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ABSTRACT OF RESEARCH

(An abstract of between 100 - 200 words must be prepared in Bahasa Malaysia and in English. This
abstract will be included in the Annual Report of the Research and Innovation Section at a later date as a
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Inggeris. Abstrak ini akan dimuatkan dalam Laporan Tahunan Bahagian Penyelidikan & Inovasi
sebagai satu cara untuk menyampaikan dapatan projek tuan/puan kepada pihak Universiti & masyarakat
luar).

ABSTRACT OF RESEARCH
Evaluating tourist satisfaction is a changeable process as its features are keeps on changing based on |
time, individual and service provided. It is important to ensure that tourists would receive satisfactory
experiences during visits which it could contribute to increase and encourage even more repeat tourists to
this country. Hence, this study attempts to examine the holiday satisfaction of international and domestic
tourist by measuring their expectations and experiences level while travelling in east coast states. A
questionnaire survey was conducted with a sample size 400 for Terengganu and 389 respondents for
Pahang. using random sampling technique. Questions were designed based on Holiday Satisfaction
(HOLSAT) model as to compare the performance of positive and negative holiday attributes against
tourist's expectations. There are 38 positive attributes and 13 negative attributes for the international
tourists while 26 positive attributes and 13 negative attribute for domestic tourists. Then, the data were
analyzed using descriptive, cross-tabulation and t-test analysis. The gap between the mean of experience
and expectation then were justified in order to identify the level of satisfaction among the tourists The
results of this study could assist tourism local authorities, destination managers and tourism stakeholders
to provide better services and infrastructure for future tourists to study areas based on their perceptions,
satisfaction levels and needs.

Abstrak Penyelidikan

Penilaian terhadap kepuasan pelancong adalah proses yang sentiasa berubah berdasarkan pada faktor
masa, individu dan perkhidmatan yang disediakan. Ini adalah amat penting bagi memastikan pelancong
menerima pengalaman yang memuaskan semasa melancong, di samping dapat menyumbang kepada
peningkatan dan mengalakkan lebih ramai pelancong berulang ke negeri tersebut. Oleh yang demikian,
kajian ini dilakukan bagi mengkaji kepuasan melancong di kalangan pelancong antarabangsa dan
domestik dengan mengukur tahap jangkaan dan pengalaman ketika melancong di negeri Pantai Timur.
Soal selidik dilakukan dengan menggunakan sampel saiz sebanyak 400 responden bagi Terengganu dan
389 bagi Pahang, menggunakan teknik persampelan rawak mudah. Soalan direka berdasarkan kepada
Holiday Satisfaction (HOLSAT) model untuk membuat perbandingan antara pembolehubah positif dan
negatif jangkaan pelancong. Terdapat sebanyak 38 pembolehubah positif dan 13 pembolehubah negatif
untuk pelancong antarabangsa, manakala sebanyak 26 pembolehubah positif dan 13 pembolehubah
negatif untuk pelancong domestik. Kemudian, data dianalisis dengan menggunakan deskriptif,
penjadualan silang dan analisis ujian-t. Perbezaan antara julat pengalaman dan jangkaan kemudian di
jelaskan untuk mengenal pasti tahap kepuasan di kalangan pelancong. Penemuan daripada kajian ini
dapat membantu pihak berkuasa tempatan pelancongan, pengurus destinasi pelancongan dan pihak
yang berkepentingan bagi menyediakan perkhidmatan dan infrastruktur yang lebih baik untuk pelancong
pada masa akan datang di kawasan kajian berdasarkan kepada persepsi, tahap kepuasan dan keperluan
pelancong.
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SUMMARY OF RESEARCH FINDINGS
Ringkasan dapatan Projek Penyelidikan

Findings were presented at the following conferences/ submitted to the following journal

PAHANG

Overall, for international tourist there were three attributes that they significantly satisfied, namely; [1] the
availability of Pahang travel brochures written in their own language; [2] the availability of variety tourism
products to buy as souvenirs at the destination; and [3] there were no beggars found at attractions in
Pahang. However, there were two attributes that they claimed dissatisfied which included [1] English
communication among local people at destination was poor; and [2] there were lack of clean toilets
provided at destination. On the other hand, the domestic tourist group was reported to be most satisfied
on 4 attributes, namely; [1] the accessible of destination; [2] the availability of shopping facilities; [3] there
were no beggars found at attractions in Pahang; and [4] the preparation of food at tourist destinations was
tidy and clean. Nevertheless, there were three attributes that domestic tourists claimed dissatisfied,
namely; [1] the attractions were often crowded; [2] unable to witness traditional music and dance; and [3]
unable to visit national parks and reserves. The issue of crowding at tourist attractions has been a long-
standing issue. It is agreed that crowding often affect the quality of tourists’ experiences and inevitably
decreasing tourists’ satisfactions. From this findings, it is suggested that service providers such as hotels,
travel agents, ticketing companies and tourist information centers in Pahang to replace their front-line
staffs with people who are able to communicate effectively in English. Recruiting English-converse front-
liners are not only improves the business and company’s image but also creates better communication
with customers especially with the international tourists.. Besides that, the tourism local authorities should {
give emphasis to the provision of sufficient clean toilets at tourist spots in their future tourism development
action plan. The provision of public toilets at tourist attractions should take into consideration the
cleanliness aspect, the convenience location of toilet facilities and toilet maintenance

