
98 

 

Reference List 

Adee Athiyaman (2004). “Antecedents and Consequences of Student Satisfaction with 

University Services: A Longitudinal Analysis”, Academy of Marketing Studies 

Journal, January.   

Aguilo, E. Alegre, J., & Sard, M. (2005). The Persistence of the Sun and Sand Tourism 

Model. Tourism Management, 26(2), 219-231. 

Akama, J. S., & Kieti, D. M. (2003). Measuring tourist satisfaction with Kenya's 

wildlife safari: a case study of Tsavo West National Park. Tourism management, 

24(1), 73-81. 

Akan, P. (1995). Dimensions of Service Quality: A Study in Istanbul. Managing 

Service Quality. 5(6): pp. 39-43.   

Amarawardhana, K. N., Senanayake, N. S., & Abeyweera, R. (2015). Modeling of 

Energy Utilization of Tourism Industry of Sri Lanka and Prediction of Future 

Energy Demand. International Journal of Energy Engineering, 5(5), 87-94. 

Anderson (1973), “Consumer Dissatisfaction: The Effect of Disconfirmed Expectancy 

on Perceived Product Performance”. Journal of Marketing Research: 10 (2), 38-

44   

Anderson, E. (1994) Cross-category variation in customer satisfaction and retention. 

Marketing Letters, 5(1), 19-20. 

Anton, J. (1996). Customer relationship management: Making hard decisions with soft 

numbers. Englewood Cliffs, NJ: Prentice Hall. 

Atkinson, A. (1988). Answering the eternal question: What does the Customer Want? 

The Cornell Hotel and Restaurant Administration Quarterly, 29(2): 12-14. 

Avelini Holjevac, I., Marković, S., & Raspor, S. (2009). Customer satisfaction 

measurement in hotel industry: content analysis study. In 4th International 

Scientific Conference" Planning for the future learning from the past: 

Contemporary Developments in Tourism, Travel & Hospitality". 

Avelini Holjevac, I., Marković, S., & Raspor, S. (2009). Customer satisfaction 

measurement in hotel industry: content analysis study. In 4th International 

Scientific Conference" Planning for the future learning from the past: 

Contemporary Developments in Tourism, Travel & Hospitality". 



99 

 

Baker, D. A., & Crompton, J. L. (2000). Quality, satisfaction and behavioral intentions. 

Annals of tourism research, 27(3), 785-804. 

Barsky, J. D., & Huxley, S. J. (1992). A customer-survey tool: Using the “quality 

sample”. The Cornell Hotel and Restaurant Administration Quarterly, 33(6), 18-

25. 

Barsky, J.D. (1992). Customer Satisfaction in the Hotel Industry: Meaning and 

Measurement. Hospitality Research Journal, 16(1): 51-73.   

Bigne, J. E., Sanchez, M. I., & Sanchez, J. (2001). Tourism image, evaluation variables 

and after purchase behaviour: inter-relationship. Tourism management, 22(6), 

607-616. 

Bilsen Bilgili & Sevtap Ünal (2008). “Kano Model Application for Classifying the 

Requirements of University Students”, MIBES Conference. 31-46.   

Bitner, M (1987). “Contextual Cues and Consumer Satisfaction: The Role of Physical 

Surroundings and Employee Behaviours in Service Settings. Unpublished 

Doctoral Dissertation, University of Washington.   

Bujisic, M., Bilgihan, A., & Smith, S. (2015). Relationship between guest experience, 

personality characteristics, and satisfaction: Moderating effect of extraversion 

and openness to experience. Tourism Analysis, 20(1), 25-38. 

Calantone, R. J., Kim, D., Schmidt, J. B., & Cavusgil, S. T. (2006). The influence of 

internal and external firm factors on international product adaptation strategy 

and export performance: a three-country comparison. Journal of Business 

Research, 59(2), 176-185. 

Cárdenas-García, P. J., Pulido-Fernández, J. I., & Pulido-Fernández, M. D. L. C. 

(2016). The influence of tourist satisfaction on tourism expenditure in emerging 

urban cultural destinations. Journal of Travel & Tourism Marketing, 33(4), 497-

512. 

