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ABSTRACT

Given the scarcity of research ascertaining the relationship between tourists’
foodservice experiences and holiday satisfaction and its implications for destinations, this
study primarily set out to provide guidelines on ways in which tourists' foodservice
experiences and holiday satisfaction can be assessed and enhanced.

The present study consisted of three interdependent phases, and questionnaire-
based surveys were employed to test the research hypotheses. A combination of different
qualitative techniques was utilised in order to shortlist the relevant attributes to be included
in each research instrument. These instruments were then subjected to further tests in order
to ensure their adequacy and appropriateness. The first research phase ascertained the
relative validity and reliability of the existing satisfaction measurement frameworks and
was implemented in a chain restaurant in Sheffield. This phase aimed to identify the most
reliable and valid operational framework to be utilised in the subsequent phases of the
research. The second phase explored tourist satisfaction dimensions and ascertained the
relative contribution of each dimension, particularly that of the foodservice experience, to
holiday satisfaction and future behavioural intentions among visitors to South West
Turkey. The final phase specifically examined what matters most in tourists’ foodservice
evaluations, and explored whether different dining segments developed their satisfaction
and behavioural intention judgements based on different service attributes in non-fast-food
restaurants situated in South West Turkey. :

The results of the first phase indicated that a more direct measure of perceived
performance might be a better predictor of customer satisfaction than more complex
composite measures of disconfirmation of expectations. The perceived-performance only
model, out-performed the disparity models, which involved a comparison between a
predetermined standard and the perceived performance (the Expectancy Disconfirmation
Paradigm), and the multiplication models, where performance was weighted by the
attribute importance, in predicting customer satisfaction and behavioural intentions.

The results of the second phase revealed that tourist satisfaction was multi-
dimensional. Among the identified holiday components, tourists' impressions of
foodservice experiences were found to be an important factor in tourists' holiday
satisfaction and behavioural intention judgements. While positive tourists’ impressions of
foodservice experiences were found to enhance holiday satisfaction, the negative
impressions were found to have potential to override well-executed quality in other areas.

The results of the final phase demonstrated that there were numerous factors
affecting tourist foodservice experiences and that the manner in which the restaurant
product is delivered was found to account for the greatest impact on tourist dining
satisfaction and return intentions. Analysing the benefits sought from non-fast food resort
restaurants by tourists, the research identified five distinct dining segments, including: the
Value-Seekers, the Service-Seekers, the Adventurous Food-Seekers, the Healthy Food-
Seekers, and the Atmosphere-Seekers. These segments were found to develop their
satisfaction and return intention judgements based on different restaurant attributes.

Overall, the study findings provided strong support for the research hypotheses and
showed that tourist foodservice experiences may lay the foundation for, and shape the
nature of tourist holiday experience. Marketing and management implications of the study
findings are discussed and recommendations for future research are provided.
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1. Introduction

Intense competition within the world tourism market combined with the need to
maintain market share has led numerous destinations, including Turkey, to becoming
more aware of the significance of ensuring that tourists leave the destination satisfied.
The Turkish tourism authorities have recently recognised the low-quality image,
which characterised Turkish tourism during the late 1980s and early 1990s (Travel
and Tourism Intelligence [TTI] 1997), as one of the barriers in achieving a higher
market share and product competitiveness (Bulut 1998; Korzay 1994; Manav 1998;
Unutulmaz and Varinli 1995). Thus, the latest (the seventh) Five-Year-Development-
Plan (FYDP) sets out a series of new programmes in order to improve the level of
quality and competitiveness of Turkish tourism products and services (State Planning

Department [SPD] 1993).

The delivery of a quality and competitive product for tourists begins with an
understanding of the components of a satisfactory holiday experience which are of
most importance to tourists. At present, the Turkish tourism authorities, however, lack
such diagnostic information, as tourist satisfaction research is still in its infancy in
Turkey (Unutulmaz and Varinli 1995). Thus, although the quality objective, included
in the seventh FYDP, indicates government awareness of the importance of quality
improvement for successful tourism, it is yet unclear how this task is going to be
attained without the necessary information. In order to realise this task, the tourism
authorities need information which encourages the identification of the service
components that are essential to the destination’s success, and those components,
which inhibit its success. This process would elucidate the areas that are in need of
improvement, and would highlight the areas that have the greatest potential for
differentiating the destination from its competitors. The development of an analytical
framework is, therefore, essential in order to provide guidelines on ways in which

destination components can be managed to increase tourist satisfaction.