TERENGGANU (HERITAGE AND CULTURAL SEGMENTATION)

This finding just focus on heritage and cultural segmentation in Terengganu. Overall, there were three
attributes cultural and heritage tourism segmentation that indicated experience level more than
expectation level and satisfaction level very high, for domestic tourists [1] this destination provided lots of
things for families to see and do; [2] this destination offers variety of natural, cultural and historical
attractions; and [3] this destination provided wonderful memories. For international tourists there were
indicated that three attributes showed experience level achieved their expectation level, [1] this destination
provided lots of things for families to see and do; [2] this destination offer with lots of things to
seel/experience; [3] this destination provided wonderful memories. Both of tourists group indicated that this
destination didn’t provided any nightlife activities and this attribute showed level of experience it's not
same with their expectation level. Based on this findings, local authority, Non-Goverment Organization
(NGO), Majlis Tindakan Pelancongan Negeri Terengganu and others should provided more variety of local
cultural and heritage as a tourism products, and also provided a traditional music and dance as a nightlife
activities.
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COMPREHENSIVE TECHNICAL REPORT
Laporan Teknikal Lengkap

Applicants are required to prepare a comprehensive technical report explaining the project.

(This report must be attached separately)

Sila sediakan laporan teknikal lengkap yang menerangkan keseluruhan projek ini.

[Laporan ini mesti dikepilkan]

List the key words that reflectour research:

Senaraikan kata kunci yang mencerminkan penyelidikan anda:

4.

English

Bahasa Malaysia

Expectation Level

Tahap Jangkaan Pelancong

Experience Level

Tahap Pengalaman Pelancong

HOLSAT Model

Model HOLSAT

Tourist Satisfaction

Kepuasan Pelancong

East Coast State Malaysia

Negeri Pantai Timur Malaysia
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b) Equipment used for this research.
Peralatan yang telah digunakan dalam penyelidikan ini.
ltems
Perkara Approved Equipment Approved Requested Equipment Location
Specialized 1.CPU Intel 1. CPU Intel
Equipment 2.LCD Projector CPU Intel Core 2 Duo E4500
Peralatan 3.MacBook 2.4 Ghz Processor (only) =
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3. MacBook
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= RM4,799.00
Facility
Kemudahan
Infrastructure
Infrastruktur
e Please attach appendix if necessary.

I BUDGET / BAVJET

Perbelanjaan :Expenditure
Project Account No.

Total Approved Budget
Total Additional Budget
Grand Total of Approved Budget

Total Expenditure
Balance

: 1001/ PPBGN/ 816029
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Year 3 : RM 78,223.48
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APPENDIX
PAHANG

Table : Profile of respondents

Demographic

' Malaysian (%) \ Non-Malaysian (%) | Total (%)

variable
Malay 53.7 0 53.7
Chinese 5. 0 5.1
Indian 2.6 0 2.6
Nationality 389 Asia 0 19.0 19.0
Africa 0 0.3 0.3
Europe 0 10.8 10.8
Oceania 0 3.3 33
Others 3.6 0 3.6
18-25 16.5 4.9 21.4
Age 389 26-35 32.4 12.3 44.7
36-45 11.3 9.0 20.3
46 - 55 4.4 6.2 10.6
56 and older 08 08 1.6
Gender 389 Male 40.6 19.0 59.6
Female 25.7 14.4 40.1
. 389 Single 31.6 15.7 47.3
Marital status .
Married 31.9 17.0 48.9
Others 0.5 0.3 0.8
Postgraduate 11.3 23 13.6
. Diploma/Degree 39.1 21.6 60.7
Education 389
Secondary 12.3 1.5 13.8
Primary 1.0 0 1.0
Non-formal education 0 49 49
Government 18.8 2.6 21.4
Self-employed 28 4.1 6.9
Student 10.3 7:2 17.5
389 Retired/Pensioner 0.3 0.5 0.8
B RERTSEair Private 23.1 6.4 29.5
Business 33 8.2 11.5
Housewife 5.4 3.3 8.7
Not Working 0.3 1.0 1.3
No income 13.4 11.3 24.7
) 389 RM/USD <1000 3.3 0 33
BRIy neeme RM/USD1001-3000 380 77 457
RM/USD3001-5000 8.0 10.0 18.0
RM/USD5001-10000 3.1 3.6 6.7

