



[image: image]





References

Adams and Schvaneveldt, 1991
Adams, G. R.
, & 
Schvaneveldt, J. D.

(1991). Understanding research methods (2nd ed.). New York, NY: Longman.

Agarwhal, 1997


Agarwhal, S.

(1997). The resort life-cycle and seaside tourism. Tourism Management, 18(20), 65–73.

Akan, 1995


Akan, P.

(1995). Dimensions of service quality: A study of Istanbul. Managing Service Quality, 5(6), 39–43.

Akbaba, 2006


Akbaba, A.

(2006). Measuring service quality in the hotel industry: A study in a business hotel in Turkey. Hospitality Management, 25, 170–192.

Akroush et al., 2016


Akroush, M. N.
, 
Jraisat, L. E.
, 
Kurdieh, D. J.
, 
Al-Faouri, R. N.
, & 
Qatu, L. T.

(2016). Tourism service quality and destination loyalty – The mediating role of destination image from international tourists' perspectives. Tourism Review, 71(1), 18–44.

Alegre and Juaneda, 2006


Alegre, J.
, & 
Juaneda, C.

(2006). Destination loyalty: Consumer economic behaviour. Annals of Tourism Research, 33(3), 684–706.

Allan, 1991


Allan, G.

(1991). Qualitative research. In 

G. Allan
& 
C. Skinner

(Eds.), Qualitative handbook for research students in the social sciences (pp. 177–188). London: Falmer Press.

Amaratunga et al., 2002


Amaratunga, D.
, 
Baldry, D.
, 
Sarshar, M.
, & 
Newton, R.

(2002). Quantitative and qualitative research in the built environment: Application of ‘mixed’ research approach. Work Study, 51(1), 17–31.

Amritesh et al., 2014


Amritesh, C.
, 
Misra, S.
, & 
Chatterjee, J.

(2014). Conceptualizing e-government service quality under credence-based settings: A case of e-counseling in India. International Journal of Quality & Reliability Management, 31(7), 764–787.

Anand, 1997


Anand, K. N.

(1997). Quality: An evolving concept. Total Quality Management, 8(4), 195–200.

Anderson and Fornell, 1994


Anderson, E. W.
, & 
Fornell, C.

(1994). A customer satisfaction research prospectus. In 

R. Rust
& 
R. Oliver

(Eds.), Service quality: New directions in theory and practice (pp. 241–268). Thousand Oaks, CA: SAGE.

Andrews, 2001


Andrews, C. J.

(2001). Analyzing quality-of-place. Environment and Planning B: Planning and Design, 28(2), 201–217.

Andriotis, 2005


Andriotis, K.

(2005). Seasonality in Crete: Problem or a way of life? Tourism Economics, 11(2), 207–224.

Ang, 1980


Ang, E

. (1980). Upgrading the professionalism of tourist guides. In Proceedings from the travel educators forum, PATA Conference
, Singapore, July 11–14,, pp. 167–172.

Anjos et al., 2017


Anjos, S.
, 
Meira, J.
, 
Pereira, M.
, & 
Limberger, P.

(2017). Quality attributes of Jericoacoara, Brazil. International Journal of Tourism Cities, 3(2), 196–204.

Arnheiter and Harren, 2006


Arnheiter, E. D.
, & 
Harren, H.

(2006). Quality management in a modular world. The TQM Magazine, 18(1), 87–96.

Arnold, 2018


Arnold, C.

(2018). Pandemic 2018: The story of the deadliest influenza in history. London: Michael O’Mara Books.

Arnould and Price, 1993


Arnould, E.
, & 
Price, L. L.

(1993). River magic: Extraordinary experience and the extended service encounter. Journal of Consumer Research, 20(1), 24–44.

Atilgan et al., 2003


Atilgan, E.
, 
Akinci, S.
, & 
Aksoy, S. S.

(2003). Mapping service quality in the tourism industry. Managing Service Quality, 13(5), 412–422.

Augustyn, 1997


Augustyn, M. M.

(1997). Total quality tourism Consortia as a vehicle for implementing TQM concepts within tourism destination areas. In 

S. K. Ho

(Ed.), Proceedings of the 2nd international conference on ISO 9000 and total quality management (pp. 449–456). Luton: University of Luton.

Augustyn, 1998a


Augustyn, M. M.

(1998a). ISO 9000: A tool for closing the tourism quality control gap? In 

S. K. Ho

(Ed.), TQM and innovation: Proceedings of the 4th international conference on ISO 9000 and TQM (pp. 88–95). Hong Kong: Hong Kong Baptist University.

Augustyn, 1998b


Augustyn, M. M.

(1998b). The road to quality enhancement in tourism. International Journal of Contemporary Hospitality Management, 10(4), 145–158.

Augustyn, 2002


Augustyn, M. M.

(2002). Can local tourism destinations benefit from employing the ISO 9000:2000 quality management system? In 

N. Andrews
, 
S. Flanagan
, & 
J. Ruddy

(Eds.), Tourism destination planning (pp. 330–345). Dublin: Dublin Institute of Technology.

Augustyn, 2012


Augustyn, M. M.

(2012). Tourist experience. In 

P. Robinson

(Ed.), Tourism: The key concepts (pp. 256–259). New York, NY: Routledge.

Augustyn et al., 2019


Augustyn, M. M.
, 
Elshaer, I.
, & 
Akamavi, R.

(2019). Competing models of quality management and financial performance improvement. The Service Industries Journal, 1–29. doi:10.1080/02642069.2019.1601706


Augustyn and Ho, 1998


Augustyn, M.
, & 
Ho, S. K.

(1998). Service quality and tourism. Journal of Travel Research, 37(1), 71–75.

Augustyn and Seakhoa-King, 2005


Augustyn, M. M.
, & 
Seakhoa-King, A.

(2005). Is the SERVQUAL scale an adequate measure of quality in leisure, tourism and hospitality? Advances in Hospitality and Leisure, 1, 3–24.

Awaritefe, 2004


Awaritefe, O. D.

(2004). Motivation and other considerations in tourist destination choice: A case study of Nigeria tourism. Geographies, 6(3), 303–330.

Azzopardi and Nash, 2013


Azzopardi, E., & Nash, R.

(2013). A critical evaluation of importance–performance analysis. Tourism management, 35, 222–233.

Babakus and Boller, 1992


Babakus, E.
, & 
Boller, G. W.

(1992). An empirical assessment of the SERVQUAL scale. Journal of Business Research, 24(3), 253–268.

Babakus and Mangold, 1992


Babakus, E.
, & 
Mangold, W. G.

(1992). Adapting the SERVQUAL scale to hospital services: An empirical investigation. Health Service Research, 26(6), 767–780.

Baharum et al., 2019


Baharum, S.
, 
Haron, S.
, 
Ishak, S. Z.
, & 
Mansor, S.

(2019). Sustainable urban bus service assessment and tourists' satisfaction. International Journal of Supply Chain Management, 8(3), 570–575.

Baker and Crompton, 2000


Baker, D. A.
, & 
Crompton, J. L.

(2000). Quality satisfaction and behavioural intentions. Annals of Tourism Research, 27(3), 785–804.

Baker and Lamb, 1993


Baker, J. A.
, & 
Lamb, C. W., Jr.

(1993). Measuring architectural design service quality. Journal of Professional Services Marketing, 10(1), 89–106.

Barsky, 1992


Barsky, J. D.

(1992). Customer satisfaction in the hotel industry: Meaning and measurement. Hospitality Research Journal, 16(1), 51–73.

Bateson, 1995


Bateson, J.

(1995). Managing service marketing: Text and readings (3rd ed.). Orlando, FL: Dryden Press.

Becker, 2000


Becker, T.

(2000). Consumer perceptions of fresh meat quality: Cross-national comparison. British Food Journal, 102(3), 158–176.

Belson, 1986


Belson, W. A.

(1986). Validity in survey research. London: Gower Publishing.

Berg, 1995


Berg, B. L.

(1995). Qualitative research methods for social science (2nd ed.). London: Allyn & Bacon.

Bernard, 2000


Bernard, H. R.

(2000). Social research methods: Qualitative and quantitative approaches. Thousand Oaks, CA: SAGE.

Bhat, 2012


Bhat, M. A.

(2012). Tourism service quality: A dimension-specific assessment of SERVQUAL. Global Business Review, 13(2), 327–337.

Bhattacharyya and Johnson, 1977


Bhattacharyya, G. K.
, & 
Johnson, R.

(1977). Statistical concepts and methods. New York, NY: John Wiley & Sons.

Bigne et al., 1997


Bigne, E.
, 
Martinez, C.
, & 
Miquel, M. J.

(1997). The influence of motivation, experience and satisfaction on the quality of travel agencies. In 

P. Kunst
& 
J. Lemmink

(Eds.), Managing service quality (pp. 53–70). London: Paul Chapman Publishing Ltd.

Bitner, 1990


Bitner, M. J.

(1990). Evaluating service encounters: The effects of physical surrounding and employees responses. Journal of Marketing, 54(2), 69–82.

Bitner, 1992


Bitner, M. J.

(1992). Servicescapes: The impact of physical surroundings on customers and employees. Journal of Marketing, 56(July), 55–68.

Bitner and Hubbert, 1994


Bitner, M. J.
, & 
Hubbert, A.

(1994). Encounter satisfaction versus overall satisfaction versus quality. In 

R. Rust
& 
R. L. Oliver

(Eds.), Service quality: New directions in theory and practice (pp. 77–95). London: SAGE.

Blamey, 1995


Blamey, R.

(1995). The nature of ecotourism. Occasional Paper 21. Canberra: Bureau of Tourism Research.

Bluel, 1990


Bluel, B.

(1990). Commentary: Customer dissatisfaction and the zone of uncertainty. Journal of Services Marketing, 4(1), 49–52.

Bogdan and Biklen, 1982


Bogdan, R. C., & Biklen, S. K.

(1982). Qualitative research for education: An introduction to theory and methods. Boston, MA: Allyn and Bacon.

Bojanic and Rosen, 1994


Bojanic, D. C.
, & 
Rosen, L. D.

(1994). Measuring service quality in restaurants: An application of the SERVQUAL instrument. Hospitality Research Journal, 18(1), 3–14.

Bolton and Drew, 1991


Bolton, R. N.
, & 
Drew, J. H.

(1991). A multistage model of customers' assessment of service quality and value. Journal of Consumer Research, 17(4), 375–384.

Boulding et al., 1993


Boulding, W.
, 
Kalra, A.
, 
Staelin, R.
, & 
Zeithaml, V. A.

(1993). A dynamic process model of service quality: From expectations to behavioural intentions. Journal of Marketing Research, 30(1), 7–27.

Bou-Llusar et al., 2001


Bou-Llusar, J. C.
, 
Camison-Zornoza, C.
, & 
Escrig-Tena, A. B.

(2001). Measuring the relationship between firm perceived quality and customer satisfaction and its influence on purchase intentions. Total Quality Management, 12(6), 719–734.

Bower, 1997


Bower, J. A.

(1997). Statistics for food science V: Comparison of many groups (part A). Nutrition & Food Science, 97(2), 78–84.

Brace et al., 2003


Brace, N.
, 
Kemp, R.
, & 
Snelgar, R.

(2003). SPSS for psychologists: A guide to data analysis using SPSS for windows (2nd ed.). New York, NY: Palgrave Macmillan.

Brady and Cronin, 2001


Brady, M. K., & Cronin, J. J., Jr.

(2001). Some new thoughts on conceptualizing perceived service quality: A hierarchical approach. Journal of Marketing, 65(3), 34–49.

Brady et al., 2002


Brady, M. K.
, 
Cronin, J. J.
, & 
Brand, R. R.

(2002). Performance-only measurement of service quality: A replication and extension. Journal of Business Research, 55(1), 17–31.

Braun et al., 1999


Braun, O. L.
, 
Lohmann, M.
, 
Maksimovic, O.
, 
Meyer, M.
, 
Merkovic, A.
, 
Messerschmidt, E.
, … 
Turner, M.

(1999). Potential impact of climate change effects on preferences of tourism destinations: A psychological pilot study. Climate Research, 11, 247–254.

Briassoulis, 2017


Briassoulis, H.

(2017). Tourism destinations as multiplicities: The view from assemblage thinking. International Journal of Tourism Research, 19(3), 304–317.

Brogowicz et al., 1990


Brogowicz, A. A.
, 
Delene, L. M.
, & 
Lyth, D. M.

(1990). A synthesized service quality model with managerial implications. International Journal of Service Industry Management, 1(1), 27–45.

Brown, 1988


Brown, P. J.

(1988). Quality in recreation experience. In 

A. H. Watson

(Ed.), Outdoor recreation benchmark: Proceedings of the national recreation forum (pp. 422–438). General Technical Report SE-52. Fort Collins, CO: US Forest Service.

Brucks et al., 2000


Brucks, M.
, 
Zeithaml, V, A.
, & 
Naylor, G.

(2000). Price and brand name as indicators of quality dimensions for consumer durables. Journal of the Academy of Marketing Science, 28(3), 359–374.

Buhalis, 2000


Buhalis, D.

(2000). Marketing the competitive destination of the future. Tourism Management, 21(1), 97–116.

Buncle, 2012


Buncle, N.

(2012). Branding, stakeholders and integration: Namibia. In 

N. Morgan
, 
A. Pritchard
, & 
R. Pride

(Eds.), Destination brands (pp. 251–268). Oxford: Butterworth-Heinemann.

Burrell and Morgan, 1979


Burrell, G., & Morgan, G.

(1979). Sociological paradigms and organizational analysis. London: Heinemann.

Butler et al., 1996


Butler, D.
, 
Oswald, S. L.
, & 
Turner, D. E.

