
















































































































The above figu res m ay n ot depict a gloom future for th e organization. I t is nn l quite so . One question is revealing. Has there been alternative servj ,,' provid ers 70% of the customers wou ld never visit Filwoha. 
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Visitors to Filwoha obtained informa tion a bout the se rVlCe primarily throu gh 

word of mouth from friends and relatives , but also by passing by . Some do not 

remember where from. 

Filwoha is not equally accessible to J ll cHstomers. It is located on the road 

leading to Leul Genet palace. It IS the only major provider of hot s howe r 

service ; therefore, customers arrive from every corner of the city. 

The organization is enjoying a large number of regular cus tomers. 

The prices for different level of the service are listed on a large boa rd a t the 

entrance, near the ticket counter. The ticket prices a re a fford a ble for most 

cu s tomers. Depending on customers arrival rate and lime of arriva l there is 

wailing to pay for tickets. Some consider the ticket seller is friendly. 

Sings give clear information about washing block locations. It was not ea sy to 

get information from the staff and the staff members are not as friendly a s 

they should be. There are not clear s igns giving information a bout th e 

facilities and the medium is Amharic. 
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There were n ot enough ch a irs for custome r to sit on . The ones in use a re nol 

co mforta ble either. Customers s pend the agonizing long hours of wailing 

stan d ing or walking in th e compound or ta lking with fri end s or o lh e r 

customers. 

There a re toilettes in firs t class rooms. However, they a re n ot clean & ti s sue 

papers a re n ot available . They do n ot flu sh properly either. There is one I , I . 
toilette in the compo11nd for a ll to u se, but m ost customers know 'not it exist . 

The same is true about this toilette, it is not clean; tissu e pa pers a re n ot 
: :' 

availa ble. 

Filwoha procures its soa p from a gpod supplicr. Customers a re satisfied with 

the quality of the soa p. 

Waiting cu s tomers are not entertained with recorded music. In place of sweet 

and relaxing music, there is an unpleasant noise. 

There are TVs in some washing blocks for entertaining customers. However, 

the sizes of the TVS do not ri;la tch the room size. Moreover, th e TVS tuned to a 

single channel for all of the working hours . They are mute, too. Few en tertain 

them selves watching them. 
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The rooms a re relaxingly wide enough for was hing customcrs . The restaurant 

services attract few waiting customers. Although there a re enough va ri ety of 

food s a n d beverages of good qua li ty customer consider them high priced . 

Respondents n eed smoke free washing blocks and restaura nts . 

. :' 

Customers spend too much time waiting to get service , some wait as long as 

h a lf a day. As was sated earlier there a re no t enough d iversions to ease th e 

boredom of wa iling most customers found the com pound wide enough to 
I 

• more. 

There is service inconsistency. There is no uniform and predictable servIce 

standa rd. Some rooms do not secure priva cy . Towels are not a lways clean. 

Ba thtubs in sQm e rOOmS' are not fun,ctional. 

Most of the time the block a ttendant sees th at customers served as per their 

arriva l order. The block attendant is not friendly to a ll customers. 

Customers a re content with the prescribed washing time length, which is 45 

minutes. None would like to see it reduced a nd none objec t if it is raised .One 

fifth of the time the block attendant fai ls to remind cu s tom ers who over stay 

the prescribed limit. 
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Once again, there is n o uni form and predictable treatment for a ll gu ests. Not 

a ll respondents agree tha t employees are well dressed a nd neat. Large number 

of customers h ad not received prompt se rvices from employees. For a number 

of time employees are too busy to respond to customers request promptly. 

Some are not cooperative enough to help guests. Lastly , employeeS cl o no t 

enjoy the full trust of customers. 

4.2 Reco1p.r:pendations 

Filwoha is not accessible to all customers equally this calls for other service 

providers to join the industry by opening branches in different part of the city . 

Many customers learh about Filwoha from family members or friend s the 

organization is not taking any pa in ,s to advertise the service it provides. With 

the current state of affairs advertisem ent to attract new customers is not a 

wise thing to do every day a minimum of 3,000 people flock to Filwoha to get 

services this riumber is much more than the company can handle. Attracting 

new customers without expanding its content facilities would only add to the 

a lready high traffic of customers advertisement for image building is in 

dispense able most of the existing customers are dissatisfied with the current 

service provlsion. 