RM/USD>10001 0 0.3 0.3




Figure : Expectation/Experience matrix of negative attributes for international tourist
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group

Positive Attributes

The arrival airport would be modern and efficient

Immigration officials at the port of entry are courteous
and friendly

Check-in/check-out at this destination airport is fast and
efficient

Information for tourist at the point of entry is available
and efficient

Travelling between the airport and the place of stay is
secure and fast

Local transport services is comfortable and satisfying
Taxi/bus fare is reasonable

A bicycle/motorcycle/car rental is available with
reasonable fare

The destination would be safe and secure for tourist whilst
travelling/walking

This destination is accessible

| would be able to find an accommodation easily
Check-in and check-out at the accommodation (front
desk) is fast and efficient

The hotel staffs are friendly and courteous

The accommodation is clean and comfortable

The room have quality furnishings

Facilities in the room are function properly

Internet and telephone services is available with fair

Expt Exp
Y X

130 1.44 1.81
130 1.58 1.87
130 1.46 1.76
130 1.52 1.80
130 1.42 1.89
130 0.98 2.08
130 0.89 2.08
130 0.83 2.09
130 3.08 4.03
130 3.29 4.24
130 3:21 4.14
130 3.25 4.07
130 3.46 4.18
130 3.34 4.09
130 3.59 4.28
130 3.58 4.13
130 3.29 4.04

Table : Summary of results from survey questionnaire (for international tourists group)

Exp. T-Test
Expt t SIG
037 -477 0000
029 -578  0.000
030 -442  0.000
028  -429  0.000
0.47  -625 0000
110 -7.34  0.000
119 -7.92  0.000
126 -832  0.000
095 -1572  0.000
095 -1479  0.000
093 -1099  0.000
082 -10.41  0.000
072 -10.60  0.000
075 -9.06  0.00
0.49 =979  0.000
0.55 -6.68  0.000
075 -13.07  0.000
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19

20
21

22
23
24
25
26
27

28
29

31
32

33
34
35
36

37
38

39
40
41
42
43

44

45

46
47
48
49
50
51

charges here
| am able to charge the money easily

Withdrawal cash from my credit card or ATM is
convenience and secure

Shopping facilities are available

Tourist information centre is available and located at
tourist spots

Availability of brochure in my own language

Tourist guide services are available and competence
| am able to mix and talk with local people

| am able to shop in local markets

I am able to visit religious sites and temples

| am able to visit museums, art galleries, and historical
sites

| am able to witness traditional music and dance

| am able to relax on beaches

| am able to visit National Parks and Reserves

It is a place with lots of things for families to see and do

I have chance to see things that | do not normally
see/experience

This destination have a variety of nightlife
| am able to sample local food and drink
Halal food is easy to get

This destination offers variety of natural, cultural and
historical attractions

I have wonderful memories about this destination
There are variety of tourism product to buy

Negative Attributes

Communication in English is poor

There is no hot water in bathroom

Electric power disruption is often

There would be lack of clean public toilet at destination

Sign posting to attractions and facilities in English/Bahasa

are difficult to find and mislead

There would be queving/waiting for services at tourist
facilities

The prices of goods in shop/market are expensive
(different prices for residents & tourist)

It is difficult to find variety of restaurants

The food and beverages at destination is expensive
The food preparation is untidy and dirty