(1996). The effects of demographics on determinants of perceived health-care service quality. Journal of Management in Medicine, 10(5), 8–20.

Butler, 1980


Butler, R.

(1980). The concept of a tourism area life cycle of evolution. Canadian Geographer, 24, 5–12.

Buttle, 1996


Buttle, F.

(1996). SERVQUAL: Review, critique, research agenda. European Journal of Marketing, 30(1), 8–32.

Cadotte et al., 1987


Cadotte, E. R.
, 
Woodruff, R. B.
, & 
Jenkins, R. L.

(1987). Expectations and norms in models of customer satisfaction. Journal of Marketing Research, 24(3), 305–314.

Campos-Soria et al., 2005


Campos-Soria, J. A.
, 
González, G. L.
, & 
Ropero, G. M. A.

(2005). Service quality and competitiveness in the hospitality sector. Tourism Economics, 11(1), 85–102.

Canalejo and del Río, 2018


Canalejo, A. M. C., & del Río, J. A. J.

(2018). Quality, satisfaction and loyalty indices. Journal of Place Management and Development, 11(4), 428–446.

Canter, 1977


Canter, D.

(1977). The psychology of place. London: Architectural Press.

Capon, 2008


Capon, C.

(2008). Understanding strategic management. Harlow: Pearson Education.

Carman, 1990


Carman, J. M.

(1990). Consumer perceptions of service quality: An assessment of the SERVQUAL. Journal of Retailing, 66(1), 33–35.

Carman, 2000


Carman, J. M.

(2000). Patient perception of service quality: Combining the dimensions. Journal of Services Marketing, 14(4), 337–352.

Carrillat et al., 2009


Carrillat, F. A.
, 
Jaramillo, F.
, & 
Mulki, J. P.

(2009). Examining the impact of service quality: A meta-analysis of empirical evidence. Journal of Marketing Theory and Practice, 17(2), 95–110.

Carson et al., 2001


Carson, D.
, 
Gilmore, A.
, 
Perry, C.
, & 
Gronhaug, K.

(2001). Qualitative marketing research. London: SAGE.

Cartwright, 2000


Cartwright, R. C.

(2000). Reducing the health risks associated with travel. Tourism Economics, 6(2), 159–167.

Chen, 2000


Chen, J. S.

(2000). Cross-cultural differences in travel information acquisition among tourists from three pacific-rim countries. Journal of Hospitality & Tourism Research, 24(2), 239–251.

Chiarini, 2017


Chiarini, A.

(2017). Risk-based thinking according to ISO 9001:2015 standard and the risk sources European manufacturing SMEs intend to manage. The TQM Journal, 29(2), 310–323.

Christaller, 1963


Christaller, W.

(1963). Some considerations of tourism locations in Europe. Papers of the Regional Science Association, 12, 168–178.

Churchill, 1979


Churchill, G. A., Jr.

(1979). A paradigm for developing better measures of marketing constructs. Journal of Research Marketing, 16(February), 64–73.

Churchill and Surprenant, 1982


Churchill, G. A., Jr.
, & 
Surprenant, C. F.

(1982). An investigation into the determinants of customer satisfaction. Journal of Marketing Research, 19(4), 491–504.

Cohen, 1972


Cohen, E.

(1972). Towards a sociology of international tourism. Social Research, 39, 164–182.

Cohen, 1979


Cohen, E.

(1979). A phenomenology of tourist experiences. Sociology, 13, 179–201.

Cohen, 2013


Cohen, J.

(2013). Statistical power analysis for the behavioral sciences. Cambridge, MA: Academic press.

Connell, 2005


Connell, J.

(2005). Toddlers, tourism and Tobermory: Destination marketing issues and television-induced tourism. Tourism Management, 26, 763–776.

Connell and Page, 2008


Connell, J., & Page, S. J.

(2008). Exploring the spatial patterns of car-based tourist travel in Loch Lomond and Trossachs National Park, Scotland. Tourism Management, 29(3), 561–580.

Conti et al., 2019


Conti, E., Vesci, M., Crudele, C., & Pencarelli, T.

(2019). Design-driven innovation,quality and customer value in manufacturing companies. The TQM Journal, 31(6), 968–986.

Coolican, 1990


Coolican, H.

(1990). Research methods and statistics in psychology. London: Hodder & Stoughton.

Cooper et al., 1993


Cooper, C.
, 
Fletcher, J.
, 
Gilbert, D.
, & 
Wanhill, S.

(1993). Tourism: Principles and practice. Harlow: Longman Scientific and Technical.

Cooper and Schindler, 2018


Cooper, D. R.
, & 
Schindler, P. S.

(2018). Business research methods (13th ed.). New York, NY: McGraw-Hill.

Creswell, 2018


Creswell, J. W.

(2018). Research design: Qualitative and quantitative approaches (5th ed.). Thousand Oaks, CA: SAGE.

Crompton, 1979


Crompton, J. L.

(1979). Motivations for pleasure vacation. Annals of Tourism Research, 6(4), 408–424.

Crompton and Love, 1995


Crompton, J. L.
, & 
Love, L. L.

(1995). The predictive validity of alternative approaches to evaluating quality of a festival. Journal of Travel Research, 34, 11–24.

Cronbach, 1951


Cronbach, L. J.

(1951). Coefficient alpha and the internal structure of tests. Psychometrika, 16, 297–334.

Cronin and Taylor, 1992


Cronin, J. J.
, & 
Taylor, S. A.

(1992). Measuring service quality: A re-examination and extension. Journal of Marketing, 56(3), 55–68.

Crosby, 1979


Crosby, P. B.

(1979). Quality is free: The art of making quality certain. New York, NY: New American.

Crosby, 1984


Crosby, P. B.

(1984). Quality is without tear. New York, NY: New American.

Cullen, 1961


Cullen, G.

(1961). Townscape. New York, NY: Reinhold Publishing Corp.

Dann, 1977


Dann, G.

(1977). Anomie, ego-enhancement and tourism. Annals of Tourism Research, 4(4), 184–194.

Davidson and Maitland, 1997


Davidson, R.
, & 
Maitland, R.

(1997). Tourism destinations. London: Hodder & Stoughton.

Davies, 2003


Davies, B.

(2003). The role of quantitative and qualitative research in industrial studies of tourism. International Journal of Tourism Research, 5, 97–111.

Dawes and Rowley, 1999


Dawes, J.
, & 
Rowley, J.

(1999). Negative evaluations of service quality – A framework for identification and response. Journal of Marketing Practice: Applied Marketing Science, 5(2), 46–55.

Dawood, 1989


Dawood, R.

(1989). Tourists' health – Could the travel industry do more? Tourism Management, 10(4), 285–287.

de Ruyter and Scholl, 1998


de Ruyter, K.
, & 
Scholl, N.

(1998). Positioning qualitative market research: Reflections from theory and practice. Qualitative Market Research: An International Journal, 1(1), 7–14.

de Vaus, 1996


de Vaus, D. A.

(1996). Surveys in social research (4th ed.). London: UCL Press.

De Vaus and de Vaus, 2013


De Vaus, D., & de Vaus, D.

(2013). Surveys in social research. London: Routledge.

Decrop, 1999


Decrop, A.

(1999). Triangulation in qualitative tourism research. Tourism Management, 20(1), 157–161.

Dellaert et al., 1998


Dellaert, B.
, 
Ettema, D. F.
, & 
Lindh, C.

(1998). Multi-faceted tourist travel decisions: A constraint-based conceptual framework to describe tourist's sequential choices of travel components. Tourism Management, 19(4), 313–320.

Deming, 1982


Deming, W. E.

(1982). Quality productivity and competitive position. Cambridge, MA: Massachusetts Institute of Technology.

Deming, 1986


Deming, W. E.

(1986). Out of the crisis: Quality productivity and competitive position. Cambridge, MA: MIT Press.

Destination International, 2017


Destination International

. (2017). Retrieved from https://destinationsinternational.org/dnext-diagnostic-tool. Accessed on April 19, 2020.

Devers and Frankel, 2000


Devers, K. L.
, & 
Frankel, R. M.

(2000). Study design in qualitative research—2: Sampling and data collection strategies. Education for Health: Change in Training & Practice, 13(2), 263–271.

Devlin et al., 2002


Devlin, J. F.
, 
Gwynne, A. L.
, & 
Ennew, C. T.

(2002). The antecedents of service expectations. The Services Industry Journal, 22(4), 117–136.

Dewhurst and Augustyn, 2006


Dewhurst, P. D.
, & 
Augustyn, M. M.

(2006). Quality and yield management. In 

J. Beech
& 
S. Chadwick

(Eds.), The business of tourism management (pp. 227–245). Harlow: FT Prentice Hall.

Dey, 1993


Dey, I.

(1993). Qualitative data analysis. London: Routledge.

d'Hauteserre, 2000


d'Hauteserre, A.

(2000). Lessons in managed destination competitiveness: The case of Foxwoods casino resort. Tourism Management, 21(1), 23–32.

Donnelly et al., 2006


Donnelly, M.
, 
Kerr, N. J.
, 
Rimmer, R.
, & 
Shiu, E. M.

(2006). Assessing the quality of police services using SERVQUAL. Policing: An International Journal of Police Strategies & Management, 29(1), 92–105.

Doorne, 2000


Doorne, S.

(2000). Caves, cultures and crowds: Carrying capacity meets consumer sovereignty. Journal of Sustainable Tourism, 8(2), 116–130.

Doxey, 1975


Doxey, G.

(1975). A causation theory of visitor–resident irritants. In Proceedings 6th annual conference on the travel research association (pp. 195–198). San Diego, CA: Travel Research Association.

Dubois, 2005


Dubois, G.

(2005). Indicators for an environmental assessment of tourism at national level. Current Issues in Tourism, 8(2–3), 140–154.

Duggal and Verma, 2013


Duggal, E.
, & 
Verma, H.

(2013). Service quality: Construct comprehension and evolution over time. Journal of Services Research, 13(1), 135–160.

Durmaz, 2015


Durmaz, S. B.

(2015). Analyzing the quality of place: Creative clusters in Soho and Beyoğlu. Journal of Urban Design, 20(1), 93–124.

Echtner and Ritchie, 1991


Echtner, C. M.
, & 
Ritchie, J. B. R.

(1991). The meaning and measurement of destination image. Journal of Tourism Studies, 2(2), 2–12.

Echtner and Ritchie, 1993


Echtner, C. M.
, & 
Ritchie, J. B. R.

(1993). The measurement of destination image: An empirical assessment. Journal of Travel Research, 31(4), 3–13.

Edelheim, 2007


Edelheim, J. R.

(2007). Hidden messages: A polysemic reading of tourist brochures. Journal of Vacation Marketing, 13(1), 5–17.

Ekinci, 2001


Ekinci, Y.

(2001). The validation of the generic service quality dimensions: An alternative approach. Journal of Retailing and Consumer Services, 8(6), 311–324.

Ekinci et al., 2003


Ekinci, Y.
, 
Prokopaki, P.
, & 
Cobanoglu, C.

(2003). Service quality in Cretan accommodations: Marketing strategies for the UK holiday market. Hospitality Management, 22(1), 47–66.

Ekinci and Riley, 1998


Ekinci, Y.
, & 
Riley, R.

(1998). A critique of the issues and theoretical assumptions in service quality measurement in the lodging industry: Time to move the goal post? Hospitality Management, 17, 349–362.

Ekinci et al., 1998


Ekinci, Y.
, 
Riley, M.
, & 
Fife-Schaw, C.

(1998). What school of thought? The dimension of the resort hotel quality. International Journal of Contemporary Hospitality Management, 10(2), 63–67.

Eldabi et al., 2002


Eldabi, T.
, 
Irani, Z.
, 
Paul, R. J.
, & 
Love, P. E.

(2002). Quantitative and qualitative decision-making methods in simulation modelling. Management Decision, 40(1), 64–73.

Elshaer and Augustyn, 2016a


Elshaer, I. A.
, & 
Augustyn, M. M.

(2016a). Direct effects of quality management on competitive advantage. International Journal of Quality & Reliability Management, 33(9), 1286–1310. doi:10.1108/IJQRM-07-2014-0086


Elshaer and Augustyn, 2016b


Elshaer, I. A.
, & 
Augustyn, M. M.

(2016b). Testing the dimensionality of the quality management construct. Total Quality Management and Business Excellence, 27(3–4), 353–367.

English Tourist Board, 1994


English Tourist Board

. (1994). The UK tourist: Statistics 1993. London: ETB/NITB/STB/WTB.

Esmaeilpoorarabi et al., 2016


Esmaeilpoorarabi, N.
, 
Yigitcanlar, T.
, & 
Guaralda, M.

(2016). Place quality and urban competitiveness symbiosis? A position paper. International Journal of Knowledge-Based Development, 7(1), 4–21.

Esmaeilpoorarabi et al., 2018


Esmaeilpoorarabi, N.
, 
Yigitcanlar, T.
, & 
Guaralda, M.

(2018). Place quality in innovation clusters: An empirical analysis of global best practices from Singapore, Helsinki, New York and Sydney. Cities, 74, 156–168.

Evans and Lindsay, 2016


Evans, J. R.
, & 
Lindsay, W. M.

(2016). Managing for quality and performance excellence. Boston, MA: Cengage Learning.

Fallon and Schofield, 2003


Fallon, P.
, & 
Schofield, P.

(2003). Just trying to keep the consumer satisfied: Comparing the validity models used in the measurement of tourist satisfaction. Journal of Quality Assurance in Hospitality and Tourism, 4(3–4), 77–96.

Fallon and Schofield, 2006


Fallon, P.
, & 
Schofield, P.

(2006). The dynamics of destination attribute importance. Journal of Business Research, 59, 709–713.