A number of researchers have studied components of experiences which contribute to

tourist satisfaction within different tourism and hospitality contexts (Dorfman 1979;



Danaher and Arweiler 1996; Chadee and Mattsson 1996; Haber and Lerner, 1999;
Pizam, Neuman and Reichel, 1978; Tribe and Snaith, 1998; Weber 1997). Although
these researchers have identified different sets of components affecting satisfaction,
the results of these studies share the similar notion that tourist satisfaction is a
multidimensional concept. According to these studies, tourists interact with many
different components of the destination product, which is a package of diverse
attributes that includes not only the historical sites and spectacular scenery, but also
services and facilities, catering to the everyday needs of tourists (Hu and Ritchie
1993). The quality of these interactions and experiences with numerous encounters in
the total holiday experience, each holding varying degrees of importance in tourist
service evaluations, form the basis for overall holiday dis/satisfaction and future

travel decisions (Teare 1998; Weiermair 1994).

Some studies indicate that destination pull factors, such as the natural environment,
the scenery, the culture, the climate, and other general features (for example, the
cleanliness of beach and sea, and the availability of activities, facilities, and
entertainment) might be among the prime determinants of tourist satisfaction (Hu and
Ritchie 1993; Pizam and Milman 1993). Others emphasise that holiday satisfaction
does not only come from beautiful sights but also from the behaviour one encounters,
from the information one gets, and from the efficiency with which needs are served
(Ohja 1982; Stringer 1981; Sharpley 1994; Pearce 1982; Reisinger and Turner 1997).
Tourist impressions of tourist-host interaction may become a significant element in
holiday satisfaction because hosts (or service providers) are the first contact point for
tourists and remain in direct contact through an entire holiday (Krippendorf 1987;
Reisinger and Turner 1997). Authentic interpersonal experiences between hosts and
tourists may lead to psychological comfort in satisfying tourists’ needs (Stringer

1981).

The provision of both physically and psychologically comforting accommodation
facilities is also suggested to be instrumental to the generation of quality holiday
experiences (Lounsburry and Hoopes 1985;Tribe and Snaith 1998). The service
quality delivered in lodging and other tourist facilities, the responsiveness of service
personnel to tourist requests and complaints, and resolution of problems in a proper

manner may contribute substantially to tourist satisfaction (Bitner ef al 1990; Huang



and Smith 1996; Reisinger and Waryszack 1996). Moreover, studies have also shown
that the prices of services, the price and value relationship, and the extent of
commercialisation in the area may become important factors affecting tourist
evaluations (Bojanic 1996; Pizam et al 1978; Reisinger and Turner 1997). Research
also suggests tourist communication with local people and service providers may
foster empathy and a feeling of safety (Reisinger and Waryszack 1996), and this may
affect tourist enjoyment of the host environment and their future destination selection
decisions (Sirakaya, Sheppard and McLennan 1997; Pizam, Tarlow and Bloom 1997).
Efficiency of airport services may also play part in tourist evaluations, as airport
service encounter is generally the initial and the last experience the tourist has with

the destination (Laws 1995).

A number of studies have also pointed out that availability of quality restaurants and
the quality of services in these facilities are among the preconditions for a satisfactory
holiday experience (Chadee and Mattsson 1995; Lounsburry and Hoopes 1985; Pizam
et al 1978; Tribe and Snaith 1998). Marris (1986: 17) observes that “for many people
in the world, and for most of the time, it is true that people eat to live, just to stay
alive, but other times especially for people on holiday, there are occasions when
people really do live to eat”. Foodservice experiences are a memorable part of holiday
experience, as tourists tend to spend considerable time on choosing the restaurant
where the meal will be an experience to be enjoyed and to be remembered with
satisfaction. When managed well, the product consumed in restaurants may have the
potential to enhance overall holiday satisfaction; however, when handled improperly,
the product can significantly mar the entire holiday experience through poor
performance (Hanszuch 1991). This may have important implications for
destinations. Dissatisfied tourists are likely to share their negative experiences with
other people (Dube et al 1994; Pearce and Moscardo 1983), and that personal
communication is considered to be more credible than marketer-based information.
Thus, the negative tourist impressions of foodservice experience may damage a

destination’s image and act as a deterring agent curtailing potential visits.