The beaches and ocean are dirty and polluted

The attractions are often crowded

There are many beggars at attractions

130
130

130
130

130
130
130
130
130
130

130
130
130
130
130

130
130
130
130

130
130

130
130
130
130
130

130

130

130
130

130
130
130

2.83
2.54

297
3.67

1.88
2.95
3.35
3.72
292
3.62

3.48
3.83
3.74
3.79
3.35

2.78
3.18
2.89
3.48

3.42
3.08

Y

272
2,83
2.70
2.42
2.65

2,72

2.98

2.29
237
2.04
2.48
2.88
2.13

3.68
3.72

413
4.36

3.59
4.12
3.76
4.11
3.58
3.88

4.30
4.38
4.63
4.43
4.40

3.11
3.92
3.71
4.12

4.15
4.35

X

3.48
3.10
2.88
3.13
33

3.1

2.99

276
271
2.68
2.68
3.46
1.08

0.85
1.18

1.16
0.69

1.71
1.17
0.41
0.39
0.66
0.26

0.82
0.55
0.89
0.64
1.05

0.33
0.74
0.82
0.64

0.73
1.27
Exp-
Expt
0.76
0.27
0.18
0.71
0.65

0.38

0.01

0.47
0.34
0.64
0.20
0.58
~1.05

-10.44
-11.64

-13.11
-7.93

-13.31
-11.10
-5.45
-6.85
-6.20
-1.98

-15.90
-9.98
-13.39
-8.19
-11.85

-2.58
-10.13
-8.94
-8.44

-8.99
-10.75

t

-8.25
-2.93
-3.09
-8.78
-6.54

-3.35
-0.09

-3.80
-3.69
-8.44
-2.01
-7.23
8.68

0.000
0.000

0.000
0.000

0.000
0.000
0.000
0.000
0.000
0.049

0.000
0.000
0.000
0.000
0.000

0.011
0.000
0.000
0.000

0.000
0.000

SIG

0.000
0.004
0.002
0.000
0.000

0.001

0.927

0.000
0.000
0.000
0.047
0.000
0.000

* Statement in bold text indicates not significant



*Y=mean score of destination attributes for Expectation; X=mean score of destination attributes for Experience;
Expt=Expectation, Exp= Experience, Expt-Exp= mean of difference between experience and expectation, t=
Value computed and Sig= level of significance

Positive Attributes for Domestic Tourist Group
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Figure : Expectation/Experience matrix of negative attributes for domestic tourist group
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Table : Summary of result from survey questionnaire (for domestic tourists group)

Positive Attribute

The arrival airport would be modern & efficient

Check-in/check-out at this destination airport is fast and
efficient

Information for tourist at the point of entry is available and
efficient

Travelling between the airport and the place of stay is
secure and fast

Local transport services is comfortable and satisfying
Taxi/bus fare is reasonable

A bicycle/motorcycle/car rental is available with
reasonable fare

The destination would be safe and secure for tourist whilst
travelling/walking

This destination is accessible
| would be able to find an accommodation easily

Check-in and check-out at the accommodation (ﬁ;ont .

desk) is fast and efficient

The hotel staffs are friendly and courteous

The accommodation is clean and comfortable
The room have quality furnishings

Facilities in the room are function properly

Internet and telephone services is available with fair
charges here

Withdrawal cash from my credit card or ATM is
convenience and secure

Shopping facilities are available

Tourist information centre is available and located at
tourist spots

Tourist guide services are available and competence
| am able to shop in local markets

| am able to visit religious sites and temples

| am able to visit museums, art galleries, and historical
sites

| am able to witness traditional music & dance

I am able to relax on beaches

| am able to visit National Parks and Reserves

Itis a place with lots of things for families to see and do
I have chance to see things that i do not normally
see/experience

This destination have a variety of nightlife

| am able to sample local food and drink

Halal food is easy to get

This destination offers variety of natural, cultural and
historical attractions

| have wonderful memories about this destination

\|

259
259

259

259

259
259
259

259

259
259
259

259
259
259
259
259

259

259
259

259
259
259
259

259
259
259
259
259

259
259
259
259

259

Expt Exp EXp- t-test

Y X Expt t Sig
0.46 0.45  -0.01 0.11 0.9100
0.46 0.49 0.03 -1.12  0.2700
0.95 0.95 0.00 0.09  0.9300
0.52 0.53 0.01  -0.37 0.7100
1.63 1.61  -0.02 050  0.6200
1.63 1.60  -0.03 0.74  0.4600
1.56 1.55  -0.01 023  0.8200
3.71 3.96 025 -6.03  0.0000
3.74 411 037  -6.95 0.0000
381 412 031  -6.61 _ 0.0000
3.89 4.07 0.18  -3.93  0.0000
3.90 4.07 017  -373  0.0000
3.86 4.07 0.21 -4.38  0.0000
3.82 4.01 0.19  -3.80  0.0000
3.85 4.06 0.21 -4.26  0.0000
3.56 3.69 0.13  -2.09 0.0400
3.8 4.10 030  -6.46  0.0000
3.78 4.15 037 -7.57  0.0000
3.06 3.22 016  -3.74  0.0000
2,17 212 -0.05 1.15  0.2500
3.73 4.00 027  -492  0.0000
3.55 3.73 0.18  -3.23  0.0000
3.36 3.59 023  -401  0.0000
2.71 244 -027 493  0.0000
3.73 4.00 027  -5.42  0.0000
2,75 2,65 —-0.10 1.96  0.0500
3.93 4.26 033 -582 0.0000
3.25 3.29 0.04  -0.79  0.4300
3.32 3.24 -0.08 1.44  0.1500
3.54 3.89 035 -5.67  0.0000
3.76 4.02 0.26  -4.58  0.0000
3.81 4.05 0.24  -5.21  0.0000
3.85 4.14 029  -5.86  0.0000
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35
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47

There are variety of tourism product to buy

Negative Attributes

Communication in English is poor
There is no hot water in bathroom
Electric power disruption is often