Feigenbaum, 1951


Feigenbaum, A. V.

(1951). Quality control: Principles, practice and administration. New York, NY: McGraw-Hill.

Feigenbaum, 1983


Feigenbaum, A. V.

(1983). Total quality control (3rd ed.). New York, NY: McGraw-Hill.

Fennell, 1999


Fennell, D.

(1999). Ecotourism: An introduction. London: Routledge.

Fennell, 2014


Fennell, D.

(2014). Ecotourism: An introduction (4th ed.). London: Routledge.

Fick and Ritchie, 1991


Fick, G.
, & 
Ritchie, B.

(1991). Measuring service qualities in the travel and tourism industry. Journal of Travel Research, 30, 2–9.

Field, 2013


Field, A.

(2013). Discovering statistics using IBM SPSS statistics. London: SAGE.

Finn et al., 2000


Finn, M.
, 
Elliott-White, M.
, & 
Walton, M.

(2000). Tourism and leisure research methods: Data collection, analysis and interpretation. Essex: Pearson Education.

Fleishman et al., 2004


Fleishman, L.
, 
Feitelson, E.
, & 
Salomon, I.

(2004). The role of cultural and demographic diversity in crowding perception: Evidence from nature reserves in Israel. Tourism Analysis, 9, 23–40.

Flick, 2002


Flick, U.

(2002). An introduction to qualitative research (2nd ed.). London: SAGE.

Florida, 2002


Florida, R.

(2002). The rise of the creative class cities without gays and rock bands are losing the economic development race. Washington Monthly, 34(5), 15–26.

Foddy, 1993


Foddy, F.

(1993). Constructing questions for interviews and questionnaires: Theory and practice in social research. Cambridge: Cambridge University Press.

Fontana and Frey, 2000


Fontana, A.
, & 
Frey, J. H.

(2000). The interview: From structured questions to negotiated text. In 

N. Denzin
& 
Y. S. Lincoln

(Eds.), Handbook of qualitative research (2nd ed., pp. 645–672). London: SAGE.

Forker et al., 1996


Forker, L. B.
, 
Vickery, S. K.
, & 
Drooge, C. L.

(1996). The contribution of quality to business performance. International Journal of Operations Management, 16(8), 44–62.

Frankel and Devers, 2000


Frankel, R., & Devers, K.

(2000). Study design in qualitative research—1: Developing questions and assessing resource needs. Education for Health, 13(2), 251–261.

Frankfort-Nachmias and Nachmias, 2007


Frankfort-Nachmias, C., & Nachmias, D.

(2007). Research methods in the social sciences (7th ed.). New York: Worth Publishing.

Frochot and Hughes, 2000


Frochot, I.
, & 
Hughes, H.

(2000). HISTOQUAL: The development of a historic houses assessment scale. Tourism Management, 21, 157–167.

Gagliano and Hathcote, 1994


Gagliano, K. B., & Hathcote, J.

(1994). Customer expectations and perceptions of service quality in retail apparel specialty stores. Journal of Services Marketing, 8(1), 60–69.

Galetzka et al., 2006


Galetzka, M.
, 
Verhoeven, J. W. M.
, & 
Pruyn, A. T. H.

(2006). Service validity and service reliability of search, experience and credence services: A scenario study. International Journal of Service Industry Management, 17(3), 271–283.

Gandhi et al., 2018


Gandhi, S. K.
, 
Sachdeva, A.
, & 
Gupta, A.

(2018). Service quality models: A critical analysis about their relevance to supply chains of small-medium manufacturing units. Journal of Supply Chain Management, 15(1), 7–39.

Ganić et al., 2018


Ganić, E.
, 
Babić-Hodović, V.
, & 
Arslanagić-Kalajdžić, M.

(2018). Effects of Servperf dimensions on students' loyalty – Do you know what is behind the scene? International Journal of Business and Social Science, 9(2), 215–224.

Garrigos-Simon et al., 2019


Garrigos-Simon, F. J.
, 
Narangajavana-Kaosiri, Y.
, & 
Narangajavana, Y.

(2019). Quality in tourism literature: A bibliometric review. Sustainability, 11(14), 3859.

Garvin, 1984


Garvin, D. A.

(1984). What does ‘product quality’ really mean? Sloan Management Review, 26(1), 25–43.

Garvin, 1988


Garvin, D. A.

(1988). Managing quality: The strategic and competitive edge. New York, NY: Free Press.

Getty and Getty, 2003


Getty, J. M.
, & 
Getty, R. L.

(2003). Lodging quality index (LQI): Assessing customers' perceptions of quality delivery. International Journal of Contemporary Hospitality Management, 15(2), 94–104.

Getty and Thompson, 1994


Getty, J.
, & 
Thompson, K.

(1994). A procedure for scaling perceptions of lodging quality. Hospitality Research Journal, 18(2), 75–96.

Ghaderi et al., 2017


Ghaderi, Z., Saboori, B., & Khoshkam, M.

(2017). Does security matter in tourism demand?. Current Issues in Tourism, 20(6), 552–565.

Ghobadian and Speller, 1994


Ghobadian, A.
, & 
Speller, S.

(1994). Guru of quality: A framework for comparison. Total Quality Management, 5(3), 53–69.

Gilbert and Terrata, 2001


Gilbert, D.
, & 
Terrata, M.

(2001). An exploratory study of factors of Japanese tourism demand for the UK. International Journal of Contemporary Hospitality Management, 13(2), 70–78.

Gilmore and Carson, 1996


Gilmore, A.
, & 
Carson, D.

(1996). ‘Integrative’ qualitative methods in services context. Marketing Intelligence & Planning, 14(6), 21–26.

Glaser and Strauss, 1967


Glaser, B.
, & 
Strauss, A. L.

(1967). The discovery of grounded theory: Strategies of qualitative research. New York, NY: Aldine de Gruyter.

Glaveli et al., 2006


Glaveli, N.
, 
Petridou, E.
, 
Liassides, C.
, & 
Spathis, C.

(2006). Bank service quality: Evidence from five Balkan countries. Managing Service Quality, 16(4), 380–394.

Gnoth, 1997


Gnoth, J.

(1997). Tourism motivation and expectation formation. Annals of Tourism Research, 24(2), 283–304.

Gonzalez and Bello, 2002


Gonzalez, A. M.
, & 
Bello, L.

(2002). The construct ‘lifestyle’ in market segmentation: The behaviour of tourist consumers. European Journal of Marketing, 36(1/2), 51–85.

Gooroochurn and Sugiyarto, 2005


Gooroochurn, N.
, & 
Sugiyarto, G.

(2005). Competitiveness indicators in the travel and tourism industry. Tourism Economics, 11(1), 25–43.

Goossens, 2000


Goossens, C.

(2000). Tourism information and pleasure motivation. Annals of Tourism Research, 27(2), 301–321.

Gorla, 2012


Gorla, N.

(2012). Information systems service quality, zone of tolerance, and user satisfaction. Journal of Organizational and End User Computing, 24(2), 50–73.

Gouda et al., 2019


Gouda, S. K.
, 
Awasthy, P.
, 
Krishnan, T. S.
, & 
Sreedevi, R.

(2019). What does “green quality” really mean? The TQM Journal, 31(1), 52–69.

Goulding, 1999


Goulding, C.

(1999). Consumer research interpretive paradigms and methodological ambiguities. European Journal of Marketing, 33(9/10), 859–873.

Gronroos, 1983


Gronroos, C.

(1983). Strategic management and marketing in the service sector. Cambridge, MA: Marketing Science Institute.

Gronroos, 1984


Gronroos, C.

(1984). Service marketing model and its marketing implications. European Journal of Marketing, 18(4), 36–44.

Gronroos, 2000


Gronroos, C.

(2000). Service management and marketing: A customer relationship management approach. New York, NY: John Wiley & Sons.

Gunn, 1988


Gunn, C. A.

(1988). Tourism planning. New York, NY: Taylor & Francis.

Gunn, 1994


Gunn, C. A.

(1994). Tourism planning (3rd. ed.). London: Taylor & Francis.

Guru and Paulssen, 2020


Guru, R. R. D.
, & 
Paulssen, M.

(2020). Customers' experienced product quality: Scale development and validation. European Journal of Marketing, 54(4), 645–670.

Gyimothy, 2000


Gyimothy, S.

(2000). Odysseys: Analysing service journeys from the customer's perspective. Managing Service Quality, 10(6), 389–396.

Hair et al., 2014


Hair, J. F.
, 
Black, W. C.
, 
Babin, B. J.
, & 
Anderson, R. E.

(2014). Multivariate data analysis (Pearson new int. ed.). Essex: Pearson Education.

Hall, 2008


Hall, C. M.

(2008). Tourism planning: Policies, processes and relationships. Harlow: Pearson Education.

Hall and Page, 2014


Hall, C. M., & Page, S. J.

(2014). The geography of tourism and recreation: Environment, place and space. New York: Routledge.

Hammersley, 1981


Hammersley, M.

(1981). Making sense of qualitative data. Milton Keynes: Open University Press.

Haralambopoulos and Pizam, 1996


Haralambopoulos, N., & Pizam, A.

(1996). Perceived impacts of tourism: The case of Samos. Annals of Tourism Research, 23(3), 503–526.

Hartmann and Hedblom, 1979


Hartmann, J. J.
, & 
Hedblom, B.

(1979). Methods for the social science: A handbook for students and non-specialists. Westport, CT: Greenwood Press.

Healey, 2010


Healey, P.

(2010). Making better places: The planning project in the twenty-first century. London: Macmillan International Higher Education.

Heeley, 2011


Heeley, J.

(2011). Inside city tourism: European perspectives. Clevedon: Channel View.

Henderson, 2006


Henderson, J.

(2006). Tourism in Dubai: Overcoming barriers to destination development. International Journal of Tourism Research, 8(2), 87–100.

Henderson, 1999


Henderson, J. C.

(1999). Tourism management and the southeast Asian economic and environmental crisis: A Singapore perspective. Managing Leisure, 4, 107–120.

Henry, 1990


Henry, G. T.

(1990). Practical sampling. London: SAGE.

Heskett et al., 1994


Heskett, J. L.
, 
Jones, T. O.
, 
Loveman, G. W.
, 
Sasser, W. E., Jr.
, & 
Schlesinger, L. A.

(1994). Putting the service profit chain to work. Harvard Business Review, 72(2), 164–174.

Heung and Cheng, 2000


Heung, V. C. S.
, & 
Cheng, G. E.

(2000). Assessing tourists' satisfaction with shopping in the Hong Kong special administrative region of China. Journal of Travel Research, 38(4), 396–404.

Hewitt-Taylor, 2001


Hewitt-Taylor, J.

(2001). Use of constant comparative analysis in qualitative research. Nursing Standard, 15(42), 39–42.

Hitchcock and Putra, 2005


Hitchcock, M.
, & 
Putra, I. N. D.

(2005). The Bali bombings: Tourism crisis management and conflict avoidance. Current Issues in Tourism, 8(1), 62–76.

Ho, 1995


Ho, S. K.

(1995). TQM: An integrated approach. London: Kogan Page Limited.

Holbrook and Corfman, 1985


Holbrook, M. B.
, & 
Corfman, K. P.

(1985). Quality and value in the consumption experience: Phaedrus rides again. In 

J. Jacoby
& 
J. Olson

(Eds.), Perceived quality (pp. 31–57). Lexington, MA: Lexington Books.

Holden, 2016


Holden, A.

(2016). Environment and tourism (3rd ed.). London: Routledge.

Hu and Ritchie, 1993


Hu, Y.
, & 
Ritchie, J. R. B.

(1993). Measuring destination attractiveness: A contextual approach. Journal of Travel Research, 32(1), 25–34.

Hughes, 1980


Hughes, J.

(1980). The philosophy of social research. New York, NY: Longman.

Huybers and Bennet, 2000


Huybers, T.
, & 
Bennet, J.

(2000). Impact of the environment on holiday destination choices of prospective UK tourists: Implications for Tropical North Queensland. Tourism Economics, 6(1), 21–46.

Iacobucci et al., 1994


Iacobucci, D.
, 
Grayson, K. A.
, & 
Edstrom, A. L.

(1994). The calculus of service quality and customer satisfaction: Theoretical and empirical differentiation and integration. In 

T. A. Swartz
, 
D. E. Bowen
, & 
S. W. Brown

(Eds.), Advances in services marketing and management (pp. 136–153). Greenwich, CT: JAI Press.

Ishikawa, 1985


Ishikawa, K.

(1985). What is total quality control? The Japanese way. London: Prentice Hall.

Ismail et al., 2006


Ismail, I.
, 
Haron, H.
, 
Ibrahim, D. N.
, & 
Isa, S. M.

(2006). Service quality, client satisfaction and loyalty towards audit firms: Perceptions of Malaysian public listed companies. Managerial Auditing Journal, 21(7), 738–756.

ISO, 2000


ISO

. (2000). ISO 9000:2000. Quality management systems – Fundamentals and vocabulary. Geneva: ISO.

Iso-Aloha, 1980


Iso-Aloha, S.

(1980). The social psychology of leisure and tourism. Dubuque, IA: W. C. Brown Co. Publishers.

Ivanov and Webster, 2017


Ivanov, S., & Webster, C.

(2017, October 19–21). Adoption of robots, artificial intelligence and service automation by travel, tourism and hospitality companies – a cost-benefit analysis. International Scientific Conference “Contemporary tourism – traditions and innovations”, Sofia University.

Jabnoun and Khalifa, 2005


Jabnoun, N.
, & 
Khalifa, A.

(2005). A customized measure service quality in the UAE. Managing Service Quality, 15(4), 374–388.

Jang and Wu, 2006


Jang, S.
, & 
Wu, C. M.

