
	
	Not accurate-----Very accurate

	23
	Matters to me
	1
	2
	3
	4
	5
	6
	7

	24
	Relevant
	1
	2
	3
	4
	5
	6
	7

	25
	Valuable
	1
	2
	3
	4
	5
	6
	7

	26
	Means a lot to me
	1
	2
	3
	4
	5
	6
	7

	27
	Of concern to me
	1
	2
	3
	4
	5
	6
	7

	28
	Important
	1
	2
	3
	4
	5
	6
	7

	29
	Exciting
	1
	2
	3
	4
	5
	6
	7

	30
	Interesting
	1
	2
	3
	4
	5
	6
	7

	31
	Fascinating
	1
	2
	3
	4
	5
	6
	7

	32
	Interested
	1
	2
	3
	4
	5
	6
	7


How accurately do these words describe your mood immediately before this service encounter?

	
	
	Not accurate-----Very accurate

	33
	In a good mood
	1
	2
	3
	4
	5
	6
	7

	34
	Happy
	1
	2
	3
	4
	5
	6
	7

	35
	Enthusiastic
	1
	2
	3
	4
	5
	6
	7

	36
	Elated
	1
	2
	3
	4
	5
	6
	7

	37
	Excited
	1
	2
	3
	4
	5
	6
	7

	38
	Unhappy
	1
	2
	3
	4
	5
	6
	7

	39
	Irritable
	1
	2
	3
	4
	5
	6
	7

	40
	Upset
	1
	2
	3
	4
	5
	6
	7

	41
	In bad mood
	1
	2
	3
	4
	5
	6
	7

	42
	Hostile
	1
	2
	3
	4
	5
	6
	7


Regarding the service provider, how accurately do the following describe you?

	
	
	Not accurate-----Very accurate

	43
	I am a loyal customer of this organization.
	1
	2
	3
	4
	5
	6
	7

	44
	I like to let people know that I am a fan of this organization.
	1
	2
	3
	4
	5
	6
	7

	45
	No matter what happens, I’ll always be a fan of this organization.
	1
	2
	3
	4
	5
	6
	7


How accurately do the following words describe the service environment?

	
	
	Not accurate-----Very accurate
	
	Not accurate-----Very accurate

	46
	Stuffy
	1
	2
	3
	4
	5
	6
	7
	49 Restricted
	1
	2
	3
	4
	5
	6
	7

	47
	Crowded
	1
	2
	3
	4
	5
	6
	7
	50 Confined
	1
	2
	3
	4
	5
	6
	7

	48
	Cramped
	1
	2
	3
	4
	5
	6
	7
	51 Filled to capacity
	1
	2
	3
	4
	5
	6
	7


COST: Given your personal resources and how much you personally spent, how costly is the monetary expenditure for this service? 
Not at all costly
1
2
3
4
5
6
7
Extremely costly
On a 1-10 (poor-excellent) scale, rate the employees and facility environment at each scene you encounter at the event. 
Place a ZERO (0) if it is not applicable in that scene.








	SCENE

Define each scene where you see clear breaks, typically in service teams (i.e., different employees responsible for different service components).
	
	
	
	
	

	Employees 
	
	
	
	
	

	1. Show a sincere interest in solving your problems.
	
	
	
	
	

	2. Give you individual attention.
	
	
	
	
	

	3. Have your best interests at heart.
	
	
	
	
	

	4. Understand your specific needs.
	
	
	
	
	

	5. Care about their customers.
	
	
	
	
	

	6. Perform the service right the first time.
	
	
	
	
	

	7. Do things when they promise to do so.
	
	
	
	
	

	8. Insist on error-free service.
	
	
	
	
	

	9. Give you prompt service.
	
	
	
	
	

	10. Are always willing to help you.
	
	
	
	
	

	11. Are never too busy to respond to your requests.
	
	
	
	
	

	12. Tell you exactly when services will be performed.
	
	
	
	
	

	13. Are consistently courteous with you.
	
	
	
	
	

	14. Have the knowledge to answer your questions.
	
	
	
	
	

	15. Make you feel safe in your transactions.
	
	
	
	
	

	16. Behavior instills confidence in customers.
	
	
	
	
	

	17. Availability makes it convenient for customers.
	
	
	
	
	

	The Facility
	
	
	
	
	

	18. Overall appearance is attractive.
	
	
	
	
	

	19. Physical design is attractive.
	
	
	
	
	

	20. Layout makes it easy to get around.
	
	
	
	
	

	21. Has enough space to easily get around.

	
	
	
	
	

	22. Has enough space to be comfortable.
	
	
	
	
	

	23. Signage is excellent.
	
	
	
	
	

	24. Equipment/Furnishing is excellent.
	
	
	
	
	

	25. Is kept clean.
	
	
	
	
	

	26. Maintains excellent air quality.
	
	
	
	
	

	27. Lighting is appropriate.
	
	
	
	
	

	28. Maintains a comfortable temperature.
	
	
	
	
	

	29. Employees are neat-appearing.
	
	
	
	
	

	30. Food quality is excellent.
	
	
	
	
	

	31. Drink quality is excellent.
	
	
	
	
	

	32.             OVERALL SERVICE QUALITY of each scene
	
	
	
	
	

	33.       Was there a critical service failure or success (something really bad=1 or good=2; otherwise=0) in this scene? 
	
	
	
	
	


	
	In terms of the service quality provided at this place:
	Not accurate-----Very accurate

	1
	This is one of the best I have experienced.
	1
	2
	3
	4
	5
	6
	7

	2
	It hasn’t been as good as I thought it would be.
	1
	2
	3
	4
	5
	6
	7

	3
	I am satisfied with my decision to come here.
	1
	2
	3
	4
	5
	6
	7

	4
	I have some mixed feelings about coming here.
	1
	2
	3
	4
	5
	6
	7

	5
	If I could do it over again, I’d go somewhere else.
	1
	2
	3
	4
	5
	6
	7

	6
	I have truly enjoyed this experience.
	1
	2
	3
	4
	5
	6
	7

	7
	I feel bad about my decision to come here.
	1
	2
	3
	4
	5
	6
	7

	8
	I am sure it was the right choice to come here.
	1
	2
	3
	4
	5
	6
	7