Cardozo, R. (1965). “An experimental Study of Customer Effort, Expectation, and 

Satisfaction”, Journal of Marketing Research, 2(8), 244-249.  

Carlsmith, J. & Aronson, E. (1963). “Some Hedonic Consequences of the 

Confirmation and Disconfirmation of Expectations”, Journal of Abnormal and 

Social Psychology, 66(2), pp.151-156.   



100 

 

Chang, J., Yang, B. T., & Yu, C. G. (2006). The moderating effect of salespersons’ 

selling behaviour on shopping motivation and satisfaction: Taiwan tourists in 

China. Tourism Management, 27(5), 934-942. 

Chen, C. F., & Chen, F. S. (2010). Experience quality, perceived value, satisfaction 

and behavioral intentions for heritage tourists. Tourism Management, 31(1), 29-

35. 

Choi, K. S., Cho, W. H., Lee, S., Lee, H., & Kim, C. (2004). The relationships among 

quality, value, satisfaction and behavioral intention in health care provider 

choice: A South Korean study. Journal of Business Research, 57(8), 913-921. 

Choi, T. Y., & Chu, R. (2001). Determinants of hotel guests’ satisfaction and repeat 

patronage in the Hong Kong hotel industry. International Journal of Hospitality 

Management, 20(3), 277-297. 

Chon, K. S., & Olsen, M. D. (1991). Functional and symbolic congruity approaches to 

consumer satisfaction/dissatisfaction in tourism. Journal of the International 

Academy of Hospitality Research, (3), 2-22. 

Clerides, S. & Pashourtidou, N. (2007). Tourism in Cyprus: Recent Trends and 

Lessons from the Tourist Satisfaction Survey. Cyprus Economic Policy Review, 

1(2), 51-72. 

Cronin Jr, J. J., & Taylor, S. A. (1992). Measuring service quality: a reexamination 

and extension. The journal of marketing, 55-68. 

Cronin, J. and Taylor, S. SERVPERF versus SERVQUAL (1994). “Reconciling 

performance based and perceptions minus expectations measurement of service 

quality”, Journal of Marketing, Vol.58, No.1.   

Crouch G.I., Perdue, R.R., Timmermans H.J.P., & Uysal M. Consumer Psychology of 

Tourism, Hospitality and Leisure. Cambridge, MA: CABI Publishing, pp. 189-

202.   

Danaher, P. J., & Arweiler, N. (1996). Customer satisfaction in the tourist industry: A 

case study of visitors to New Zealand. Journal of Travel Research, 35(1), 89-93. 

Dann, G. M. (1977). Anomie, ego-enhancement and tourism. Annals of tourism 

research, 4(4), 184-194. 

Dawes, R., D. Singer & Lemons, P. (1972), “An experimental Analysis of the Contrast 

Effect and its Implications for Intergroup Communication and Indirect 



101 

 

Assessment of Attitude.” Journal of Personality and Social Psychology, 21(3), 

281-295.  

Della Corte, V., Sciarelli, M., Cascella, C., & Del Gaudio, G. (2015). Customer 

satisfaction in tourist destination: The case of tourism offer in the city of Naples. 

Doolin, B., Burgess, L., & Cooper, J. (2002). Evaluating the use of the Web for tourism 

marketing: a case study from New Zealand. Tourism management, 23(5), 557-

561. 

Dornyei, Z. (2001). Teaching and researching motivation. Longman: Harlow. 

Dwyer, L., Mellor, R., Livaic, Z., Edwards, D., & Kim, C. (2004). Attributes of 

destination competitiveness: a factor analysis. Tourism analysis, 9(1-1), 91-101. 

Edvardsson, B., Johnson, M. D., Gustafsson, A., & Strandvik, T. (2000). The effects 

of satisfaction and loyalty on profits and growth: products versus services. Total 

quality management, 11(7), 917-927. 

Ekinci Y. & Sirakaya E. (2004). ‘An Examination of the Antecedents and 

Consequences of Customer Satisfaction’. In:  

Eraqi, M. I. (2006). Tourism Services Quality (TourServQual) in Egypt: The 

Viewpoints of External and Internal Customers. Benchmarking: An 

International Journal, 13(4), 469-492. 