There would be lack of clean public toilet at destination
Sign posting to attractions and facilities in English/Bahasa

are difficult to find and mislead

There would be queuing/waiting for services at tourist

facilities

The prices of goods in shop/market are expensive
(different prices for residents & tourist)

It is difficult to find variety of restaurants

The food and beverages at destination is expensive

The food preparation is untidy and dirty
The becches and ocean are dirty and polluted

The attractions are

often crowded

There are many beggars at attractions

259

N

259
259
259
259
259

259

259

259
259
259
259
259
259

356  3.69
Y X
319 288
240 197
223 185
301 267
268 23l
259 236
301 273
252 232
295 275
275 225
261 235
333 3.36
241 178

0.13

Exp-
Expt

-0.31
-0.43
-0.38
-0.34
-0.37

-0.23

-0.28

-0.20
-0.20
-0.50
-0.26
0.03
-0.63

-2.46

t

5.62
7.28
7.37
5.41
6.55

517

4.97

3.18
3.74
8.73
4.17
-0.46
10.96

0.0100

Sig
0.0000
0.0000
0.0000
0.0000
0.0000

0.0000

0.0000

0.0000
0.0000
0.0000
0.0000
0.6400
0.0000

* Statement in bold text indicates not significant
*Y=mean score of destination attributes for Expectation; X=mean score of destination attributes for Experience;
Expt=Expectation, Exp= Experience, Expt-Exp= mean of difference between experience and expectation, t=
Vaive computed and Sig= level of significance
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Figure : Expectation/Experience matrix for domestic tourist group

Table : Profile of respondents

Non-Malaysian

Demographic variable Malaysian (%) (%)
Male 50.7 6.5 57.2
400
Gender Female 38.5 4.0 42.5
No response 0.3 0 0.3
18-25 40.5 -
; 41.8
26-35 28.5
10.7 55 34.0
Age 400 36-45 g 20 12.7
46 - 55 0.5 0.7 9.2
56 and older 0.7 08 1.3
No response 0.2 0.9
ayp SRS 49.7 33 530
Marital status Mo 36.2 6.3 42.5
Others 1.0 1.0 2.0
No response 2.5 0 2.5
Malay 72,5 0 72.5
Chinese 1.5 0 115
India 3.0 0 3.0
. ’ 400  Asia 0 2.7 27
Nationalit
e Africa 0 0 0
Europe 0 7.7 7.7
Oceania 0 0 0
Others 2.5 0 2.5
Postgraduate 34.7 23 37.0
Diploma/Degree 31.7 53 37.0
Ediuetilion 400 Se_condory 19.5 0.5 20.0
Primary 0.5 0.3 0.8
Non-formal education 0 0.3 0.3
Others 3.0 20 5.0




Table : Summary of results from survey questionnaire (for international tourists group)

Attribute , : Exp-Expt Jrisst
Sig
] | am able to mix and talk with local 12 3,45 3.47 21 "

" people . . 0. 177¢ 0083
9. | am able to shop in local markets 42 2.86 2.95 0.10 0 682_ 0.499
3 | am able to visit religious sites and ” 958 416 - . P

" temples : ' - ngre  BAIS

| am able to visit museums, art -
4 galleries, and historical sites 44 - Sad 00 gy Q07
| am able to witness traditional music 1 405 3 -
5 and dance . 3. 07 0.518 0.607
5 Itis a place with lots of things for 2 333 3.64 031 -

* families to see and do : ' Sl 5555 0026
7 | have chance to see things that | do 2 3.67 407 0.4D - B

- motnormally see/experience . d 4470

This destination have a variety of

8. nightiife 42 2.67 2.62 -0.05 0321 0.750

9 | am able to sample local food and 9 298 3.12 o - o

’ drink : . . 1.355 .183

This destination offers variety of

10. natural, cultural and historical 42 3.31 3.36 0.05 0 339' 0.736
attractions ’
| have wonderful memories about this -

1l g 42 3.81 4.10 0.29 0.009
destination 2.751

12. There are variety of tourism product 42 333 319 014 1062 0294

to buy
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Holiday Satisfaction: Segmentation of International
Visitors in Pahang, Malaysia

Badaruddin Mohamedl, Mohd Fauzi Sukiman, Izatul Yussof and

Shida Irwana Omar

School of Housing, Building, and Planning, Universiti Sains Malaysia, Penang,
MALAYSIA.