(2006). Seniors' travel motivation and the influential factors: An examination of Taiwanese seniors. Tourism Management, 27(2), 306–316.

Jennings, 2011


Jennings, G.

(2011). Tourism research (2nd ed.). Brisbane: John Wiley & Sons.

Jennings et al., 2009


Jennings, G., Lee, Y. S., Ayling, A., Lunny, B., Cater, C., & Ollenburg, C.

(2009). Quality tourism experiences: Reviews, reflections, research agendas. Journal of Hospitality Marketing & Management, 18(2–3), 294–310.

Jennings and Nickerson, 2006


Jennings, G.
, & 
Nickerson, N.

(Eds.). (2006). Quality tourism experiences. Burlington, MA: Elsevier.

Jick, 1979


Jick, T. D.

(1979). Mixing qualitative and quantitative methods: Triangulation in action. In 

J. V. Maanen

(Ed.), Qualitative methodology (pp. 135–149). Newbury Park, CA: SAGE.

Jin et al., 2016


Jin, Q.
, 
Hu, H.
, & 
Kavan, P.

(2016). Factors influencing perceived crowding of tourists and sustainable tourism destination management. Sustainability, 8(10), 976. Retrieved from https://www.mdpi.com/2071-1050/8/10/976


Johns and Howard, 1998


Johns, N.
, & 
Howard, A.

(1998). Customer expectations versus perceptions of service performance in the food service industry. International Journal of Service Industry Management, 9(3), 248–265.

Johns and Tyas, 1997


Johns, N.
, & 
Tyas, P.

(1997). Customer perceptions of service operations: Gestalt, incident or mythology? Service Industries Journal, 17(3), 474–488.

Johnson and Mathews, 1997


Johnson, C.
, & 
Mathews, B. P.

(1997). The influence of experience on service expectations. International Journal of Service Industry Management, 8(4), 290–305.

Johnston, 1995


Johnston, R.

(1995). The determinants of service quality: Satisfiers and dissatisfiers. International Journal of Service Industry Management, 6(5), 53–71.

Jordan and Gibson, 2004


Jordan, F.
, & 
Gibson, H.

(2004). Let your data do the talking: Researching the solo travel experiences of British and American women. In 

J. Phillimore
& 
L. Goodson

(Eds.), Qualitative research in tourism: Epistemologies, ontologies and methodologies (pp. 215–235). London: Routledge.

Judd et al., 1991


Judd, C. M.
, 
Smith, E. R.
, & 
Kidder, L. H.

(1991). Research methods in social relations (6th ed.). New York, NY: Holt, Rinehart and Winston.

Juran, 1974


Juran, J. M.

(1974). Juran's quality control handbook (3rd ed.). New York, NY: McGraw-Hill.

Juran and Gryna, 1988


Juran, J. M.
, & 
Gryna, F. M.

(1988). Juran's quality control handbook (4th ed.). New York, NY: McGraw-Hill.

Juwaheer, 2004


Juwaheer, T. D.

(2004). Exploring international tourists' perceptions of hotel operations by using a modified SERVQUAL approach – A case study of Mauritius. Managing Service Quality, 14(5), 350–364.

Kaatz, 2020


Kaatz, C.

(2020). Retail in my pocket–replicating and extending the construct of service quality into the mobile commerce context. Journal of Retailing and Consumer Services, 53, 101983.

Kang and James, 2004


Kang, G. D.
, & 
James, J.

(2004). Service quality dimensions: An examination of Gronroos's service quality model. Managing Service Quality, 14(4), 266–277.

Karl, 2018


Karl, M.

(2018). Risk and uncertainty in travel decision-making: Tourist and destination perspective. Journal of Travel Research, 57(1), 129–146.

Keane, 1996


Keane, M. J.

(1996). Sustaining quality in tourism destinations: An economic model with an application. Applied Economics, 28(12), 1545–1553.

Kennedy and Augustyn, 2014


Kennedy, V.
, & 
Augustyn, M. M.

(2014). Stakeholder power and engagement in an English seaside context: Implications for destination leadership. Tourism Review, 69, 187–201. doi:10.1108/TR-06-2013-0030


Khan, 2003


Khan, M.

(2003). Ecoserv: Ecotourists' quality expectations. Annals of Tourism Research, 30(1), 109–121.

Kılıçlar et al., 2018


Kılıçlar, A., Uşaklı, A., & Tayfun, A.

(2018). Terrorism prevention in tourism destinations: Security forces vs. civil authority perspectives. Journal of Destination Marketing & Management, 8, 232–246.

Kim and Lee, 2000


Kim, C.
, & 
Lee, S.

(2000). Understanding the cultural differences in tourist motivation between Anglo-American and Japanese tourists. Journal of Travel & Tourism Marketing, 9(1–2), 153–170.

Kim, 1998


Kim, H. B.

(1998). Perceived attractiveness of Korean destinations. Annals of Tourism Research, 25, 340–361.

Kim and Prideaux, 2005


Kim, S. S.
, & 
Prideaux, B.

(2005). Marketing implications arising from a comparative study of international pleasure tourist motivations and other travel-related characteristics of visitors to Korea. Tourism Management, 26(2), 347–357.

Kindon, 2018


Kindon, F.

(2018). Shane Richie suing Thomas Cook over ‘holiday from hell’ after having to ‘queue for eggs’ on five-star Mexico break, June 1. Retrieved from https://link-galecom.ezproxy.cqu.edu.au/apps/doc/A541040411/ITOF?u=cquand sid=ITOF&xid=37541ede


Knutson et al., 1991


Knutson, B.
, 
Stevens, P.
, 
Wullaert, C.
, 
Patton, M.
, & 
Yokoyama, F.

(1991). LODGSERV: A service quality index for the lodging industry. Hospitality Research Journal, 14(3), 277–284.

Koo et al., 1999


Koo, L. C.
, 
Tao, F. K. C.
, & 
Yeung, J. H. C.

(1999). Preferential segmentation of restaurant attributes through conjoint analysis. International Journal of Contemporary Hospitality Management, 11(5), 242–250.

Koornneef, 2006


Koornneef, E.

(2006). Measuring quality in services for children with an intellectual disability. International Journal of Health Care, 19(5), 400–408.

Kotler et al., 1996


Kotler, P.
, 
Bowen, J.
, & 
Makens, J.

(1996). Marketing for hospitality and tourism. New Jersey, NJ: Prentice Hall.

Kozak, 2000


Kozak, M.

(2000). A critical review of approaches to measure satisfaction with tourist destinations. Tourism Analysis, 5, 191–196.

Kozak, 2001


Kozak, M.

(2001). Comparative assessment of tourist satisfaction with destinations across two nationalities. Tourism Management, 22, 391–401.

Kozak and Rimmington, 2000


Kozak, M.
, & 
Rimmington, M.

(2000). Tourists' satisfaction with Mallorca, Spain as an off-season holiday destination. Journal of Travel Research, 38(3), 260–269.

Krueger, 1994


Krueger, R. A.

(1994). Focus groups: A practical guide for applied research (2nd ed.). London: SAGE.

Kvist and Klefsjo, 2006


Kvist, A. K. J.
, & 
Klefsjo, B.

(2006). Which service quality dimensions are important in inbound tourism? A case study in a peripheral location. Managing Service Quality, 16(5), 520–537.

Lacey, 1996


Lacey, A. R.

(1996). A dictionary of philosophy. London: Routledge.

Lam and Zhang, 1999


Lam, T.
, & 
Zhang, H. Q.

(1999). Service quality of travel agents: The case of travel agents in Hong Kong. Tourism Management, 20(2), 341–349.

Lassar et al., 2000


Lassar, W. M.
, 
Manolis, C.
, & 
Winsor, R. D.

(2000). Service quality perspectives and satisfaction in private banking. Journal of Services Marketing, 14(3), 244–271.

LaTour and Peat, 1979


LaTour, S. A.
, & 
Peat, N. C.

(1979). Determinants of consumer satisfaction: A field study. In 

I. Ross

(Ed.), Proceedings of the division 23 program, 87th annual convention of the American Psychology Association(pp. 83–85). Washington, DC: American Public Health Association.

Laws, 1995


Laws, E.

(1995). Tourist destination management: Issues, analysis and policies. London: Routledge.

Laws, 2002


Laws, E.

(2002). Tourism marketing: Quality and service management perspective. London: Continuum.

LeBlanc, 1992


LeBlanc, G.

(1992). Factors affecting the evaluation of service quality in travel agencies: An investigation of customer perceptions. Journal of Travel Research, 30(4), 10–16.

Lee et al., 2011


Lee, J. H.
, 
Kim, H. D.
, 
Ko, Y. J.
, & 
Sagas, M.

(2011). The influence of service quality on satisfaction and intention: A gender segmentation strategy. Sport Management Review, 14(1), 54–63.

Lehtinen and Lehtinen, 1982


Lehtinen, J. R.
, & 
Lehtinen, U.

(1982). Service quality: A study of quality dimensions. Unpublished Working Paper. Service Management Institute, Helsinki.

Lehtinen and Lehtinen, 1991


Lehtinen, J. R.
, & 
Lehtinen, U.

(1991). Two approaches to service quality dimensions. Service Industries Journal, 11(3), 287–303.

Leiper, 1990


Leiper, N.

(1990). The tourist system. Palmerston North: Massey University Department of Management Systems.

Leiper, 1995


Leiper, N.

(1995). Tourism management. Melbourne: RMIT University Press.

Leiper, 1999


Leiper, N.

(1999). Ten myths about tourism. Conference proceedings 1999 CAUTHE national research tourism conference, Adelaide, pp. 1–11.

Lenehan and Harrington, 1998


Lenehan, T.
, & 
Harrington, D.

(1998). Managing quality in tourism: Theory and practice. Dublin: Oak Tree Press.

Leong et al., 2015


Leong, L. Y.
, 
Hew, T. S.
, 
Lee, V. H.
, & 
Ooi, K. B.

(2015). An SEM–artificial-neural-network analysis of the relationships between SERVPERF, customer satisfaction and loyalty among low-cost and full-service airline. Expert Systems with Applications, 42(19), 6620–6634.

Levantis and Gani, 2000


Levantis, T.
, & 
Gani, A.

(2000). Tourism demand and the nuisance of crime. International Journal of Social Economics, 27(7/8/9/10), 959–967.

Lew, 1999


Lew, A. A.

(1999). Tourism and the Southeast Asian crises of 1997 and 1998: A view from Singapore. Current Issues in Tourism, 2(4), 304–315.

Lian and Denstadli, 2010


Lian, J. I.
, & 
Denstadli, J. M.

(2010). Booming leisure air travel to Norway – The role of airline competition. Scandinavian Journal of Hospitality and Tourism, 10(1), 1–15.

Liechty and Churchill, 1979


Liechty, M. G., & Churchill, G. A.

(1979). Conceptual insights into consumer satisfaction with services. In 

N. Beckwith

, 
American Marketing Association
, & 

Educators' Conference

(Eds.), Educator's Conference Proceedings. Series 94
 (pp. 509–515). Chicago: American Marketing Association.

Likert, 1932


Likert, R.

(1932). A technique for the measurement of attitudes. Archives of Psychology, 140(55), 15–20.

Lim and McAleer, 2001


Lim, C.
, & 
McAleer, M.

(2001). Monthly seasonal variations: Asian tourism to Australia. Annals of Tourism Research, 28(1), 68–82.

Lincoln and Guba, 1985


Lincoln, N.
, & 
Guba, E.

(1985). Naturalistic enquiry. Newbury Park, CA: SAGE.

Lindqvist and Bjork, 2000


Lindqvist, L.
, & 
Bjork, P.

(2000). Perceived safety as an important quality dimension among senior tourists. Tourism Economics, 6(2), 151–158.

Llosa et al., 1998


Llosa, S.
, 
Chandon, J. L.
, & 
Orsingher, C.

(1998). An empirical study of SERVQUAL dimensionality. Service Industries Journal, 18(2), 16–44.

Lovelock, 2001


Lovelock, C.

(2001). A retrospective commentary: On the article “new tools for achieving service quality”. Cornell Hotel and Restaurant Administration Quarterly, 42, 39–46.

Lovelock, 1981


Lovelock, C. H.

(1981). Why marketing needs to be different for services. In 

J. Donnelly
& 
W. George

(Eds.), Marketing of services (pp. 5–9). Chicago, IL: American Marketing Association.

Lovelock, 1991


Lovelock, C. H.

(1991). Services marketing (2nd ed.). New Jersey, NJ: Prentice Hall.

Luk et al., 1992


Luk, S. T. K.
, 
de Leon, C. T.
, & 
Li, E. L. Y.

(1992). Value segmentation of tourists' expectations of service quality. Journal of Travel & Tourism Marketing, 2(4), 23–38.

Lynch, 1960


Lynch, K.

(1960). The image of the city (Vol. 11). Cambridge, MA: MIT Press.

MacFarlane, 2018


MacFarlane, K.

(2018, December 17). 
Father to donate “holiday from hell” compensation to those less fortunate. The Northern Echo. Retrieved from https://search.proquest.com/docview/2168219846?accountid=10016


MacKay and Campbell, 2004


MacKay, K. J.
, & 
Campbell, M.

(2004). A mixed-method approach for measuring environmental impacts in nature-based tourism and outdoor recreation settings. Tourism Analysis, 9(3), 141–152.

MacKenzie, 2014


MacKenzie, J.

(2014). An exploration of the attitudes and risk-taking behaviours amongst young people who are regular users of sunbeds and the development of a prevention strategy. Unpublished PhD thesis, University of Liverpool.

Madin and Fenton, 2004


Madin, E. M. P.
, & 
Fenton, D. M.