The current price for the servIce need to be raised. This would discourage 

som e customer from buying' the service. This recommendation is ma de to 

reduce the overfull demand that creates too long wailing. Other than reducin g 
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the overfull de m a nd thc short run , ra is in g the p r ice would ha ve two positi ve 

consequences in the long run. First, by ra ising the price the organization call 

generate enough revenue to make improvements on the current service and 

for future expansIOn . Second, the above n orma l profit would altrac t 

competitors to join the sector reduce . In th e long run th is will ben efit the 

customer in price and quality. 

Waiting at the ticker counter can be eliminated by adding at least one 
I , 

c.oun ter. 

Reservations made vIa phone call and the availa bility of coupons should be 

communicated to customer. 

Information's should be provided in variety 0'[ languages, a t least in Amharic 

and English. And the organization h as to employee at least one guide who 

would s h ow customers th eir choice of service locations. In addition, a n 

information desk employee reduces the problem of n ew customer greatly. 

Some argue tha t waiting is not waiting if it is fun. The chairs curren tly in u se 

should be discarded, and replaced with n ew and comforta ble ones. Waiting 

customer should be entertained with recorded mus ic . The organization s hould 

hire a OJ ( Disc Jokey) for this purpose . This will eas.e the boredom of 

waiting. In a ddition to music the organization h as to provide some 

publications, such as m agazine , sports newspapers .. . for waiting customer. 

The organization should upgrade the current status of the toile tte s . 

Cleanliness, availabili ty of t issue papers, the flush need immedia te 

DO 
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con sideration. At least 3,000 cu stomers vis it Filwoha everyday and there is a 

long waiting before the service . This implies that availability of toilette service 

deserves great consideration. 

It is good for the organization to continue to procure the soap from its existin g 

supplier. Customers are satisfied with the quality of the soap. Employees , 

specially the ones who have frequent contact with customers should receive 

training in customer handling. It is not enough to post a motto declaring, "The 

customer is a lways right", as the one posted on the wall of the hotel reads . 

They have to practice /wh ,t they preach. , 

Service consistency should be watched closely. The towels have to be replaced 

with new ones. The employees who wash the towels and those who clean 

rooms should be monitqred closely. Recruiting additional employees .for both 

towel washing and room cleaning can reduce service inconsistellCY that 

results from heavy burdens of work. ' 

The shutters & bathtubs in some rooms need immediate maintena nce. The 

maintenance section employee has to check the states of the rooms and the 

equipments as often as possible. 

The p rescribed as minutes for shower are long enou gh . Neither reducing nor 

raising it is a good move. However, the block attendant has to remind 

customers when it is over without failing. 

The price charged for the items on the restaurant menu should be reduced a 

bit. A soft drink costs close to 4 Birr. Menus a re not placed on every table, as 
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they s hould be . A customer has to ask the waiters to have ·a look at one. Not 

on ly on restaurant tables made ava ilable on washing block tables a lso. 

No other improvement would improve the current shortcomings dramat icalh· 

than service expansion, that IS, building add itional washing blocks. The 

organization has enou gh land fo r expansion. Capital requirement would not 

be a limitation either . . Since the organization h as enough demand for its 

services banks would be willing to grant loans for expansion. 
I 
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Appendix i Questionnaire for Customers 

Dear respondent, I am a graduating student in the MBA program from 

Addis Ababa Un iversity, Faculty of Business and Economics. I am 

conducting a survey on process and marketing management at SPA 

services (commonly known as Filwoha) and want to find out what do 

people think about the service experience when visiting Filwoha. The 

survey is being condusted in partial fulfillment of the requirements for 

a masters degree in Business Administration (MBA) 
f , This survey is de~igned to find out your opinion abou1. Filwohas 

services. Please show the extent to which the services met your 

expectations. Do this by ticking (for part II Questions) one of the five 

numbers next to ea:ch statement. That is, if you strongly agree with a 

statement, circle the number 5. If you strongly disagree, circle 1. If your 

agreement is not strong, circle one of the numbers in the middle. There 

are no right qr wrong answers. 

All information in this questionnaire will be kept stric:tly confidential 

Thank you for your cooperation. 
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c· -
I Getting to know 

Was it easy getting>to Filwoha? 

DYes DNo 

1. Is there enough parking space? 

DYes DNo 

2. Did you arrive alone or with others? 
DAlone DWith others DNumber in company _ 

3. Where did you hci'ar about Filwoha for the first time? 
D Newspaper 

D Magazine 

D Radio 

D TV 

D Internet 

D Friends or relates 
';' 

D Passing by 

D Do not remember 

D Others (specify) 
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4. Which of the facilities did you frequent? 