This study utilized the holiday satisfaction model of Tribe and Snaith to
assess the holiday satisfaction of international visitors to the state of Pahang,
Malaysia. The gap between tourists’ expectations and experiences, in terms
of various destination attributes, was measured. This study examined 51
destination variables, categorized into six groups, namely, accessibility,
accommodation, tourist amenities, tourist activities, food/meal, and tourism
attractions. The results were drawn from a questionnaire survey involving
130 international visitors who visited Pahang between March and April
2010. The respondents, categorized based on the mode of travel, were
identified and interviewed (through questionnaires) to determine differences
in experiences and satisfaction levels of the various segments of international
travelers who visited the study areas. The data, analyzed quantitatively using
matrices, showed the mean scores of expectations, which were plotted
against experience in a two-dimensional axis for positive and negative
attributes. The significance of the results was determined using paired t-test
in the scale of 1:1000. The findings provide Pahang’s service providers with
insights on the perceptions and satisfaction levels of international visitors,
and help develop recommendations for the improvement of strategies in
Sfuture tourism development action plans, which will ultimately result in high-
quality tourism services.

Key words: holiday satisfaction, segmentation, international visitors, Pahang
Introduction

Pahang, the largest east coast state in Peninsular Malaysia, has diversified its tourism
industry by introducing new tourism products, such as Kuala Gandah Elephant
Sanctuary and Bukit Gambang Water Park. These developments have been influenced
by the increasing popularity of Malaysia, which is among the most competitive and
fastest growing tourism destinations in Southeast Asia, as demonstrated by its
growing number of international tourists. There are numerous attractions in Pahang,
and these attractions can be categorized as natural, cultural and heritage, and man-
made attractions. The most famous natural attractions in Pahang include Tioman

! Email: bada@usm.my
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Island, which has been voted as one of the most beautiful islands in the world;
Cherating, a coastal destination popular among budget travelers; and Taman Negara,
known as Malaysia’s premier national park. Genting Highland, which is an
amusement theme resort, is the most popular man-made attraction in Pahang.
Meanwhile, Muzium Sungai Lembing is considered a cultural and heritage attraction.
Pahang is one of the Malaysian states that receive millions of tourists annually.
Fraser’s Hill Development Corporation (2008) reported that tourist arrivals to Pahang
reached 10.4 million in 2007, registering a 30% increase from the previous year’s 8
million tourist arrivals. The major markets for Pahang include Singapore (1,459,845),
China (859,220), Hong Kong (414,862), India (329,964), Indonesia (295,413),
Taiwan (155,369), and Thailand (128,116). This paper aims to measure holiday
satisfaction among tourists who have visited Pahang recently. Specifically, this study
aims to:
1. measure the gap between tourist expectations and experiences in Pahang,
Malaysia;
2. determine the levels of tourist satisfaction using the holiday satisfaction
(HOLSAT) model; and
3. recommend improvement strategies that should be emphasized in tourism
development action plans, to provide better services for future tourists.

Literature Review
Tourist Expectation vs. Destination Experience

Tourist travel expectations on particular destinations vary for many reasons. Tourists
do not visit destinations that have nothing to offer. It is then important for a
destination to offer highly diversified and value-added tourism products for the
enjoyment of tourists. A successful site attraction or destination requires a critical
mass of compatible products, which have market viability and appeal (Pearlman,
1989). Therefore, destinations must compete with each other in attracting travelers,
and they can do this by emphasizing the experiences they offer. Experience, however,
is more difficult to produce and manage compared with other products because it
involves many different elements, and the participation or role of tourists in the
experience is very critical (Ritchie and Crouch, 2003).

Laws (1995) argued that consumers are likely to make comparisons regarding
the facilities, attractions, and service standards of destinations. Generally, “the choice
of a particular good or service is the result of a comparison of its perceived attributes
with the person’s set of preferences” (Fishbein and Ahjen, 1975 as cited in Laws,
1995, p. 113). Pritchard and Havitz (2006) later claimed that tourists are more likely
to give positive ratings to destinations they visit if their expectations were met. Mayo
and Jarvis (1981) argued that a consumer selects a destination among alternatives and
evaluates each alternative considering its potential to serve the benefits he/she is
looking for. However, Laws (1991) stressed that each tourist has the opportunity and
freedom to choose among a set of destinations.

Different factors may affect destination choices. Telisman-Kosuta (1989)
asserted that tourist decisions are determined by two factors: (1) the destination’s
potential for performance; and (2) the perception of its personality or image.
Therefore, a destination must be able to offer an overall attractiveness and quality
experiences that are better than those provided by alternative destinations, to sustain
its good image and attract more tourists.
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Tourist Satisfaction