(2004). Environmental interpretation in the great barrier reef marine park: An assessment of programme effectiveness. Journal of Sustainable Tourism, 12(2), 121–137.

Maher, 2011


Maher, P.

(2011). Antarctic human dimensions: Ambassadors for the experience. In 

P. Maher
, 
E. Stewart
, & 
M. Luck

(Eds.), Polar tourism human, environmental and governance dimensions (pp. 121–141). New York, NY, Cognizant Communications.

Mangold and Babakus, 1991


Mangold, G. W.
, & 
Babakus, E.

(1991). Service quality: The front-stage vs. the back-stage perspective. Journal of Services Marketing, 5(4), 59–70.

Mansfeld, 1992


Mansfeld, Y.

(1992). From motivation to actual travel. Annals of Tourism Research, 19(3), 399–419.

Martilla and James, 1977


Martilla, J. A., & James, J. C.

(1977). Importance-performance analysis. Journal of Marketing, 41(1), 77–79.

Martin, 2016


Martin, M. J.

(2016). Customers' determination of service quality and satisfaction in a return/repair process: A quantitative study. Academy of Marketing Studies Journal, 20(1), 36–52.

Maslow, 1973


Maslow, A. H.

(1973). Dominance, self-esteem, self-actualization: Germinal papers of AH Maslow. Monterey, CA: Thomson Brooks/Cole.

Mason, 1990


Mason, P.

(1990). Tourism: Environment and development perspectives. Oxford: World Wide Fund for Nature.

Mason, 2003


Mason, P.

(2003). Tourism impacts, planning and management. Oxford: Butterworth-Heinemann.

Mason and Cheyne, 2000


Mason, P., & Cheyne, J.

(2000). Residents’ attitudes to proposed tourism development. Annals of Tourism Research, 27(2), 391–411.

Mason, 2005


Mason, P.

(2005). Visitor management in protected areas: From hard to soft approaches. Current Issues in Tourism, 9(3), 181–194.

Mason, 2013


Mason, P.

(2013). The future of the British seaside resort. Presentation given at Scarborough business school, March 10, 2013. Hull University, Hull.

Mason, 2014


Mason, P.

(2014). Researching tourism, leisure and hospitality for your dissertation. Oxford: Goodfellow Publications.

Mason, 2015


Mason, P.

(2015). Tourism impacts, planning and management (3rd ed.). London: Routledge.

Mason, 2017


Mason, P.

(2017). Geography of tourism: Image, impacts and issues. Oxford: Goodfellow Publications.

Mason et al., 2010


Mason, P.
, 
Augustyn, M.
, & 
Seakhoa-King, A.

(2010). Exploratory study in tourism: Designing an initial qualitative phase in sequenced mixed methods research. International Journal of Tourism Research, 12(5), 432–448.

Mason et al., 2005


Mason, P.
, 
Grabowski, P.
, & 
Du, W.

(2005). SARS, tourism and the media. International Journal of Tourism Research, 7(1), 11–12.

Mason and Kuo, 2008


Mason, P.
, & 
Kuo, I. L.

(2008). Visitor attitudes to Stonehenge: International icon or national disgrace? Journal of Heritage Tourism, 2(3), 168–183.

Mason and Legg, 1999


Mason, P.
, & 
Legg, S.

(1999). Antarctic tourism: Activities, impacts and management issues. Pacific Tourism Review, 3, 71–84.

Mawby, 2000


Mawby, R. I.

(2000). Tourists' perceptions of security: The risk–fear paradox. Tourism Economics, 6(2), 109–121.

Maykut and Morehouse, 1994


Maykut, P.
, & 
Morehouse, R.

(1994). Beginning qualitative research: A philosophic and practical guide. London: Falmer Press.

Mazis et al., 1975


Mazis, M. B.
, 
Ahtola, O. T.
, & 
Klippel, R. E.

(1975). A comparison of four multi-attribute models in the prediction of consumer attitudes. Journal of Consumer Research, 2(1), 38–52.

McDowell and MacLean, 1998


McDowell, I.
, & 
MacLean, L.

(1998). Blending qualitative and quantitative study methods in health services research. Health Informatics Journal, 4, 15–22.

McKercher, 2003


McKercher, R.

(2003). Trinet email message 28/04/03.

Medlik, 2012


Medlik, S.

(2012). Dictionary of travel, tourism and hospitality. Hoboken, NJ: Routledge.

Mei et al., 1999


Mei, A. W. O.
, 
Dean, A. M.
, & 
White, C. J.

(1999). Analyzing service quality in the hospitality industry. Managing Service Quality, 9(2), 136–143.

Meyer and Westerbarkey, 1996


Meyer, A.
, & 
Westerbarkey, P.

(1996). Measuring and managing hotel guest satisfaction. In 

M. D. Olsen
, 
R. Teare
, & 
E. Gummesson

(Eds.), Service quality in hospitality organization (pp. 185–203). London: Cassell.

Middleton, 1989


Middleton, V. T. C.

(1989). Tourist product. In 

S. F. Witt
& 
L. Moutinho

(Eds.), Tourism marketing and management handbook (pp. 525–528). Hemel Hempstead: Prentice Hall.

Milano, 2017


Milano, C.

(2017). Overtourism y Tourismfobia: Tendencias globales y contextos locales. Barcelona: Ostelea School of Tourism and Hospitality.

Milano et al., 2019


Milano, C.
, 
Novelli, M.
, & 
Cheer, J. M.

(2019). Overtourism and tourismphobia: A journey through four decades of tourism development, planning and local concerns. Tourism Planning and Development, 16(4), 353–357.

Miles and Huberman, 1984


Miles, M. B.
, & 
Huberman, A. M.

(1984). Qualitative data analysis. London: SAGE.

Miller, 1991


Miller, D. C.

(1991). Handbook of research design and social measurement. London: SAGE.

Miller, 1977


Miller, J. A.

(1977). Exploring satisfaction, modifying models, eliciting expectations, posing problems and making meaningful measurements. In 

H. K. Hunt

(Ed.), Conceptualisation and measurement of customer satisfaction and dissatisfaction (pp. 72–91). Cambridge, MA: Marketing Science Institute.

Minjoon et al., 1998


Minjoon, J.
, 
Peterson, R. T.
, & 
Zsidisin, G. A.

(1998). The identification and measurement of quality dimensions in health care: Focus group interview results. Health Care Management Review, 23(4), 81–97.

Miranda et al., 2018


Miranda, S.
, 
Tavares, P.
, & 
Queiró, R.

(2018). Perceived service quality and customer satisfaction: A fuzzy set QCA approach in the railway sector. Journal of Business Research, 89, 371–377.

Montgomery, 1998


Montgomery, J.

(1998). Making a city: Urbanity, vitality and urban design. Journal of Urban Design, 3(1), 93–116.

Morgan, 1996


Morgan, D. L.

(1996). Focus groups as qualitative research (Vol. 16). Thousand Oaks, CA: Sage publications.

Morgan et al., 2010


Morgan, N., Pritchard, A., & Pride, R.

(2010). Destination branding: Creating the unique destination branding proposition (revised 2nd ed.). Oxford: Butterworth–Heinemann.

Morrison, 2019


Morrison, A.

(2019). Marketing and managing tourism destinations. London: Routledge.

Moser and Kalton, 1975


Moser, C. A.
, & 
Kalton, G.

(1975). Survey methods in social investigations (2nd ed.). London: Heinemann Educational Books.

Mowforth and Munt, 1998


Mowforth, M.
, & 
Munt, I.

(1998). Tourism and sustainability. London: Routledge.

Murphy et al., 2000


Murphy, P.
, 
Pritchard, M. P.
, & 
Smith, B.

(2000). The destination product and its impact on traveller perceptions. Tourism Management, 21(1), 43–52.

Murphy-Black, 1994


Murphy-Black, J.

(1994). The research process: A mind map. British Journal of Midwifery, 2(11), 545–548.

Nair, 2006


Nair, A.

(2006). Meta-analysis of the relationship between quality management practices and business performance-implications for quality management theory development. Journal of Operations Management, 24, 948–975.

Nanda, 2005


Nanda, V.

(2005). Quality management system handbook for product development companies. Washington, DC: CRC Press.

Neal, 2003


Neal, J. D.

(2003). The effect of length of stay on travel perceived satisfaction with service quality. In 

J. A. Williams
& 
M. Uysal

(Eds.), Current issues and development in hospitality and tourism satisfaction (pp. 167–175). Binghamton, NY: Haworth Hospitality Press.

Nelson, 1974


Nelson, P.

(1974). Advertising as information. Journal of Political Economy, 82(4), 729–754.

Neuman, 1991


Neuman, W. L.

(1991). Social research methods: Qualitative and quantitative approaches. Newbury Park, CA: SAGE.

New Straits Times, 2006


New Straits Times

. (2006). Four killed in Hat Yai blasts, September 18. Retrieved from http://www.nst.com.my/


Nicholls, 2006


Nicholls, S.

(2006). Climate change, tourism and outdoor recreation in Europe. Managing Leisure, 11(3), 151–163.

Nishimura et al., 2006


Nishimura, S.
, 
Waryszak, R.
, & 
King, B.

(2006). Guidebook use by Japanese tourists: A qualitative study of Australia inbound travellers. International Journal of Tourism Research, 8(1), 13–26.

Nishimura et al., 2007


Nishimura, S.
, 
Waryszak, R.
, & 
King, B.

(2007). The use of guidebooks by Japanese overseas tourists: A quantitative approach. Journal of Travel Research, 45(3), 275–284.

Nowacki, 2005


Nowacki, M. M.

(2005). Evaluating a museum as a tourist product using the SERVQUAL method. Museum Management and Curatorship, 20(3), 235–250.

Nunnally, 1967


Nunnally, J. C.

(1967). Psychometric theory. New York, NY: McGraw-Hill.

Oakland, 1993


Oakland, S. J.

(1993). Total quality management: The route to improving performance. Oxford: Butterworth-Heinemann.

Oh, 2001


Oh, H.

(2001). Revisiting importance–performance analysis. Tourism Management, 22(6), 617–627.

Oh and Parks, 1997


Oh, H.
, & 
Parks, S. C.

(1997). Customer satisfaction and service quality: A critical review of the literature and research implications for the hospitality industry. Hospitality Research Journal, 20(3), 36–64.

Ojasalo, 2001


Ojasalo, J.

(2001). Managing customer expectations in professional services. Managing Service Quality, 11(3), 200–212.

Oliver, 1980


Oliver, R. L.

(1980). A cognitive model of the antecedents and consequences of satisfaction. Journal of Marketing Research, 17(4), 460–469.

Oliver, 1981


Oliver, R. L.

(1981). Measurement and evaluation of satisfaction process in retail settings. Journal of Retailing, 57(2), 25–48.

Oliver, 1993


Oliver, R. L.

(1993). A conceptual model of service quality and satisfaction: Compatible goals, different concepts. Advances in Services Marketing and Management, 2, 65–85.

O’ Neill, 2001


O’ Neill, M.

(2001). Measuring service quality and customer satisfaction. In 

C. Mok, B. Sparks, & J. Kandampully

(Eds.), Service quality management in hospitality, tourism and leisure. New York: Routledge.

O’Neill and Palmer, 2003


O'Neill, M.
, & 
Palmer, A.

(2003). An exploratory study of the effects of experience on consumer perceptions of the service quality construct. Managing Service Quality, 13(3), 187–196.

Oppenheim, 1992


Oppenheim, A. N.

(1992). Questionnaire design, interviewing and attitude measurement. London: Printer Publishers.

Orams, 1995


Orams, M. B.

(1995). Towards a more desirable form of ecotourism. Tourism Management, 16(1), 3–8.

Otto and Ritchie, 1995


Otto, J. E.
, & 
Ritchie, J. R. B.

(1995). Exploring the quality of the service experience: A theoretical and empirical analysis. Advances in Services Marketing and Management, 4, 37–61.

Otto and Ritchie, 1996


Otto, J. E.
, & 
Ritchie, J. R. B.

(1996). The service experience in tourism. Tourism Management, 17(3), 165–174.

Oxford University Press, 2011


Oxford University Press

. (2011). The concise oxford dictionary of current English (12th ed.). Oxford: Clarendon Press.

Padula and Busacca, 2005


Padula, G.
, & 
Busacca, B.

(2005). The asymmetric impact of price-attribute performance on overall price evaluation. International Journal of Service Industry Management, 16(1), 28–54.

Page and Connell, 2009


Page, S.
, & 
Connell, J.

(2009). Tourism: A modern synthesis. Andover: Cengage Learning.

Pakurár et al., 2019


Pakurár, M.
, 
Haddad, H.
, 
Nagy, J.
, 
Popp, J.
, & 
Oláh, J.

(2019). The service quality dimensions that affect customer satisfaction in the Jordanian banking sector. Sustainability, 11(4), 1113.

Pallant, 2013


Pallant, J.

(2013). SPSS survival manual. London: McGraw-Hill.

Pancholi et al., 2018


Pancholi, S.
, 
Yigitcanlar, T.
, & 
Guaralda, M.

(2018). Attributes of successful place-making in knowledge and innovation spaces: Evidence from Brisbane's Diamantina knowledge precinct. Journal of Urban Design, 23(5), 693–711.

Parasuraman et al., 1991a


Parasuraman, P. A.
, 
Berry, L. L.
, & 
Zeithaml, V. A.

(1991a). Understanding, measuring and improving service quality: Findings from a multiphase research program. In 

S. W. Brown
, 
E. Gummesson
, 
B. Edvardson
, & 
B. Gustavsson

(Eds.), Service quality: Multidisciplinary and multinational perspectives (pp. 253–268). New York, NY: Lexington Books.

Parasuraman et al., 1991b


Parasuraman, P. A.
, 
Berry, L. L.
, & 
Zeithaml, V. A.