D Sauna 

DShower service 

OCafeteria & Resta~rant 

D Clinic 

5. Are you a regular customer? 

DYes 

\ ." 

" 

. ~. 

DNo 
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II Ticketing 

so D NS A S 

A 

1 It was easy to find information about ticket 1 2 3 4 5 
, , 

prIces 

2 The ticket p rice is affordable , 1 2 3 4 5 .. ;' 

3 A rise in ticke t price would be reasonable. 1 2 3 4 5 

4 A reduction in ticket price would be 1 2 3 4 5 
• • jreasonabJe. , 

5 You did not spend too much time waiting in 1 2 3 4 5 

the ticket line 

6 You would like to purchase tickets a h e ad of 1 2 3 4 5 

time via phone 

7 You would like to buy coupons ahead -of time. 1 2 3 4 5 

8 The ticket s eller was friendly 1 2 3 4 5 

.:' 
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III INFORMATION 

SD D NS A SA 

1 Signs gave clear information about washing block 1 2 3 4 5 
location. I 

2 Guide service was available ( there was ushers) 1 2 3 4 5 

3 The information provided in Amharic and 1 2 3 4 5 
English. 

4 It was easy to get information from the staff 1 2 3 4 5 I J , , , 
5 The staff helping you~ were friendly 1 2 3 4 5 

6') 
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IV Facilities 

SD 0 NS A SA 

1 There were clear s ig ns giving information about the 1 2 3 4 5 
facilities . 

2 The information was provide in a variety of language 1 2 
J 

3 4 C) , 

3 There were enough & comfortable chairs to set on 1 2 3 4 5 
while waiting 

4 There was a toilette in every wash room 1 2 3 4 5 

5 The toilette in the washing room was clean and 
I 1 2 3 4 5 , 

, properly flush. , 
6 There were toilettes outside the washing rooms. 1 2 3 4 5 

7 The toilettes outside the washing room were clean and 1 2 3 4 5 
properly flush. 

8 
~ 

The soap was of good quality. 1 2 3 4 5 

9 There was pleasant background music 1 2 3 4 :1 , 

10 The background sound were pleasant 1 2 3 4 5 

11 The washing rooms were wide enough ;to move 1 2 3 4 5 

12 You frequent the restaurant as a diversion while 1 2 3 4 5 
waiting after you go through the wash service 

13 The food was of good quality, 1 2 3 4 5 

14 There was enough variety of food and beverages. 1 2 3 4 5 

15 The food was of good ..falue for the money 1 2 3 4 5 
. 

16 Smoking should be allowed in the restaurant. 1 2 3 4 5 

17 Smoking should be allowed in the waiting room for 1 2 3 4 5 
shower service. i 
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IV EXPERIENCE 

1- 17
- . ¥-Ou r-ece-ivO-pr-omptrser-vice-from-cmployec 

SD 0 NS A SA I 

I 
18 j,>,!JUllnae,wt~jl ~ tw6lhffioff'tl\Wi!d Mli~rug'tlJl t;m: to I ~ ~ 4 @ 

I 
fll.ll'W!i!ilmilf1 ~lHn 

:i9 ~1IlB\9Wi@<M8ti!!Wi!Ne1t'sMW'cJ:%l\l(tl,p \9!1ffli~ers I ~ :.J 4 ij 

20 -erabt 'Y'6u cah~trust the employees I 2 3 4 5 

1 1 1 E'm .... ' f; was enoulih weft ~o 1110~3WJd-tfJ~ 1 :2 :3 4 :5 i 
mp oyees are rr an owar S cus omers 

i ~rontro~ .. ~· . 

4 The block attendan~ sees that customers are served I 2 3 4 / 5 
• • as per their arrival order'. I 

5 The block attendant was friendly. I 2 3 4 5 

6 The room was clean. I 2 3 4 5 

7 The towel was clean. : I 2 3 4 5. 

8 The floor was not slippery. I 2 3 4 5 

9 Lighting was adequate . , I 2 3 4 5 
-':' 

10 The room secures privacy. I 2 3 4 5 

1 I The bath tubs work properly I 2 3 4 5 

12 The 45 minutes customers are allowed to spend in I 2 3 4 5 

the rooms is well enough 

13 The block attendant reminds customers well when I 2 3 4 5 

the 45 minutes 

14 You would like if the time is reduced ;say to 40 I 2 3 4 5 

minutes 

15 You would like if the time is increased ,say to 50 I 2 3 4 5 

minutes 

16 Employees are well dressed and neat 1 2 3 4 5 
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SATISFACTION 

SD 0 NS A SA 

1 The services met my needs 1 2 3 4 5 ! 

2 I found the over all service outstanding 1 2 3 4 5 I 
I 

3 I am likely to use this service again 1 2 3 4 5 

4 I would recommend Filwoha to my friends 1 2 3 4 5 

5 If there were alternative services I will 1 2 3 4 5 
/ - . -.. I , • , never come here , 

I 

,. 
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Appendix ii: Raw Data 

I Getting to know . 