Evaluating satisfaction is a changing process because the features of satisfaction
change from time to time, from one person to another, from one service to another
service(s), and from one company to another. This characteristic makes it important to
find valid definitions for this concept. Therefore, the study of customer satisfaction
should start with knowing the factors that affect satisfaction and the extent to which
these factors are important in raising satisfaction levels. Many studies have suggested
that customer satisfaction is a by-product of the confirmation or positive
disconfirmation of expectations and that customer dissatisfaction is a by-product of
the negative disconfirmation of expectations (Olshavsky & Miller, 1972; Olson &
Dover, 1976; Oliver, 1980; Day, 1984). Tourist experience and expectation are the
two main factors that influence satisfaction. The balance between tourist expectations
and real experiences influences tourist satisfaction, and the satisfaction level is
primarily influenced by factors, such as tourism environment, activities, and
psychological experiences (Xie, Qiu, Chen, & Song, 2007). Woodside, Frey, and Daly
(1989) added that satisfaction is generally recognized as a post-purchase construct
that is related to how much a consumer likes or dislikes a service or product after
experiencing it. Bryant, Kent, Lindenberger, and Schreihe (1998), and Ganesh,
Arnold, and Reynolds (2000)-also suggested that when satisfactions are met, or when
performance actually exceeds expectations, a customer experiences positive
confirmation, feels satisfied, and reinforces his/her willingness to use the product
again. Similarly, Pizam, Neumann, and Reichel (1978) defined tourist satisfaction as
the result of the comparison between a tourist’s experience in a destination and his/her
expectations. On the other hand, Churchill and Surprenant (1982) claimed that
customer satisfaction determinants differ between goods offerings and service
encounters. Studies have also shown an interaction between product and service
activity in achieving customer satisfaction (Bearden & Teel, 1983; Cadotte, Woodruff
& Jenkins, 1987; Oliver & DeSarbo, 1988). There are indeed many techniques and
considerations in measuring tourist satisfaction. Tourist experience and expectation
were used in the HOLSAT model as factors determining tourist satisfaction.

Research Methodology

This study employs a questionnaire survey for primary data collection. The survey
was conducted in the main attractions of Pahang. The questionnaire is divided into
three sections, namely, demographic background, travel patterns, and expectation vs
experience. The 5-point Likert Scale was used in asking respondents to identify the
level of agreement of their expectations on and experiences in tourist attractions. The
scale ranged from 1 (strongly disagree) to 5 (strongly agree), with a neutral position at
the middle and 0 for “not applicable” answers. Three methods were used in
distributing the questionnaires: (1) face to face basis, (2) mailing the questionnaire to
selected attractions, and (3) wusing an online questionnaire located at
http://www.hbp.usm.my/tourism/tvs/default.htm.

The sample size for this study was determined based on tourist arrivals
(international) to Pahang in 2007. The sample included 130 participants, 56.9% males
and 43.1% females. The international tourists were from Asia (56.9%), Europe
(32.3%), Oceania (10%), and Africa (0.8%). The biggest age group consisted of
respondents aged 26 to 35 years (36.9%), followed by group age 36 to 45 years
(26.9%). There were more married travelers (50.8%) than single travelers (46.9%).
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Majority of the respondents obtained tertiary education (71.5%) and worked in the
business sector (24.6%), whereas 21.5% were students.

Responses from the survey were entered and encoded into the SPSS program.
The results were analyzed using descriptive and cross-tabulation methods. The
HOLSAT model was used in the next stage to identify the level of satisfaction among
international tourists to Pahang. This model uses the score of mean differences
between experience and expectation as a base to justify the level of satisfaction. A t-
test was used to justify the validity of the scores (experience minus expectation) at
1:1000 level.

Findings on Tourist Market Segmentation from HOLSAT

Positive Attributes for the International Tourist Group

Figure 1 show the positive attributes plotted on the “win” side. This indicates that the
international holidaymakers to Pahang are satisfied with their trips because the mean
of difference between experience and expectation is positive. The farther the attribute
points are from the “draw” line, the greater is the gain of satisfaction for the particular

attributes (Table 1). The results of the t-test reveal that 2 out of 38 attributes are not.

significant, with significance values (Sig) greater than 0.001. These attributes are
Attribute 27 (I am able to visit museums, art galleries, and historical sites) and
Attribute 33 (This destination has a variety of nightlife). Only 31 attributes, among
the remaining 36, are statistically significant (Sig < 0.001), with recorded t values at
>6. Attribute 22 (Availability of brochures in my own language; mean of
difference=1.71) and Attribute 38 (There is a variety of tourism products to buy;
mean of difference=1.27) show the highest satisfaction levels.

Negative Attributes for the International Tourist Group

Figure 2 shows that 12 out of the 13 negative attributes are plotted on the “loss” side,
and only one attribute is plotted on the “win” side. This explains that international
tourists to Pahang confirm their dissatisfaction in terms of Attributes 39-50 (Table 2),
and their satisfaction on the condition that there are no beggars in tourist attractions
[considered as a disconfirmation of Statement 51 (There are many beggars at
attractions)].