(1991b). Refinement and assessment of the SERVQUAL scale. Journal of Retailing, 67(4), 420–451.

Parasuraman et al., 1985


Parasuraman, P. A.
, 
Zeithaml, V. A.
, & 
Berry, L. L.

(1985). A conceptual model of service quality and its implications for future research. Journal of Marketing, 49(4), 41–50.

Parasuraman et al., 1988


Parasuraman, P. A.
, 
Zeithaml, V. A.
, & 
Berry, L. L.

(1988). SERVQUAL: A multiple-item scale for measuring consumer perceptions of service quality. Journal of Retailing, 64(1), 14–40.

Parasuraman et al., 1994a


Parasuraman, P. A.
, 
Zeithaml, V. A.
, & 
Berry, L. L.

(1994a). Reassessment of expectations as a comparison standard in measuring service quality: Implications for further research. Journal of Marketing, 58(1), 111–124.

Parasuraman et al., 1994b


Parasuraman, P. A.
, 
Zeithaml, V. A.
, & 
Berry, L. L.

(1994b). Alternative scales for measuring service quality: A comparative assessment based on psychometric and diagnostic criteria. Journal of Retailing, 70(3), 201–230.

Parasuraman et al., 1994c


Parasuraman, P. A., Zeithaml, V. A., & Berry, L. L.

(1994c). Reassessment of expectations as a comparison standard in measuring service quality: Implications for further research. Journal of Marketing, 58(1), 111–124.

Park et al., 2018


Park, S. J.
, 
Yi, Y.
, & 
Lee, Y. R.

(2018). Heterogeneous dimensions of SERVQUAL. Total Quality Management and Business Excellence, 1–27. doi:10.1080/14783363.2018.1531700


Patton, 1990


Patton, M. Q.

(1990). Qualitative evaluation methods (2nd ed.). Newbury Park, CA: SAGE.

Patton, 2014


Patton, M. Q.

(2014). Qualitative research & evaluation methods: Integrating theory and practice. Los Angeles, CA: Sage publications.

Pearce et al., 1996


Pearce, P.
, 
Moscardo, G.
, & 
Ross, G.

(1996). Tourism community relationships. Oxford: Pergamon.

Pearce and Lee, 2005


Pearce, P. L.
, & 
Lee, U.

(2005). Developing the travel career approach to tourist motivation. Journal of Travel Research, 43(3), 226–237.

Perdue, 2001


Perdue, R. R.

(2001). Destination images and consumer confidence in destination attribute ratings. In 

J. A. Mazanec
, 
A. G. Woodside
, & 
G. I. Crouch

(Eds.), Consumer psychology of tourism, hospitality and leisure (Vol. 2, pp. 19–32). Wallingford, CT: CABI Publishing.

Perreault and Leigh, 1989


Perreault, W. D., Jr.
, & 
Leigh, L. E.

(1989). Reliability of nominal data based on qualitative judgments. Journal of Marketing Research, 26(2), 135–148.

Peterson and Wilson, 1992


Peterson, R. A.
, & 
Wilson, W. R.

(1992). Measuring customer satisfaction: Fact and artifact. Journal of the Academy of Marketing Science, 20(1), 61–71.

Philip and Sternthal, 1996


Philip, L. W.
, & 
Sternthal, B.

(1996). Age differences in information processing: A perspective on the aged consumer. Journal of Marketing Research, 14, 243–249.

Phillimore and Goodson, 2004


Phillimore, J.
, & 
Goodson, L.

(2004). Progress in qualitative research in tourism: Epistemology, ontology and methodology. In 

J. Phillimore
& 
L. Goodson

(Eds.), Qualitative research in tourism: Epistemologies, ontologies and methodologies (pp. 4–29). London: Routledge.

Pizam and Mansfeld, 1996


Pizam, A.
, & 
Mansfeld, Y.

(1996). Tourism, crime and international security issues. Chichester: John Wiley & Sons.

Plog, 1973


Plog, S. C.

(1973). Why destination areas rise and fall in popularity? The Cornell Hotel and Restaurant Administration Quarterly, 14(3), 13–16.

Plog, 1991


Plog, S. C.

(1991). Leisure travel: Making it a growth market again! New York, NY: John Wiley & Sons.

Plog, 2004


Plog, S. C.

(2004). Leisure travel a marketing handbook. Upper Saddle River, NJ: Pearson Prentice Hall.

Pond, 1983


Pond, K.

(1983). The professional guide. New York, NY: Van Nostrand Reinhold.

Porter, 1985


Porter, M.

(1985). Competitive advantage. New York, NY: Free Press.

Porter, 1998


Porter, M. E.

(1998). Clusters and the new economics of competition. Harvard Business Review, 76(6), 77–90.

Postma and Jenkins, 1997


Postma, A.
, & 
Jenkins, A. K.

(1997). Improving the tourist's experience: Quality management applied to tourist destinations. In 

P. E. Murphy

(Ed.), Quality management in urban tourism (pp. 187–197). West Sussex: John Wiley & Sons.

Powpaka, 1996


Powpaka, S.

(1996). The role of outcome quality as a determinant of overall service quality in different categories of services industries: An empirical investigation. Journal of Services Marketing, 10(2), 5–25.

Prakash, 1984


Prakash, V.

(1984). Validity and reliability of the confirmation of expectations paradigm as a determinant of consumer satisfaction. Journal of the Academy of Marketing Science, 12(4), 63–76.

Prentice, 1995


Prentice, R.

(1995). Tourism as experience: Tourists as consumers, insights and enlightenment. Edinburgh: Inaugural Lecture Queen Margaret College.

Pritchard, 2003


Pritchard, M. P.

(2003). The attitudinal and behavioural consequences of destination performance. Tourism Analysis, 8, 61–73.

Prosser, 1998


Prosser, R.

(1998). Tourism. In The encyclopaedia of ethics (Vol. 4, pp. 373–401). Chicago, IL: Houghton Mifflin.

Punter, 1991


Punter, J.

(1991). Participation in the design of urban space. Landscape Design, 200(1), 24–27.

Qu and Ping, 1999


Qu, H.
, & 
Ping, E. W. Y.

(1999). A service performance model of Hong Kong cruise travellers' motivation factors and satisfaction. Tourism Management, 20(2), 237–244.

Qu and Tsang, 1998


Qu, H.
, & 
Tsang, N.

(1998). Service quality gap in China's hotel industry: A study of tourist perceptions and exceptions. Journal of Hospitality & Tourism Research, 22(3), 252–267.

Raajpoot, 2004


Raajpoot, N.

(2004). Reconceptualizing service encounter quality in a non-western context. Journal of Service Research, 7(2), 181–201.

Ramsaran-Fowdar, 2007


Ramsaran-Fowdar, R.

(2007). Developing a service quality questionnaire for the hotel industry in Mauritius. Journal of Vacation Marketing, 13(1), 19–27.

Reeves and Bednar, 1994


Reeves, C. A.
, & 
Bednar, D. A.

(1994). Defining quality: Alternatives and implications. Academy of Management Review, 19(3), 419–440.

Reeves and Bednar, 1995


Reeves, C. A.
, & 
Bednar, D. A.

(1995). Quality as symphony. Cornell Hotel and Restaurant Administration Quarterly, 36(3), 72–79.

Reimer and Kuehn, 2005


Reimer, A.
, & 
Kuehn, R.

(2005). The impact of servicescape on quality perception. European Journal of Marketing, 39(7/8), 785–808.

Reisig and Chandek, 2001


Reisig, M. D.
, & 
Chandek, M. S.

(2001). The effects of expectancy disconfirmation on satisfaction in police-citizen encounters. An International Journal of Police Strategies and Management, 24(1), 88–99.

Reisinger, 2001


Reisinger, Y.

(2001). Unique characteristics of tourism, hospitality, and leisure services. In 

J. Kandampully
, 
C. Mok
, & 
B. Sparks

(Eds.), Service quality management in hospitality tourism and leisure (pp. 15–47). New York, NY: Haworth Hospitality Press.

Relph, 1976


Relph, E.

(1976). Place and placelessness (Vol. 1). London: Pion.

Riley, 1996


Riley, R. W.

(1996). Revealing socially constructed knowledge through quasi-structured interviews and grounded theory analysis. Journal of Travel & Tourism Marketing, 5(1–2), 21–40.

Rittichainuwat and Rattanaphinanchai, 2015


Rittichainuwat, B.
, & 
Rattanaphinanchai, S.

(2015). Applying a mixed method of quantitative and qualitative design in explaining the travel motivation of film tourists in visiting a film-shooting destination. Tourism Management, 46, 136–147.

Roehl, 1999


Roehl, W. S.

(1999). Quality of life issues in a casino destination. Journal of Business Research, 44(3), 223–229.

Ross and Iso-Ahola, 1991


Ross, E. D.
, & 
Iso-Ahola, S. E.

(1991). Sightseeing tourists' motivation and satisfaction. Annals of Tourism Research, 18(2), 226–237.

Rushton and Carson, 1989


Rushton, A. M.
, & 
Carson, D. J.

(1989). Marketing of services: Managing the intangibles. European Journal of Marketing, 23(8), 23–44.

Rust and Oliver, 1994


Rust, R. T.
, & 
Oliver, R. L.

(1994). Service quality insights: Management implications from the frontier. In 

R. Rust
& 
R. L. Oliver

(Eds.), Service quality: New directions in theory and practice (pp. 1–20). Thousand Oaks, CA: SAGE.

Ryan, 1992


Ryan, C.

(1992). The child as a visitor. World Travel and Tourism Review, 2, 135–139.

Ryan, 1995


Ryan, C.

(1995). Researching tourist satisfaction: Issues, concepts, problems. London: Routledge.

Ryan, 1997


Ryan, C.

(1997). From motivation to assessment. In 

C. Ryan

, (Ed.), The tourist experience: A new introduction (pp. 48–72). London: Cassell.

Ryan, 1999


Ryan, C.

(1999). From the psychometrics of the SERVQUAL to sex – Measurements of tourists satisfaction. In 

A. Pizam
& 
Y. Mansfeld

(Eds.), Consumer behavior in travel and tourism (pp. 267–286.). New York, NY: Haworth Hospitality Press.

Ryan, 2000


Ryan, C.

(2000). Tourist experiences, phenomenographic analysis, post-positivism and neural network software. International Journal of Tourism Research, 2(2), 119–131.

Ryan and Cessford, 2003


Ryan, C.
, & 
Cessford, G.

(2003). Developing a visitor satisfaction monitoring methodology: Quality gaps crowding and some results. Current Issues in Tourism, 6(6), 457–507.

Ryan and Cliff, 1997


Ryan, C.
, & 
Cliff, A.

(1997). Do travel agencies me sure up to customer expectation? An empirical investigation of travel agencies service quality as measured by SERVQUAL. Journal of Travel & Tourism Marketing, 6(2), 1–27.

Sahin et al., 2017


Sahin, I.
, 
Gulmez, M.
, & 
Kitapci, O.

(2017). E-complaint tracking and online problem-solving strategies in hospitality management. Journal of Hospitality and Tourism Technology.

Saleh and Ryan, 1991


Saleh, F.
, & 
Ryan, C.

(1991). Analysing service quality in the hospitality industry using the SERVQUAL model. The Services Industry Journal, 11(3), 324–343.

Santos and Mathews, 2001


Santos, J.
, & 
Mathews, B. P.

(2001). Demographic impact on perceived service quality importance. In Proceedings of the 30th European marketing academy conference, Bergen, Norway. 

Sasser et al., 1978


Sasser, W. E.
, 
Olsen, R. P.
, & 
Wyckoff, D. D.

(1978). Management of services operations. Boston, MA: Allyn & Bacon.

Saunders et al., 2009


Saunders, M.
, 
Lewis, P.
, & 
Thornhill, A.

(2009). Research methods for business students. London: Pitman.

Scarles, 2004


Scarles, C.

(2004). Mediating landscapes the processes and practices of image construction in tourist brochures of Scotland. Tourist Studies, 4(1), 43–67.

Seakhoa-King, 1997


Seakhoa-King, A.

(1997). An assessment of customers' perception of a commercial airline service quality using the SERVQUAL model. Unpublished MBA thesis. University of Science Malaysia, Penang.

Seakhoa-King, 2002


Seakhoa-King, A.

(2002). Qualitative data collection in tourism research: Practical issues and challenges. Conference paper presented at tourism research 2002: An international interdisciplinary conference in Cardiff, Wales.

Seakhoa-King, 2007


Seakhoa-King, A.

(2007). Conceptualising ‘quality of a tourism destination’: An investigation of the attributes and dimensions of quality of a tourism destination. Unpublished PhD thesis, University of Bedfordshire.

Sebastianelli and Tamimi, 2002


Sebastianelli, R.
, & 
Tamimi, N.

(2002). How product quality dimensions relate to defining quality. International Journal of Quality & Reliability Management, 9(4), 442–453.

Sekaran and Bougie, 2016


Sekaran, U.
, & 
Bougie, R.

(2016). Research methods for business: A skill building approach. Hoboken, NJ: John Wiley & Sons.

Seth et al., 2005


Seth, N.
, 
Deshmukh, S. G.
, & 
Vrat, P.

(2005). Service quality models: A review. International Journal of Quality & Reliability Management, 55(9), 913–949.

Shailes et al., 2001


Shailes, A.
, 
Senior, M. L.
, & 
Andrew, B. L.

(2001). Tourists' travel behaviour in response to congestion: The case of car trips to Cornwall, United Kingdom. Journal of Transport Geography, 9(1), 49–60.

Shaluf and Ahmadun, 2006


Shaluf, I. M.
, & 
Ahmadun, F. R.