1 Was it easy getting to Filwoha? 

DYes DNo 

2 Is there enough ~ar1r-ing space? , 
DYes ONo 

3 Did you arrive alone. or with others? 

OAlone OWith, others ONumber in company _ 

4 Where did you hear about Filwoha for the first time? 

D Newspaper 

0 Magazine 

0 Radio .':' 

D TV 

0 Internet 

0 Friends or relates · 

0 Passing by 

-:/ " 

- _ ............ ,---_ ... _- • '""II!'~ -
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D Do not remember 

D Others (specify) 

5 Which of the facilities did you frequent? 

D Sauna 

DShower service 

DCafeteria & Restaurant 

6 Are you a regular customer? 

DYes DNo 

~..:.. .. 
r . 
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II Ticketing 

SD D NS A SA ! 
1 It was easy to find information about ticket 

prices 0.2 0.02 0.02 0.22 0.54 

2 The ticket price is affordable. 
0.08 0.04 0.1 8 0.34 I 0.36 I , 

3 A rise in ticket price would be reasonable . 
0.24 0.14 0.2 0.14 0.28 

4 A reduction in ticket price would be 
.:' 

reasonable. I • 0.18 0.04 0.12 0.3'6 ,0.3 
i , 

5 You did not spend too much time waiting in 

the ticket line 0.36 0 0 0.24 0.4 

6 You would like to purchase tickets ahead of 

time via phone 0.1 0.1 0.16 0 .5 0.14 

7 You would like to buy coupons ahead of time. 0.14 0. 2 0 .04 0.22 0.4 

8 The ticket seller was friendly 
0.08 0.04 0.28 0 .36 0.24 
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III INFORMATION 

SO 0 NS A- r . \ 

1 Signs gave clear information about washing block 0. 5 
location. 

0.08 0.02 0 4 

., 2 Guide service wa s available I there was ushers) 
0 .08 0.22 0 .1 6 0. 3 ' 

3 The information provided in Amharic and English. 
0.02 0.12 0.04 0 .3 u. 

4 It was easy to get information from the staff 0.2 

0.14 0.1 I 0.16 2 I • I • 5 Th" staff helping you were friendly • 0.1 6 0.18 0.1 0.2 o. 

.' ~. 
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IV Facilities 

SD D NS A SA 

I There were clear signs giving 

information about the facilities . 0 .54 0.06 0.08 0.36 0.4 

2 The information was provide in a 0.0 

variety of language 0.38 0.32 0.14 0 .08 8 

3 There were enough & 

comfortable chairs to set on 0.0 

while waiting 0.38 0.34 0.1 0.1 8 

4 There was a toilette in every ",ash 0.1 
I 

room 0.34 0.32 0.06 0.14 4 

5 The toilette in the washing room 0.2 

was clean and properly flush. 0.4 0.22 0 0. 12 6 

6 There were toilettes outside t:he 

washing rooms. 0.08 0.04 0.24 0.34 0.3 .. 

7 The toilettes outside the washing , 

room were clean and properly 0.2 

flush. 0.1 0.1 0.2 0.34 6 

8 The soap was of good quality 0.5 

0 0 0.02 0.46 2 .. 
9 There was pleasant background 

music 0 .6 0.22 0 . 1 0.08 0 

10 The background sound were:: 0.0 
, 

pleasant 0.46 0 .2 0.04 0 .24 6 
,;' 

11 The washing rooms were wide 0.3 

enough to move 0 .04 0 .08 0.08 0.42 8 

12 You frequent the restaurant as a 0.16 0 .36 0 .22 0.18 0.0 
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diversion while waiting afte r you 8 

g o through the wash service 

13 The food was of good quality, 0.3 

0.06 0.06 0.22 0.34 2 

14 There was enough variety of food 0 .2 

a nd beverages. 0.04 0.04 0.24 0.46 2 

15 The food was of good value for the 

money 0.4 0 .28 0.18 0.04 0.1 

16 Smoking should be allowed in the 0 .1 
.:' 

, restaurant . 0.64 0.04 0.1 2 0.06 4 
, 

17 Smoking should be allowed in the 0.1 

waiting room for shower service. 0.6 0.02 0.1 0.16 2 
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IV EXPERIENCE 