Festinger, L. (1957). A Theory of Cognitive Dissonance. Stanford, CA: Stanford 

University Press.   

Fishbein, M. (1963). An Investigation of the Relationships between Beliefs about an 

Object and the Attitude toward that Object. Human Relationships, 16(3), 233-

240. 

Fornell, C. (1992). A national customer satisfaction barometer: The Swedish 

experience. The Journal of Marketing, 6-21. 

Foster, D. (1999, February). Measuring customer satisfaction in the tourism industry. 

In third international and sixth national research conference on quality 

management, Melbourne. 

George, B. P. (2017). The evolution of destination branding: A review of branding 

literature in tourism. Journal of Tourism, Heritage & Services Marketing, 3(1), 

9-17. 



102 

 

Gnanapala, W. K. A. C. (2012). Travel Motivations and Destination Selection: A 

Critique. International Journal of Research in Computer Application & 

Management, 2(1), 49-53. 

Gnanapala, W.K.A.C. (2015a). Tourist’s perception and satisfaction: Implications for 

destination management. American Journal of Marketing Research, 1(1), 7-19. 

Goeldner, C. R., & Ritchie, J. B. (2012). Tourism: principles, practices, philosophies 

(No. Ed. 12). John Wiley and Sons, Inc. 

Goeldner, Charles R. & Ritchie, J.R. Brent. (2009). Tourism: Principles, Practices, 

philosophies. New Jersey: John Wiley & Sons, Inc. 

Goffi, G. (2013). A Model of Tourism Destination Competitiveness: The case of the 

Italian Destinations of Excellence. Turismo y Sociedad, 14, 121-147. 

Halil Nadiri and Kashif Hussain (2005), “Diagnosing the Zone of Tolerance for Hotel 

Services”, Managing Service Quality, 15( 3).   

Hall, C. M. (2008). Tourism planning: policies, processes and relationships. Pearson 

Education. 

Harrell F.E. (2001) Ordinal Logistic Regression. In: Regression Modeling Strategies. Springer 

Series in Statistics. Springer, New York, NY. 

Hasegawa, H. (2010). Analyzing tourists' satisfaction: A multivariate ordered probit 

approach. Tourism Management, 31(1), 86-97. 

Hassan, M. K. (2012). Measuring Tourist Satisfaction: A Categorical Study on 

Domestic Tourists in Bangladesh. Journal of Business, 33(1). 

Heung, V. C., & Cheng, E. (2000). Assessing tourists’ satisfaction with shopping in 

the Hong Kong special administrative region of China. Journal of Travel 

Research, 38(4), 396-404. 

Hovland, C., O. Harvey & M. Sherif (1957). “Assimilation and contrast effects in 

reaction to communication and attitude change. Journal of Abnormal and Social 

Psychology, 55(7), 244-252.  

Howat, G., Crilley, G., Mikilewicz, S., Edgecombe, S., March, H., Murray, D., & Bell, 

B. (2002). Service quality, customer satisfaction and behavioural intentions of 

Australian Aquatic Centre customers, 1999–2001. Annals of Leisure Research, 

5(1), 51-64. 



103 

 

Huang, R., & Sarigöllü, E. (2008). Assessing satisfaction with core and secondary 

attributes. Journal of business research, 61(9), 942-949. 

Ivan Paunovic. (2014).Satisfaction of tourists in Serbia, destination image, loyalty and 

DMO service quality. European Journal of Tourism, Hospitality and Recreation. 

Special volume 163-181. 

Jang, S. S., & Wu, C. M. E. (2006). Seniors’ travel motivation and the influential 

factors: An examination of Taiwanese seniors. Tourism management, 27(2), 

306-316. 

Jayasinghe M.K.D., Gnanapala W.K.A.C., & Sandaruwani J.A.R.C.  (2015). Factors 

affecting tourists' perception and satisfaction in Nuwara Eliya, Sri Lanka. Ilorin 

Journal of Economic Policy. 2(1), 1-15. 