Moreover, while restaurants in tourist destinations are generally assumed to be in the
business of selling food only, serving to the physiological needs of tourists, they are

in fact the prime retailers of one of the authentic cultural experiences that tourists may



have on their holiday (Robson 1999; Muller 1999). The restaurant industry may play
an important role in augmenting and diversifying the overall tourist product, and the
food characteristics of a destination may represent a competitive strength over other
destinations with similar natural beauty and other general features (Kaspar 1986;
Kruczala 1986). In addition, the restaurant industry is also a powerhouse in terms of
generating employment especially for young people (Elmont 1995). It accounts for
one quarter of the tourist travel budget and is one of the largest earners of receipts in
the entire travel and tourism industry (Belisle 1983; Elmont 1995; Fox and Sheldon
1986). Another important consideration is that the multiplier impact of the income
earned in the catering sector might be greater than that of many other sectors, such as
the accommodation, the tour operators, and the airlines which are run by
multinational corporations. The majority of catering establishments are small to
medium sized enterprises, locally owned and run, and the revenue generated in this

sector may not leak out of the local economy substantially.

While the performance delivered by the restaurant industry may not be a sufficient
condition on its own to create repeat business for destinations or tourist loyalty, it can,
however, become a determinant of failure to achieve a satisfactory holiday experience.
Despite the obvious relationship between tourism and the catering industry, the
potential contribution of the foodservice experiences to further development and
competitiveness of tourist destinations seems to have received no or inadequate
attention from researchers and destination managers (Elmont 1995). There has been
relatively little research undertaken on tourist foodservice experiences, ascertaining
the aspects responsible for dis/satisfactory tourist foodservice experiences. The
majority of past restaurant studies have focused on fast food operations and were
conducted with domestic customers, while only a few have scrutinised tourist dining
satisfaction in more traditional restaurants (Kivela, Inbakaran and Reece 1999).
Moreover, many of the past studies have not related the relative importance of service
dimensions to certain key performance criterion such as dining satisfaction or
repurchase intention. Consequently, at present there exists relatively inadequate
information with regard to what brings satisfaction, what service aspects are
considered important in repeat visit judgements, and what may discourage such repeat
business to restaurants at holiday destinations. Thus, considering its powerhouse role

in terms of job generation and its supporting and complementary role in destination



attractiveness, the nature of tourist experiences within destination restaurants should
be investigated, with the ultimate purpose of improving the quality of foodservice

experiences.

1.1 The Study Context

The dynamic nature of tourism, governmental support, and incentives for tourism
investment and developments in addition to the pro-active marketing of Turkey have
contributed to a boom in Turkish tourism since the 1980s. The expanding tourism
industry has contributed 3.3 % to the Gross National Product in the last decade
(Turkish Tourism Ministry [TTM] 1995). Tourism revenues have increased by more
than 1,500 percent over the past two decades (§ 411 million in 1983 to $8 billion in
1998). The number of tourists to Turkey has increased from 1.2 million in 1983 to 9
million in 1998 and the Turkish tourism market share in relation to world tourism, has
expanded from 0.5 percent in 1981 to 1.3 percent in 1995. In spite of the expansion in
arrivals and revenue, however, the Turkish tourism product is regarded generally as
being poorly planned, based on low technology, with a low-price and low-quality

image (Travel and Tourism Intelligence [TTI] 1997).

From a general viewpoint, this low-quality image may have arisen from two main

factors:

1. Inthe early 1980s, when the tourism development priority was first initiated
through the Tourism Encouragement Decree in 1980 and the Tourism
Encouragement Law in 1982, very few people, particularly those in authority,
thought of planning for the future, through widening its appeal and its capacities
by improving the product quality. During this time no attempt was made to devise
performance monitoring schemes, as increased international travel had made
Turkey, like many other destinations, very popular without there being a need to

improve the level of tourism services and products.

2. No attempt was made to analyse the tourist experience phenomenon because the

major concern was to attract tourists in high volume. This "high-volume-growth"



orientation was emphasised in the fifth five-year development plan that covered
the period between 1985 and 1989 (Kan 1992). The 5" FTDP encouraged the
development of mass tourism, which has proven to be an incorrect strategy for

maintaining product quality and competitiveness (Sezer and Harrison 1994).

