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The Importance-Performance Analysis of Tour Conductor’s
Service Quality for an Abroad Package Tour
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Abstract

The purpose of this study is to analyze the differences between the importance and
satisfaction for the service qualities of tour conductors in group travel products. To
this end, a self-administered questionnaire was distributed to 400 respondents who
had experienced all inclusive tour for the last two years. A total of 358 questionnaire
were included for the final analysis for this study. According to the results of IPA
matrix, most of the service quality attributes of tour conductor were shown in “Keep
up the good work” and “Low priority” sectors. The results suggest that respondents
tend to evaluate tour conductor positively particularly in terms of their problem
solving abilities and specialization. Although there are quite a lot of attributes shown
in “Low priority” sector, these attribute also need to be taken into serious

consideration for further quality management strategy.

FH0] : 22 0{SHOILEXHTour Leader), BHEE(Satisfaction),
Z2 = (Importance), MH|AEZE (Service Quality)
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