Jeuring, J. H. G. (2017). Weather perceptions, holiday satisfaction and perceived 

attractiveness of domestic vacationing in The Netherlands. Tourism 

Management, 61, 70-81. 

Jin, Q., Hu, H., & Kavan, P. (2016). Factors Influencing Perceived Crowding of 

Tourists and Sustainable Tourism Destination Management. Sustainability, 

8(10), 976. 

Johnson, M. D., Anderson, E. W., & Fornell, C. (1995). Rational and adaptive 

performance expectations in a customer satisfaction framework. Journal of 

consumer research, 21(4), 695-707. 

Kano, N., N. Seraku, et al (1996). “Must-be Quality and Attractive Quality”. The Best 

on Quality. 7: 165.   

Khatib, F. S., & Al-Ali, R. O. (2011). Factors affecting tourists Satisfaction of Jordan 

as a tourism destination. Studies in Business and Economics. 16(1), 19-38. 

Khuong, M. N., & Luan, P. D. (2015). Factors Affecting Tourists' Satisfaction towards 

Nam Cat Tien National Park, Vietnam-A Mediation Analysis of Perceived 

Value. International Journal of Innovation, Management and Technology, 6(4), 

238. 

Kim, Y.K. & Lee, H.R. (2010). Customer Satisfaction Using Low Cost Carriers. 

Tourism Management, 32 (2), 235-243. 



104 

 

Knutson, B. (1988). Frequent Travellers: Making them Happy and Bringing them 

Back. The Cornell Hotel and Restaurant Administration Quarterly. 29(1): pp. 

83-87.   

Kotler, P. Bowen, J. T. & Makens, J. C. (2010). Marketing for Hospitality and 

Tourism. 5th ed. New Jersey: Pearson Education. 

Kotler, P., Bowen, J. T., Makens, J. C., & Baloglu, S. (2006). Marketing for hospitality 

and tourism 6th Ed. Upper Saddle River, NJ: Prentice Hall. 

Kozak, M. (2002). Comparative Analysis of Tourist Motivations by Nationality and 

Destinations. Tourism Management, 23 (3), 221-232.  

Krejcie, R. V., & Morgan, D. W. (1970). Determining sample size for research 

activities. Educational and psychological measurement, 30(3), 607-610. 

Kruger, M. & Saayman, M. (2010). Travel motivation of tourists to Kruger and 

Tsitsikamma National Parks: A comparative study. South African Journal of 

Wildlife Research, 40 (1), 93-102. 

Kwenye, J. M., & Freimund, W. (2016). Domestic tourists' loyalty to a local natural 

tourist setting: Examining predictors from relational and transactional 

perspectives using a Zambian context. Tourism Management Perspectives, 20, 

161-173. 

Ladhari, R., Brun, I., & Morales, M. (2008). Determinants of dining satisfaction and 

post-dining behavioral intentions. International Journal of Hospitality 

Management, 27(4), 563-573. 

Lamb, C., Hair, J. & McDaniel, C. (2014). Principles of Marketing. Boston: Cengage 

Learning. 

Lee H., Lee Y., Yoo D. (2000). “The determinants of perceived quality and its 

relationship with satisfaction”, Journal of Services Marketing, Vol.14, No.3.   

Lee, T. H., & Crompton, J. (1992). Measuring novelty seeking in tourism. Annals of 

tourism research, 19(4), 732-751. 

Luo, Xueming and C.B. Bhattacharya (2006). “Corporate Social Responsibility, 

Customer Satisfaction, and Market Value”, Journal of Marketing, Vol.70, pp.1-

18.   

Macpherson, C. N., McCormack, J. P., Pensick, A., & Clarke, G. J. (2000). Mosquitoes 

and tourism in Grenada-Poster abstract. West Indian med. j, 49(2). 



105 

 

Master, H., & Prideaux, B. (2000). Culture and vacation satisfaction: a study of 

Taiwanese tourists in South East Queensland. Tourism Management, 21(5), 445-

449. 