--- -1 You did not spend two much time 

waiting to get to the washing room 0.54 0.32 0.04 0.02 O.OS 

2 There was enough diversion to make 

0 .16 1 
waiting tolerable . 0.58 0. 22 0 0.04 

I 
3 There was enough space to move around 

I I • . , 
• the compound. 0.1 0.1 6 0.04 0. 3 0.4 

4 The block attendant sees that 

customers are served as per their arrival 
l order. 0.06 0 .04 0.1 0.46 0.34 

5 The block attendant was friendly. 0.08 0.12 0.24 0.36 0. 2 • 

6 The room was clean. 0.06 0.14 0 .22 0.38 0. 2 

7 The towel was clean. 0.1 0. 1 0.26 0. 38 0 .16 

8 The floor was not slippery. 0.02 0.04 0.14 0.52 0. 28 

9 Lighting was adequate. 0.06 0 .06 0.06 0.42 0.4 

10 The room secures privacy. 0.08 0 .12 0 .24 0. 36 0. 2 

1 1 The bath tubs work pr~perly 0 .1 0 .16 0.28 0. 38 0.08 , 
12 The 45 minutes customers are allowed 

to spend in the rooms is well enough 0.02 0.1 0.14 0.36 0 .38 

13 The block attendant r~minds customers 0.12 0 .06 0 .12 0 .36 0 .34 
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IV EXPERIENCE 

"-~ 1 You did not spend two much time 

waiting to get to the washing room 0 .54 0.32 0.04 0.02 0.08 

2 There was enough diversion to make 

0.16 1 
waiting tolerable. 0.58 0.22 0 0.04 

I 
3 There was enough space to move around 

I I . • 
i • the compound. 0.1 0 .16 0.04 0.3 0.4 

4 The block attendant sees that 

customers are served as per their arrival 

order. 
) 

0.06 0.04 0.1 0.46 0.34 

5 The block attendant was friendly. 0.08 0 .12 0 .24 0 .36 0.2 , 

6 The room was clean. 0.06 0 .14 0.22 0.38 0.2 

7 The towel was clean. 0.1 0.1 0.26 0 .38 0.16 

8 The floor was not slippery. 0 .02 0.04 0.1 4 0.52 0.28 

9 Lighting was adequate. 0.06 0 .06 0.06 0.42 0.4 

10 The room secures privacy. 0.08 0 .12 0. 24 0. 36 0. 2 

1 1 The bath tubs work pr?perly 0.1 0.16 0 .28 0 .38 0 .08 
, 

12 The 45 minutes customers are allowed 

to spend in the rooms is well enough 0.02 0.1 0 .14 0 .36 0 .38 

13 The block attendant r~minds customers 0 .12 0 .06 0.12 0 .36 0.34 
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-
well when t h e 4 5 m inutes 

I 
14 You would like if the time is reduced I 

, 

,say to 40 minut es 0. 52 0. 38 0 .1 0 0 
I 

-
15 You would like if the time is increased 

,say to 50 m inut es 0 0 0 .1 0 .36 0 .54 

16 Employees a re well dressed and n eat 0.06 0.1 2 0.1 8 0.4 0. 24 I 
I 

17 You receive prompt service from 

employees 0. 18 0 .22 0 .2 0 .3 0.1 I 

I , I 
10 Employees are too busy to respond to , 

customers request promptly 0 .12 0 .1 0 .12 0.42 0 .24 

19 Employees are always welling to help 

customers 0 .18 0 .06 0. 1 0.44 0 .22 

2 0 You can trust the employees, 0 .26 0 .08 0.1 0.32 0. 24 
, 

2 1 Employees are arrogant towards .' 

customers 0 .36 0.28 0.28 0.06 0 .02 

su 
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SA TISFACTION 

so 
1 The services met my needs 

0.04 
2 I found the over all service outstanding 0.22 
3 I am likely to use this service again 0.1 
4 I would recommend Filwoha to my 

friends 
0.28 ... 

5 If there were alternative srvices I will 
• never come here , 

0 .12 

--. 

D NS A 

0.1 0.2 0. 36 

0.34 0.24 0.1 2 

0.04 0.14 0.32 

0.06 0.12 0.2 

. 
0.18 0 0.28 

SA 

0 .3 

. -
0 .08 

04, 

, 

0.34 1 

I , 
0.42 
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