(2006). Disaster types in Malaysia: An overview. Disaster Prevention and Management, 15(2), 286–298.

Sharma and Nayak, 2019


Sharma, P., & Nayak, J. K.

(2019). Understanding memorable tourism experiences as the determinants of tourists' behaviour. International Journal of Tourism Research, 21(4), 504–518.

Sharpley and Forster, 2003


Sharpley, R.
, & 
Forster, G.

(2003). The implications of hotel employee attitudes for the development of quality tourism: The case of Cyprus. Tourism Management, 24(6), 687–697.

Shewhart, 1931


Shewhart, W. A.

(1931). Economic control of quality of manufactured product. Toronto, ON: D. Van Nostrand Company.

Shostack, 1977


Shostack, L. G.

(1977). Breaking free from product marketing. Journal of Marketing, 41(2), 73–80.

Sinclair and Stabler, 1997


Sinclair, M. T.
, & 
Stabler, M.

(1997). The economics of tourism. London: Routledge.

Sinkovics et al., 2005


Sinkovics, R. R.
, 
Penz, E.
, & 
Ghauri, P. N.

(2005). Analysing textual data in international marketing research. Qualitative Market Research: An International Journal, 8(1), 9–38.

Smith, 1995


Smith, A.

(1995). Measuring service quality: Is SERVQUAL now redundant? Journal of Marketing Management, 11(4), 257–276.

Smith, 1983


Smith, J. K.

(1983). Quantitative versus qualitative research: An attempt to clarify the issue. Educational Researcher, 12(3), 6–13.

Smith, 1994


Smith, S. L. J.

(1994). The tourism product. Annals of Tourism Research, 21(3), 582–595.

Snipes et al., 2006


Snipes, R. L.
, 
Thomson, N. F.
, & 
Oswald, S. L.

(2006). Gender bias in customer evaluations of service quality: An empirical investigation. Journal of Services Marketing, 20(4), 274–284.

Soriano, 2002


Soriano, D. R.

(2002). Customer expectations factors in restaurants: The situation in Spain. International Journal of Quality & Reliability Management, 19(8/9), 1055–1067.

Sorokina et al., 2018


Sorokina, E., Wang, Y., & Cobos, L. M.

(2018). Towards constructing the meaning of “aggressive hospitality”. Journal of Travel & Tourism Marketing, 35(8), 1043–1057.

Spathis et al., 2004


Spathis, C.
, 
Petridou, E.
, & 
Glaveli, E.

(2004). Managing service quality in banks: Customers' gender effects. Managing Service Quality, 14(1), 90–102.

Spreng and Olshavsky, 1993


Spreng, R. A.
, & 
Olshavsky, W.

(1993). A desires congruency model of consumer satisfaction. Journal of the Academy of Marketing Science, 21(3), 169–177.

Stafford, 1996


Stafford, M. R.

(1996). Demographic discriminators of service quality in the banking industry. Journal of Services Marketing, 10(4), 6–22.

Stahl and Bounds, 1991


Stahl, M. J.
, & 
Bounds, G. M.

(1991). Competing globally through customer value: The management of strategic suprasystems. New York, NY: Quorum Books.

Statista, 2018


Statista

. (2018). Statista global cities business report. Barcelona. Retrieved from https://www.statista.com/study/66251/barcelona/. Accessed on April 5, 2020.

Stevens, 2002


Stevens, J.

(2002). Applied multivariate statistics in behavioural sciences (4th ed.). Mahwah, NJ: Lawrence Erlbaum.

Stewart et al., 1998


Stewart, E. J., Hayward, B. M., Devlin, P. J., & Kirby, V. G.

(1998). The “place” of interpretation: A new approach to the evaluation of interpretation. Tourism Management, 19(3), 257–266.

Su and Teng, 2018


Su, Y.
, & 
Teng, W.

(2018). Contemplating museums' service failure: Extracting the service quality dimensions of museums from negative on-line reviews. Tourism Management, 69, 214–222.

Sudman and Bradburn, 1982


Sudman, S.
, & 
Bradburn, N. M.

(1982). Asking questions: A practical guide to questionnaire design. San Francisco, CA: Jossey-Bass.

Sureshchandar et al., 2002


Sureshchandar, G. S.
, 
Rajendran, C.
, & 
Anantharaman, R. N.

(2002). The relationship between service quality and customer satisfaction – A factor specific approach. Journal of Services Marketing, 16(4), 363–379.

Sureshchandar et al., 2001


Sureshchandar, G. S.
, 
Rajendran, C.
, & 
Kamalanabhan, T. J.

(2001). Customer perception of service quality: A critique. Total Quality Management, 12(1), 111–124.

Swan and Trawick, 1979


Swan, J. E.
, & 
Trawick, F.

(1979). Satisfaction related to predictive vs. desired expectations. In 

H. K. Hunt
& 
R. L. Day

(Eds.), Refining concepts and measures of consumer satisfaction and complaining behaviour (pp. 7–12). Bloomington, IN: Indiana University Press.

Swan et al., 1982


Swan, J. E.
, 
Trawick, F.
, & 
Carroll, M. G.

(1982). Satisfaction related to predictive desired expectations: A field study. In 

R. L. Day &
H. K. Hunt

(Eds.), New findings on consumer satisfaction and complaining behaviour (pp. 15–22). Bloomington, IN: Indiana University Press.

Sweeney et al., 2018


Sweeney, J.
, 
Mee, K.
, 
McGuirk, P.
, & 
Ruming, K.

(2018). Assembling placemaking: Making and remaking place in a regenerating city. Cultural Geographies, 25(4), 571–587.

Syahrial et al., 2018


Syahrial, E.
, 
Suzuki, H.
, 
Schvaneveldt, S. J.
, & 
Masuda, M.

(2018). Customer perceptions of mediating role of ownership cost in Garvin's dimensions of quality. Journal of Japan Industrial Management Association, 69(2E), 95–112.

Tabachnick and Fidell, 1996


Tabachnick, B. G.
, & 
Fidell, L. S.

(1996). Using multivariate statistics (3rd ed.). New York, NY: HarperCollins.

Taguchi, 1986


Taguchi, G.

(1986). Introduction to quality engineering. Tokyo: Asian Productivity Organisation.

Tamimi, 1998


Tamimi, N.

(1998). A second-order factor analysis of critical TQM factors. International Journal of Quality Science, 3, 71–79.

Tamimi and Sebastianelli, 1996


Tamimi, N.
, & 
Sebastianelli, R.

(1996). How firms define and measure quality. Production and Inventory Management Journal, 37(3), 34.

Taylor and Baker, 1994


Taylor, S.
, & 
Baker, T. L.

(1994). An assessment of the relationship between service quality and customer satisfaction in the formation of customer purchase intentions. Journal of Retailing, 70(2), 163–178.

Teas, 1993a


Teas, R. K.

(1993a). Consumer expectations and the measurement of perceived service quality. Journal of Professional Services Marketing, 8(2), 33–54.

Teas, 1993b


Teas, R. K.

(1993b). Expectations, performance evaluation and consumer perceptions of quality. Journal of Marketing, 57(4), 18–34.

Teas, 1994


Teas, R. K.

(1994). Expectations as a comparison standard in measuring service quality: An assessment of a reassessment. Journal of Marketing, 58(1), 132–139.

Teddlie and Tashakkori, 2009


Teddlie, C., & Tashakkori, A.

(2009). Foundations of mixed methods research: Integrating quantitative and qualitative approaches in the social and behavioral sciences. London: Sage.

Tenner and DeToro, 1992


Tenner, A. R., & DeToro, I. J.

(1992). Total quality management. Cambridge, MA: Addison-Wesley Publishing Company.

Thornton et al., 2000


Thornton, P. R.
, 
Shaw, G.
, & 
Williams, A. M.

(2000). Tourist group holiday decision-making and behaviour: The influence of children. In 

C. Ryan
& 
S. Page

(Eds.), Tourism management: Towards the new millennium (pp. 21–23). New York, NY: Pergamon.

Thrane, 2005


Thrane, C.

(2005). Hedonic price models and sun-and-beach package tours: The Norwegian case. Journal of Travel Research, 43, (3), 302–308.

Tian-Cole and Crompton, 2003


Tian-Cole, S.
, & 
Crompton, J. L.

(2003). A conceptualisation of the relationships between service quality and visitor satisfaction, and their links to destination selection. Leisure Studies, 22(1), 65–80.

Timothy and Boyd, 2002


Timothy, D.
, & 
Boyd, N.

(2002). Heritage tourism: London, Prentice Hall.

Tinsley and Tinsley, 1987


Tinsley, H. O.
, & 
Tinsley, D.

(1987). Uses of factor analysis in counselling psychology research. Journal of Counselling Psychology, 34, 414–424.

Tribe, 2015


Tribe, J.

(2016). Strategy for tourism (2nd ed.). Oxford: Goodfellow Publications.

Tribe and Snaith, 1998


Tribe, J.
, & 
Snaith, T.

(1998). From SERVQUAL to HOLSAT: Holiday satisfaction in Varadero, Cuba. Tourism Management, 19, 22–34.

Trip, 2007


Trip, J. J.

(2007). Assessing quality of place: A comparative analysis of Amsterdam and Rotterdam. Journal of Urban Affairs, 29(5), 501–517.

Truong and Foster, 2006


Truong, T. H.
, & 
Foster, D.

(2006). Using HOLSAT to evaluate tourist satisfaction at destinations: The case of Australian holidaymakers in Vietnam. Tourism Management, 27(4), 842–855.

Turley, 2001


Turley, S. K.

(2001). Children and the demand for recreational experiences: The case of zoos. Leisure Studies, 20(1), 1–18.

Umble, 2000


Umble, E. J.

(2000). The implications of Deming's approach. In Innovations in competitive manufacturing (pp. 83–92). Boston, MA: Springer.

UNESCO, 2016

UNESCO
. (2016). World heritage in a changing climate. Paris: UNESCO/UNEP/Union of Concerned Scientists.

Urry, 1990


Urry, J.

(1990). The tourist gaze. London: SAGE Destiny.

Van der Wal et al., 2002


Van der Wal, R. W. E.
, 
Pampallis, A.
, & 
Bond, C.

(2002). Service quality in a cellular telecommunications company: A South African experience. Managing Service Quality, 12(5), 323–335.

Van Maanen, 1979


Van Maanen, J.

(1979). Reclaiming qualitative methods for organisational research: A preface. In 

J. V. Maanen

(Ed.), Qualitative methodology (pp. 9–11). Newbury Park, CA: SAGE.

Veal, 2011


Veal, A. J.

(2011). Research methods for leisure and tourism: A practical guide (3rd ed.). London: Financial Times Management.

Vera, 2015


Vera, J.

(2015). Perceived brand quality as a way to superior customer perceived value crossing by moderating effects. Journal of Product and Brand Management, 24(2), 147–156.

Vogt and Fesenmaier, 1995


Vogt, C. A.
, & 
Fesenmaier, D. R.

(1995). Tourists and retailers' perceptions of services. Annals of Tourism Research, 22(4), 763–780.

Wakefield and Blodgett, 1996


Wakefield, K. L.
, & 
Blodgett, J. G.

(1996). The effect of the servicescape on customers' behavioural intentions in leisure service setting. Journal of Services Marketing, 10(6), 45–61.

Walker and Baker, 2000


Walker, J.
, & 
Baker, J.

(2000). An exploratory study of a multi-expectation framework for services. Journal of the Services Marketing, 14(5), 411–431.

Walle, 1997


Walle, A. H.

(1997). Quantitative versus qualitative tourism research. Annals of Tourism Research, 24(3), 524–536.

Wang et al., 2017


Wang, T. L.
, 
Tran, P. T. K.
, & 
Tran, V. T.

(2017). Destination perceived quality, tourist satisfaction and word-of-mouth. Tourism Review, 72, 392–410.

Weaver, 2000


Weaver, D.

(2000). Encyclopaedia of ecotourism. London: Routledge.

Webb, 2000


Webb, D.

(2000). Understanding customer role and its importance in the formation of service quality expectations. Service Industries Journal, 20(1), 1–21.

Weiermair, 1997


Weiermair, K.

(1997). On the concept and definition of quality in tourism. In 

P. Keller

(Ed.), Quality management in tourism, AIEST 47th Congress Cha-Am Thailand
.

Weiermair, 2000


Weiermair, K.

(2000). Tourists’ perceptions towards and satisfaction with service quality in cross-cultural service encounter: Implications for hospitality and tourism management. Managing Service Quality, 10(6), 397–409.

Weiermair and Fuchs, 1999


Weiermair, K.
, & 
Fuchs, M.

(1999). Measuring tourist judgment on service quality. Annals of Tourism Research, 26, 1004–1021.

Weiping, 2010


Weiping, L.

(2010). Tourism images of Indonesia and Bali, pre- and post-‘the Bali bombings’. Unpublished PhD thesis. University of Bedfordshire.

Welch, 1951


Welch, B. L.

(1951). On the comparison of several mean values: An alternative approach. Biometrika, 38(3/4), 330–336.

Wengraf, 2001


Wengraf, T.

(2001). Qualitative research interviewing: Biographic narrative and semi-structured methods. Thousand Oaks, CA: SAGE.

Wilcox, 1987


Wilcox, R. R.

(1987). New designs in analysis of variance. Annual Review of Psychology, 38, 29–60.

Wilcox, 1998


Wilcox, R. R.

(1998). How many discoveries have been lost by ignoring modern statistical methods? American Psychologist, 53(3), 300–314.

Williams, 1998


Williams, C.

(1998). Is the SERVQUAL model an appropriate management tool for measuring service delivery quality in the UK leisure industry? Managing Leisure, 3(2), 98–110.

Williams and Buswell, 2003


Williams, C.
, & 
Buswell, J.