Mattila A. & O’Neill J.W. (2003). ’Relationships between Hotel Room Pricing, 

Occupancy, and Guest Satisfaction: A Longitudinal Case of a Midscale Hotel in 

the United States’, Journal of Hospitality & Tourism Research, 27 (3), pp. 328-

341, Sage Publications.   

Matzler, K., Strobl, A., Stokburger-Sauer, N., Bobovnicky, A., & Bauer, F. (2016). 

Brand personality and culture: The role of cultural differences on the impact of 

brand personality perceptions on tourists' visit intentions. Tourism Management, 

52, 507-520. 

Mihaela, P. R. (2014). Customer satisfaction in tourism. How to measure it. Cactus 

Tourism Journal, 10(2), 30-35. 

Mohammad, B. A. M. A. H., & Som, A. P. M. (2010). An analysis of push and pull 

travel motivations of foreign tourists to Jordan. International Journal of 

Business and Management, 5(12), 41-50. 

Mohsin Asad; Ryan Chris (2005). “Service Quality Assessment of 4-star hotels in 

Darwin, Northern Territory, Australia. (Buyers Guide)”, Journal of Hospitality 

and Tourism management, April 01, 2005.   

Murphy, P., Pritchard, M. P., & Smith, B. (2000). The destination product and its 

impact on traveller perceptions. Tourism management, 21(1), 43-52. 

Nash, R., Thyne, M., & Davies, S. (2006). An investigation into customer satisfaction 

levels in the budget accommodation sector in Scotland: A case study of 

backpacker tourists and the Scottish Youth Hostels Association. Tourism 

Management, 27(3), 525-532. 

Neal, J. D., & Gursoy, D. (2008). A multifaceted analysis of tourist satisfaction. 

Journal of Travel Research, 47(1), 53-62. 

Nield, K., Kozak, M., & LeGrys, G. (2000). The role of food service in tourist 

satisfaction. International Journal of Hospitality Management, 19(4), 375-384. 

Oliver H.M. Yau & Hanming You (1994). Consumer Behaviour in China: Customer 

Satisfaction and Cultural Values. Taylor & Francis. 



106 

 

Oliver, R. (1980). “Theoretical Bases of Consumer Satisfaction Research: Review, 

critique, and future direction. In C. Lamb & P. Dunne (Eds), Theoretical 

Developments in Marketing (pp.206-210). Chicago: American Marketing 

Association.  

Oliver, R.L. & J.E. Swan (1989a). “Consumer Perceptions of Interpersonal Equity and 

Satisfaction in Transactions: A Field Survey Approach. Journal of Marketing, 

53, (April), 21-35.   

Olson, J. & Dover, P. (1979), “Disconfirmation of consumer expectations through 

product trial”. Journal of Applied Psychology: Vol.64, pp.179-189.   

Omar, S. I., Mohamad, D., Rozelee, S., & Mohamed, B. (2015). Holiday satisfaction 

in Penang, Malaysia: A quantitative perspective analysis of international and 

domestic tourists. Geografia-Malaysian Journal of Society and Space, 11(7), 70-

81. 

Parasuraman, A., Valarie, A. Zeithamal, and Leonard L. Berry (1988), “SERVQUAL: 

A Multiple-Item Scale for Measuring Consumer Perceptions of Service 

Quality,” Journal of Retailing, Vol.64, No.1, 12-40.   

Parasuraman, A., Zeithamal, V.A. and Berry, L.L. (1994), “Reassessment of 

Expectations as a Comparison Standard in Measuring Service Quality: 

Implications for Future Research”, Journal of Marketing, Vol.58, Jan pp.111-

124. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of 

service quality and its implications for future research. The Journal of 

Marketing, 41-50. 

Pearce, P., Rutledge, J. & Morrison, A. (1998). Tourism: Bridges across continents. 

Sydney: McGraw Hill. 

Pearce, P.L., Filep, S. & Ross, G. (2011). Tourists, tourism and the good life. New 

York, NY: Routledge. 

Petrick J.F. (2004). ‘The Roles of Quality, Value, and Satisfaction in Predicting Cruise 

Passengers’ Behavioral Intentions’, Journal of Travel Research, 42 (4), pp. 397-

407, Sage Publications.   