The farther the attribute points are from the “draw” line on the “loss” side, the
greater is the gain of dissatisfaction of international tourists for the particular
attributes. Five attributes indicate a greater level of dissatisfaction: Attribute 39
(Communication in English is poor; mean of difference=0.76), Attribute 42 (There is
a lack of clean public toilets in the destination; mean of difference=0.71), Attribute 43
(Sign posts, in English/Bahasa, in attractions and facilities are misleading and
difficult to find;, mean of difference=0.65), Attribute 48 (Food preparation is untidy
and dirty; mean of difference=0.64), and Attribute 50 (The attractions are often
crowded; mean of difference=0.58). The results of the t-test reveal that 8 out of 13
negative attributes are significant, with significance levels of less than 0.001. Only
one (Attribute 51) among the eight attributes indicate tourist satisfaction.
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Figure 1. Expectation/Experience matrix of positive attributes for the international
tourist group
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Figure 2. Expectation/Experience matrix of negative attributes for the international
tourist group
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Market Segmentation (7ravel Mod)
1) Package Tour Group
Positive Attributes for the Package Tour Group

International package tour group tourists are satisfied in terms of the 38 positive
attributes. The positive attributes exhibit positive values (after deducting expectation
from experience). Satisfaction is gained based on the attributes plotted on the “win”
side of the HOLSAT graph. This indicates that the experience of tourists exceeds the
expectations of package tour group tourists. T-tests were applied on all the attributes,
and the results show that only 1 out of 38 attributes shows an insignificant score of
mean difference at 1:1000 level. A t-test was used to assess the validity of the results
(on all attributes).

Negative Attributes for the Package Tour Group

The results on the negative attributes for the international package tour group show
that only one attribute leads to satisfaction, Attribute 50 (There are many beggars at
the attraction site). The other 37 attributes are plotted on the loss side, indicating
dissatisfaction among tourists in the package tour group because of the values for
each attribute exhibit the positive sign. A t-test was used to assess the validity of the
results. Attribute 50 is indeed significant at 1:1000 levels.
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Figure 3. Expectation/Experience matrix of positive attributes for the package tour
group
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Figure 4. Expectation/Experience matrix of negative attributes for the package tour
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2) Free and Independent Tourist Group

Positive Attributes for the Package Tour Group
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Figure 5. Expectation/Experience matrix of positive attributes for the free and
independent tourist group

The results for the free and independent tourist group show that the tourists from this
group are satisfied in terms of the 37 attributes and dissatisfied with only 1 attribute,
specifically Attribute 34 (I am able to visit museums, art galleries, and historical
sites). In the HOLSAT analysis, the satisfaction level is met when the mean difference
between experience and expectation is positive. This is plotted on the “win” side of
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the graph. The t-test, used to assess the validity of the results, show that 10 out of the
38 attributes show insignificant scores at 1:1000 level.

Negative Attributes for the Package Tour Group
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Figure 6: EXpectation/Expérience matrix of ﬁégative attributes for the free and
independent tourist group

The negative attributes for the free and independent tourist group show slightly
different results. The tourists from this group are satisfied with two attributes, namely,
Attributes 32 and 50. The mean differences between experience and expectation for
these two attributes are positive. These attributes are also plotted on the “win” side of
the HOLSAT model graph. The t-test for validity reveals that Attribute 50 has a
significant score value at 1:1000 level, whereas Attribute 32 has an insignificant score
value (0.513).

Conclusion and Recommendations

This study aims to determine the level of holiday satisfaction of international and
domestic tourists to Pahang by measuring the gap between their expectations and
experiences in terms of positive and negative destination attributes. The findings
demonstrate the usefulness of the HOLSAT model in three aspects: (1) this study
identifies tourists’ sense of satisfaction or dissatisfaction in terms of the various
attributes of Pahang as a holiday destination; (2) this study provides insights on how
Pahang is perceived as a holiday destination by international and domestic tourists;
and (3) this study provides a better approach to the understanding of tourist behavior
vis-a-vis Pahang, based on the results of the comparison between expectations and
experiences. The results of this study may assist local tourism authorities, destination
managers, and tourism players in providing better services and infrastructure for
future tourists to Pahang, based on tourists’ perceptions, satisfaction levels, and needs.
Overall, tourists are satisfied with the positive attributes and dissatisfied with most of
the negative attributes. Two dissatisfaction attributes have high scores: Attribute 14
(Communication in English is poor) and Attribute 24 (There is a lack of clean public
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toilets in the destination). Tourism local authorities, destination managers, and
tourism players should therefore pay more attention to these issues to maintain tourist
arrivals in key destinations. Basic infrastructures, such as toilets, should be provided
and adequately maintained so that tourists will not encounter problems when using
them. Tourist-related businesses, service providers, and the local government should
ensure that