(2003). Service quality in leisure and tourism. Oxford: CABI Publishing.

Wirtz and Bateson, 1999


Wirtz, J.
, & 
Bateson, J. E. G.

(1999). Introducing uncertain performance expectations in satisfaction models for service. International Journal of Service Industry Management, 10(1), 82–99.

Wong et al., 2019


Wong, A. K. F.
, 
Kim, S.
, & 
Lee, S.

(2019). The evolution, progress, and the future of corporate social responsibility: Comprehensive review of hospitality and tourism articles. International Journal of Hospitality & Tourism Administration, 1, 33.

Woodruff et al., 1983


Woodruff, R. B.
, 
Cadotte, E. R.
, & 
Jenkins, R. L.

(1983). Modeling consumer satisfaction processes using experience-based norms. Journal of Marketing Research, 20(3), 296–304.

Woods and Deegan, 2003


Woods, M.
, & 
Deegan, J.

(2003). A warm welcome for destination quality brands: The example of the Pays Cathare region. International Journal of Tourism Research, 5(4), 269–282.

WTO, 2014


WTO

. (2014). UNWTO, tourism highlights, 2014. Madrid: United Nations World Tourism Organisation.

WTO, 2018


WTO

. (2018). International tourism results 2018 and outlook 2019. Madrid: United Nations World Tourism Organisation.

Wuest et al., 1996


Wuest, B.
, 
Tas, R.
, & 
Emenheiser, D.

(1996). What do mature travellers perceive as important hotel/motel customer service? Hospitality Research Journal, 20(2), 76–92.

Yan et al., 2018


Yan, Q.
, 
Zhou, S.
, & 
Wu, S.

(2018). The influences of tourists' emotions on the selection of electronic word of mouth platforms. Tourism Management, 66, 348–363.

Yang et al., 2018


Yang, Y.
, 
Park, S.
, & 
Hu, X.

(2018). Electronic word of mouth and hotel performance: A meta-analysis. Tourism Management, 67, 248–260.

Yeoman et al., 2006


Yeoman, I.
, 
Brass, D.
, & 
McMahon-Beattie, U.

(2006). Current issue in tourism: The authentic tourist. Tourism Management, 28(4), 1128–1138. (Forthcoming)

Yeoman and McMahon-Beattie, 2006


Yeoman, I.
, & 
McMahon-Beattie, U.

(2006). Understanding the impact of climate change on Scottish tourism. Journal of Vacation Marketing, 12(4), 371–379.

Yong and Wilkinson, 2002


Yong, J.
, & 
Wilkinson, A.

(2002). The long and winding road: The evolution of quality management. Total Quality Management, 13(1), 101–121.

Yoon and Uysal, 2005


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.

Zabkar et al., 2010


Zabkar, V.
, 
Brencic, M. M.
, & 
Dmitrovic, T.

(2010). Modelling perceived quality, visitor satisfaction and behavioural intentions at the destination level. Tourism Management, 31, 537–546.

Zehrer et al., 2011


Zehrer, A.
, 
Crotts, J. C.
, & 
Magnini, V. P.

(2011). The perceived usefulness of blog postings: An extension of the expectancy-disconfirmation paradigm. Tourism Management, 32(1), 106–113.

Zeithaml, 1981


Zeithaml, V. A.

(1981). How consumer evaluation processes differ between goods and services. In 

J. Donnelly
& 
W. George

(Eds.), Marketing of services (pp. 186–190). Chicago, IL: American Marketing Association.

Zeithaml, 1988


Zeithaml, V. A.

(1988). Consumer perceptions of price, quality and value: A means-end model and synthesis of evidence. Journal of Marketing, 52(3), 2–22.

Zeithaml et al., 1993


Zeithaml, V. A.
, 
Berry, L. L.
, & 
Parasuraman, P. A.

(1993). The nature and determinants of customer expectations of service. Journal of the Academy of Marketing Science, 21(1), 1–12.

Zeithaml and Bitner, 1996


Zeithaml, V. A., & Bitner, M. J.

(1996). Services marketing. International editions. New York: The McGraw-Hill Companies.

Zeithaml and Bitner, 2000


Zeithaml, V. A.
, & 
Bitner, M. J.

(2000). Services marketing: Integrating customer focus across the firm. New York, NY: John Wiley & Sons.

Zeithaml et al., 1990


Zeithaml, V. A.
, 
Parasuraman, P. A.
, & 
Berry, L. L.

(1990). Delivering quality service: Balancing customer perceptions and expectations. New York, NY: Free Press.

Zhang et al., 2006


Zhang, J.
, 
Inbakaran, R. J.
, & 
Jackson, M. S.

(2006). Understanding community attitudes towards tourism and host–guest interaction in the urban–rural border region. Tourism Geographies, 8(2), 182–204.

Zhang, 2001


Zhang, Q.

(2001). Quality dimensions, perspectives and practices a mapping analysis. International Journal of Quality & Reliability Management, 18(7), 708–721.

Zikmund, 1991


Zikmund, W. G.

(1991). Business research methods. New York, NY: Dryden Press.

Zikmund et al., 2013


Zikmund, W. G.
, 
Carr, J. C.
, & 
Griffin, M.

(2013). Business research methods. Mason, OH: Cengage Learning.

OPS/images/fx3.jpg
IN PEOPLE

‘ORI

£
Z





OPS/images/fx2.jpg
1ISOQAR certilied
Management System.
awarded to Emerald
for adherence to
Environmental
standard

ISOQAR 150 14001:2004
Certficate Number 1985
1SO 14001





OPS/images/Ap2.jpg
HEEE

Questionnaire

Please indicate the extent to which you agree with each statement by circling
one of the seven numbers next to each statement. If you strongly disagree

with the statement, circle 1. If you strongly agree with the statement, circle 7.
If you have no opinion on the statement, circle 0.

Scale interpretation:

Strongly Strongly [No Opinion|
Disagree Agree
—>
1 2 3 4 5 6 7 0

A ‘quality tourism destination’ is a place:

with accurate tourist information

W

A& OO OO0 OO & OO

with facilities for disabled persons

with tourist information in languages that tourists
understand

with tidy appearance

with opportunities to meet various dietary requirements
with translators who speak tourists’ languages

with clean attractions

free from risk of being overcharged

with variety of accommodations types

[SSI NSRRI ST SR NS T S I NS E )
W W W W W W W W
WL L L i

with easily available tourist information

w

free from political unrest

B S Rl - e SR S S S
B BN B BN B BN B N B S B |
o O O O OO0 o oo ©o o o

w

free from noise pollution





OPS/images/Ap1.jpg
Did you visit a tourist destination and stay?
overnight as a paying guest in the past 2 years?

<£2000 £2001- £3001- >? £4001
£3000 £4000
Primary | Secondary | Diploma | University | University
(under- (post-
graduate) graduate)
20-29 30-39 40-49
Do you have children between the ages of Yes No
3 to 12 years?

If you 'have answered Yes', above, do you travel with your children when Yes No | nva
are going on holiday?

What is your nationality?

What is your gender?
What is your net household monthly income?

What was the last level you
completed in your formal
education?

Which of these age groups do you represent?





OPS/images/Ap4.jpg
Scale interpretation:

Strongly Strongly [No Opinion|
Disagree Agree
—’
1 2 3 4 5 6 7 0

|72}
>

A ‘quality tourism destination’ is a place:

“|

with clean streets

w

with opportunities to see the true character of the area

free from queues to see attractions

with opportunities to experience romantic encounters

with opportunities to unwind

with affordable accommodation facilities

with variety of activities

with opportunities to meet people from other ethnic groups

w W w W

with famous tourist attractions not previously seen by the tourist
with opportunities to get close to the natural environment

with easy-to-understand local area maps

[\S} [\S) [\S} 0D NN NN N [\S]
~ B A B AR RARRERAEPE BB
W W W L WL b b e W
~ 2 2 S BRENEEN AR RN BENEEN BN | =2
SO O © oOooocCococo o ©

W W W W W W

free from danger of facing verbal abuse

(=)} AN O O O &N

with opportunities to change tourists’ day-to-day plans due to
weather conditions

[=R )

with children’s favourite restaurants

with local people who are ready to advise tourists
on the local area

=

free from graffiti
without beggars in the streets

free from excessive commercialisation

free from congestion

with opportunities to meet other tourists
with opportunities to feel stress free

with opportunities for enjoyment

W W W W W W W W

with opportunities to have a rest

w

with opportunities to learn something new

with free tourist information

with variety of shopping facilities

NSRS I SS R SS T S R S SR S EE DR S R S R
L T R S~ e R
L L b L, b b b b e W
AN OO OO & O &
o N B N I N I BN BN BN S BN |
S OO0 ©O © o ©o o o o o o<

W W W

with opportunities to experience a different culture





OPS/images/Ap3.jpg
Scale interpretation:

Strongly
Disagree

Strongly
Agree

_— -

INo Opinion|

1 2 3 4 5 6

7

A ‘quality tourism destination’ is a place:

13

with affordable restaurants

with variety of modes of transport

with public transport drivers who know the area well
with a low crime rate

free from air pollution

with affordable public transport fares

with variety of night entertainment

with tour guides with a sense of humour

with visible police presence to assure tourists’ safety

with local people who make tourists feel like locals
free from visual pollution

with shops that sell affordable goods

with variety of restaurants

with different character to tourist’s home area

with tour guides who know the area well

with adequate security for personal belongings
with activities for children

with local people who encourage tourists to participate in local
activities
with clean public toilets

free from queues to use toilets

with affordable attraction fees

with variety of cuisine

with different character to anywhere else the tourist has been
with local area maps that show all the attractions

free from danger of facing any physical harm

with opportunities for children to be happy
with local people who are ready to help tourists

W W W W W W W W W W W W W W W W W W

2
2
2
2
2
2
2
2
2
2
2
2
2
2
2
2
2
2

(SRR SR S S S Sl SO S E
W W W W W W W W W

B N e s R U S S S U S S S
L L L hh W b b b W b b b b o W U D O
A O & & O OO & O O OO & O O & & O
B I e e e e e N e AN B DN e e B AN B |

S~ B 2 B B B B B
L L L L W i W W
A O O O & O & O O
S BN S N B N e B N |

SO O ©O O O O O o o o ©o o o o o o o

S O O O O o ©o o o






OPS/images/Ap6.jpg
SECTION A: For the purpose of classification, I would be grateful if you could complete the
following questions about yourself

Please name a holiday destination you last visited and stayed overnight and the country where the
destination is located. (Write your answer in the appropriate spaces below)
Holiday destination Country

How many nights did you stay at the destination? -------------===-==-=---—-

How long ago did you visit the destination? (Write your answer, in months, in the appropriate
spaces below)

Is the holiday destination you named in question (1) above domestic or abroad (Please indicate
with a tick) ?
Domestic (a place within your home country)
Abroad (a place outside your home country)

5. What was the main activity you did while at the destination e.g. walking, sightseeing. (Write
your answer in the appropriate spaces below)

6. Do you have children aged 14 years and under?

YesO No O

If you have answered yes in question 6 above, please state how many of your children fall into the
following age groups

o4 [ eu [

If you have answered yes in question 6 above, do you travel with your children when you go on
holiday?

Never(O) Seldom () often() Always O





OPS/images/Ap5.jpg
Scale interpretation:

Strongly
Disagree

Strongly
Agree

No Opinion|

1 2 3 4 D 6

A ‘quality tourism destination’ is a place:

67
68
69
70

71

72
8
74
75

with special events, e.g. a carnival

with plenty of undisturbed natural beauty

with clear direction signs to tourist attractions

without risk of getting mugged

with opportunities to pursue non-core weather-proof tourist
activities

with opportunities to pursue core tourist activities regardless of
weather conditions

with baby-sitting services

with welcoming local people

with clean local transport facilities






OPS/images/Ap7.jpg
Section B: For the purpose of classification, I would be grateful if you
could complete the following questions about yourself.

1. What is your nationality --------====-mmmmmm e
2. What is your sex? (Please Tick). Male ()  Female ()

3. Which of these age groups do you fall in? (Please Tick)

O1824 O2534 (O35-44 O4554 O55-64 (O65+

4. What is your gross household annual income (in UK £) ? (Please tick)
OUnder £10,000 O £10,000-£14,999 (O £15,000-£19,999

O £20,000-£29,999 O £30,000-£39,999 (O £40,000 and above

5. What was the last level you completed in your formal education? (Please tick)
(OPrimary () Secondary () Diploma (QUniversity (undergraduate)
(O University (postgraduate)

6. What is your ethnicity (Please tick) ?

White () Black O) Asian () Mixed (O  Other (specify) ----------

Thank you





OPS/images/f02-01.jpg
High in credence qualities

High in search qualities

High in experience qualities

R !

Refrigerator
siieday Suiquin|d

Restaurant
}3duo)

Holiday
ewaunD





OPS/images/f04-02.jpg
Yes

Are
Changes

Needed?

Develop Pilot
Questions Test

Final
Design





OPS/images/f04-01.jpg
Determine
Information
Needs

Formulate
Suitable
Questions

Decide on
Questioning
Strategy

Pre-testing of
Questions

Are
Changes
Needed?

Confirm
Questions





OPS/images/cover.jpg
Tourism
Destination

Quo|i’ry

Attributes and Dimensions

Arthur Seakhoa-King,
Marcjanna M Augustyn and Peter Mason





OPS/images/CH004_1.jpg
2

E m T
ta
s
qu
a
re
d
(m2)
2
N
1
i
N
2
-2)





OPS/images/CH004_2.jpg
Sum of Squares between groups
Et: 2) = —— - - o
a squared (n2) Total sum of Squares





OPS/images/fx1.jpg
e emeralg
PUBLISHING