Peyton, R.M., Pitts, S., and Kamery, H.R. (2003). “Consumer 

Satisfaction/Dissatisfaction (CS/D): A Review of the Literature Prior to the 



107 

 

1990s”, Proceedings of the Academy of Organizational Culture, Communication 

and Conflict. Vol. 7(2).   

Philemon, J. R. (2015). Assessment of tourists perception and satisfaction of Tanzania 

destination. European Scientific Journal, ESJ, 11(13), 107-119. 

Pizam, A., Neumann, Y. & Reichel, A. (1979). Tourism satisfaction. Annals of 

Tourism Research, 6(2), 195-197. 

Poon, W., & Low, K.C. (2005). Are Travelers Satisfied with Malaysian Hotels? 

International Journal of Contemporary Hospitality Management, 17(3), 217-

227. 

Ragavan, N. A., Subramonian, H., & Sharif, S. P. (2014). Tourists’ perceptions of 

destination travel attributes: An application to International tourists to Kuala 

Lumpur. Procedia-Social and Behavioral Sciences, 144, 403-411. 

Reginald M. Peyton, Sarah Pitts, & Rob H. Kamery (2003), “Consumer 

Satisfaction/Dissatisfaction (CS/D): A Review of the Literature Prior to the 

1990s”, Allied Academies International Conference, Proceedings of the 

Academy of Organizational Culture, Communications and Conflict: 7(2). p. 43.  

Reisinger, Y. (2009). International Tourism: Cultures and Behavior. Burlington, 

USA: Butterworth – Heinemann Publications. 

Robbins, S.P. & Coulter, M. (2005). Management. New Delhi: Prentice Hall. 

Rooma Roshnee Ramsaran-Fowdar (2007), “Developing a Service Quality 

Questionnaire for the Hotel Industry in Mauritius”, Journal of Vacation 

Marketing; Jan. 2007, Vol.13, No.1, p.21.   

Saleh, F. and Ryan, C (1992), “Client Perceptions of Hotels – A Multi-attribute 

Approach”, Tourism Management, June, Vol.13, No.92. pp.163-168.   

Saxena, G., & Ilbery, B. (2008). Integrated rural tourism a border case study. Annals 

of Tourism Research, 35(1), 233-254. 

Schall, M. (2003). Best Practices in the Assessment of Hotel-guest attitudes. The 

Cornell Hotel and Restaurant Administration Quarterly. April: pp. 51-65.   

Sharpley R. (2006). Travel and Tourism. New Delhi: Sage Publications India Pvt. Ltd. 

Solomon, M. R. (2002). Consumer Behaviour. 3rd ed. Englewood Cliffs, NJ: Prentice 

Hall. 



108 

 

Song, H., & Cheung, C. (2010). Factors affecting tourist satisfaction with theatrical 

performances: A case study of The Romance of the Song Dynasty in Hangzhou, 

China. Journal of Travel & Tourism Marketing, 27(7), 708-722. 

Szymanski, D. M., & Henard, D. H. (2001). Customer satisfaction: A meta-analysis of the 

empirical evidence. Journal of the academy of marketing science, 29(1), 16-35. 

Terry G. Vavra (1997). Improving Your Measurement of Customer Satisfaction: A 

Guide to Creating, Conducting, Analyzing, and Reporting Customer Satisfaction 

Measurement Programs. American Society for Quality. p.12.   

Terry G. Vavra (1997). Improving Your Measurement of Customer Satisfaction: A 

Guide to Creating, Conducting, Analyzing, and Reporting Customer Satisfaction 

Measurement Programs. American Society for Quality. 

Thompson, K., & Schofield, P. (2007). An investigation of the relationship between 

public transport performance and destination satisfaction. Journal of transport 

geography, 15(2), 136-144. 

Toyama, M., & Yamada, Y. (2012). The relationships among tourist novelty, 

familiarity, satisfaction, and destination loyalty: Beyond the novelty-familiarity 

continuum. International Journal of Marketing Studies, 4(6), 10-18. 

Tribe, J., & Snaith, T. (1998). From SERVQUAL to HOLSAT: holiday satisfaction in 

Varadero, Cuba. Tourism management, 19(1), 25-34. 

Truong, T. H., & King, B. (2009). An evaluation of satisfaction levels among Chinese 

tourists in Vietnam. International Journal of Tourism Research, 11(6), 521-535. 

Wickramasinghe, V., & Takano, S. (2007, June). A Model to evaluate the response 

and travel motivations to visit Tourist Destinations in Disastrous Regions. In 

Proceedings of the 11th World Conference on Transportation Research 

(WCTR), Berkeley, USA. 

Wong, M., Cheung, R., & Wan, C. (2013). A study on traveler expectation, motivation 

and attitude. Contemporary Management Research, 9(2), 169-186. 

Wu, C. H. J., & Liang, R. D. (2009). Effect of experiential value on customer 

satisfaction with service encounters in luxury-hotel restaurants. International 

Journal of Hospitality Management, 28(4), 586-593. 



109 

 

Yoo, D.K. & Park, J.A. (2007). Perceived service quality – Analyzing relationships 

among employees, customers, and financial performance. International Journal 

of Quality & Reliability Management, 21(9): pp.908-926.   

Yoon, Y., & Uysal, M. (2005). An examination of the effects of motivation and 

satisfaction on destination loyalty: a structural model. Tourism management, 

26(1), 45-56. 

Yuksel, A., & Yuksel, F. (2001). Measurement and management issues in customer 

satisfaction research: Review, critique and research agenda: Part one. Journal of 

Travel & Tourism Marketing, 10(4), 47-80. 

Yuksel, A., & Yuksel, F. (2001). Measurement and management issues in customer 

satisfaction research: review, critique and research agenda: part two. Journal of 

Travel & Tourism Marketing, 10(4), 81-111. 

Yüksel, A., & Yüksel, F. (2002). Measurement of tourist satisfaction with restaurant 

services: A segment-based approach. Journal of vacation marketing, 9(1), 52-

68. 

Žabkar, V., Brenčič, M. M., & Dmitrović, T. (2010). Modelling perceived quality, 

visitor satisfaction and behavioural intentions at the destination level. Tourism 

management, 31(4), 537-546. 

Zeithaml, V.A. Berry, L.LO. and Parasuraman, A. (1993). “The nature and 

determinants of customer expectations of service”, Journal of the Academy of 

Marketing Science, Vol.21 No.1, p.4. 

 

 

 



1 

 

 

07738441062 

jeyamugan@gmail.com 

 

Thank You 

 

Appendix A: Questionnaire 

 

Tourist Satisfaction Survey 

Eastern Province of Sri Lanka 

I am a postgraduate student in the Department of Mathematics at University of 

Moratuwa. I am researching Perception and Satisfaction of Tourist in Eastern 

Province. 

I am inviting your participation, which will involve filling out a questionnaire and 

watching a short marketing commercial. This should take about 10-15 minutes to 

complete. You have the right not to answer any question, and to stop participation at 

any time. 

Your participation in this study is voluntary. You must be 18 years or older to 

participate in the study. Responses to the questionnaire will be used to determine how 

international destinations can improve their image and determine what characteristics 

are the most influential to potential tourists. There are no foreseeable risks or 

discomforts to your participation. Your name will not be used or collected during the 

survey. 

 

Your responses will be anonymous. The results of this study may be used in reports, 

presentations, or publications.  

If you have any questions about your rights as a subject/participant in this research, or 

if you feel you have been placed at risk, you can contact the researcher. Please let me 

know if you wish to be part of the study by completing the online questionnaire. 

Contact Info: 

mailto:jeyamugan@gmail.com
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SURVEY INSTRUMENT 

Tourist 

PART A 

1. In which country do you live? 

........................................................... 

2. What is your Gender? 

Male  Female  

 

3. What is your age group? 

18-27 years  48-57 years  
28-37 years  58-67 years  
38-47 years  68+  

 

4. What is your Marital Status? 

Married   Separated  

Living common  Divorced  
Widowed  Single  

 

5. What is your Highest Level of Educational? 

Above  PG   Secondary school    

Post  Graduate  Primary school or below  
College/university  Other 

……………………………….. 
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6. What is your Current Occupation? 

Public  Sector  Employee   Tourism Travel  Agent / Guide  

Entrepreneur  Other………………………..  
Student      

 

PART B 

1. How did you get the information about Eastern Province? 

Been here before  A Travel Agent  

Friends or Relatives   The Internet  

Tourist Office/Visitor 

Information Centre 

 Advertising/travel articles or 

documentaries (TV, radio or print) 
 

Travel Books, Guide or Brochure  None  

Other: 

......................................................................................................................................... 

2. How many times have you visited Eastern Province before now? 

None 1 time 2 times 3 times 4 times 5 times More than 5 times 
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PART C 

Few statements measure each of these aspects that you rate on a scale of one to five reflecting 

how well they describe the region. A score of five indicates that you mean the motive is 

“very important”, and a score of one indicates that you mean the motive is “Not at all 

important”.  

 
5 4 3 2 1 
Very Important  Important Neutral Slightly 

Important 
Not at all 

important 

 

Motive 5 4 3 2 1 

1. Pleasant Climate      

2. Heritage Ambience      

3. Being harmonious with nature      

4. Relaxing & Restful      

5. Historical sights       

6. Archaeological sites and monuments       

7. Natural features       

8. Availability of leisure activities       

9. Beach would be uncrowded      

10. Convenient Location      

11. Natural monuments      

12. Comfort for sunbathe in beach      

13. Resort would be pretty      

14. Resort would be fashionable      

15. Room would have a good view      

16. Staff would be courteous      

17. Staff would be friendly      

18. Dry weather facilities      

19. Wet weather facilities      

20. Opportunity for rest & relaxation      

21. Comfort of the room      

22. Adequacy of space      

23. Adequacy of water and electricity supply      

24. Laundry service      

25. Quality of furnishings      

26. Nearby noise sources      

27. Facilities for physical activities      

28. Convenient opening hours      

29. Variety of cuisines      
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30. Variety of restaurants      

31. Traditional food      

32. Availability of Children foods      

33. Availability of foods for elderly people      

34. Tastiness of food served      

35. Temperature of food served      

36. Portions of food      

37. Presentation of dishes      

38. Waiting time for Public transport      

39. Road networks      

40. Rail networks      

41. Taxi services      

42. Speed of Check in & Check out      

43. Availability of Public transport      

44. Efficiency of Public transport      

45. Ease of Access      

46. Uncongested Roads      

47. Time scheduled public transport      

48. Comfortable seating      

49. Wild safari facilities      

50. Guides      

51. Signs & indicators      

52. Parking facilities and space      

53. Telecommunication facilities      

54. Money Exchange       

55. Road conditions      

56. Tourist Information Centre      

57. Shopping Facilities      

58. Reasonable price for accommodation      

59. Level of public transport prices      

60. Level of cost for luxury transport prices      

61. Restaurants would be cheap      

62. Shops would be cheap      

63. Price of gifts & Souvenirs      

64. Safety of visitors      

65. Safety of valuables      

66. Safe destinations      

67. Safety during transportation      

68. Friendly locals      

69. Emergency Preparedness      

70. Hygienic Food preparation      

71. Cleanliness of destinations      

72. Cleanliness of living rooms/accommodation      

73. Safe drinking water      

74. Availability of Health services      



6 

 

75. Environmental quality      

76. Protection from Insects/Mosquitoes/Pests      

 

PART D 

1. How do you rate Eastern Province as a destination compared 

with similar places? 

 

5 4 3 2 1 

much better  a little better  about the same a little worse much worse 

 

2. What is your overall satisfaction level as a tourist experiencing 

Eastern Province? 

 

5 4 3 2 1 

very 

satisfied 

satisfied not satisfied 

nor unsatisfied 

unsatisfied very unsatisfied  

 

What changes would you like to see on your next visit to Eastern Province? 

.....................................................................................................................................................

.....................................................................................................................................................

.....................................................................................................................................................

.....................................................................................................................................................

........................................................................................................................................ 

Thank You 

 

 



1 

 

 