Turkey, like many other mass-tourist destinations, has experienced rapid growth but is
now facing a potential decline in market share and revenue as a result of changes that
have occurred in the world tourism market. In the traditional tourist generating
countries tourist demand has become mature and saturated, and experienced tourists
are becoming quality conscious (World Tourism Organisation [WTO] 1995; 1998).
There has been a substantial increase in customer product/service knowledge, with a
corresponding growth in consumer demand and expectations, and customers are
becoming increasingly sensitive to the price/quality ratio (Augustyn and Ho 1998;
Panton 1999). Over the past years, a number of new tourist destinations have
emerged, and are still emerging, which offer attractions and services similar to those
in traditional destinations (WTO 1998). However, these new destinations emphasise
quality as a way of competing with established destinations. Moreover, repeat demand
is increasingly coming not only from experienced travellers but also from ageing

travellers, now a booming market, who are sensitive to quality (Handszuch 1996).

A growing number of holiday destinations offering similar products and services,
along with increasing consumer awareness, means that the concept of tourist
satisfaction is vital to a destination’s success. Studies consistently suggest that the
successful application of this concept may potentially provide a destination with a
competitive advantage by generating benefits such as differentiation, increased
customer retention, and word-of-mouth recommendations (Arrebola 1995; Augustyn
and Ho 1998; Kandampully 1997; Keyser and Vanhove 1997; Lanquar 1995; Mackay
1996; Matilda 1999; Postma and Jenkins 1997; Ryan 1995; Weber 1997; WTO 1988).
Therefore, many destinations are now striving to differentiate themselves from the
competition by delivering a quality service, and thus increasing the level of customer
satisfaction. For example, in order to ameliorate the structural problems and loss of
competitiveness, which characterised Spanish tourism in the late 1980s, the Spanish
authorities included the improvement of quality tourism in their national tourism

policy objectives in the early 1990s (Arrebola 1995; Mir, Zornozo and Zornozo 1996;



OECD 1992; Valenzuela 1998). Different measures and policies, which have been
adopted to raise the quality standards, especially in services rendered, eventually
improved the competitiveness and increased Spanish tourism market share (WTO
1996). The Spanish example indicates that quality and satisfaction enhancement is a
necessary and winning strategy in the tourism industry for the new millennium

(Augustyn and Ho 1998).

With regard to this fact, both the Turkish government and the tourism industry leaders
have recently realised that it is important to move the primary focus from volume
growth to a selective development programme which is targeted to improve the quality
of the tourist holiday experience, and thus tourist satisfaction and tourist loyalty (TTI
1997). The authorities have come to consider the improvement of the quality of the
tourist experience (the tourist product) as a precondition to survive in a highly
competitive market. Thus, in order to take up the challenges presented by its
competitors in the world market and in order that it can continue to be a successful
tourist destination, service/product quality improvement has been incorporated into the
latest five-year tourism development plan objectives in Turkey (SPD 1995). The 7%
FYDP covers the period between 1996 and 2000 and endorses a programme to
improve the quality of both the infrastructure and superstructure and also to introduce
a new certification system to enhance the service quality in the sector (OECD 1996;
TTM 1995).

However, although those involved in the tourism industry have started to recognise the
importance of quality improvement in a strategy for making Turkish tourism more
competitive (TTM 1994), the authorities do not have a comprehensive method to
assess and to ensure the development of tourist satisfaction, as research of tourist
satisfaction and holiday experience is in its infancy in Turkey (Unutulmaz and Varinli
1995). As a consequence, although the managers of tourist businesses are expected to
enhance tourist experience, satisfaction, and tourist loyalty, they are given little
guidance on how to determine whether they have provided a satisfactory service

experience.

Two major obstacles might prompt the difficulties faced by managers:



1.

Achievement of total product quality and competitiveness depends on the
collective actions of those involved in the supply side of the tourism and
hospitality industry (Bratwait 1992). Management of different sectors in Turkey
(for example, the catering, the lodging, the transportation, the entertainment etc.),
however, seems to have failed to undertake a collective and co-ordinated approach
to improve the total product quality. Holiday experience is an assemblage of
numerous products and services, and thus, it is reasonable to assume that
satisfaction with a holiday may be based on the sum of satisfaction with individual
products and services that compose the holiday experience. Thus, in order to
provide a competitive tourist experience, destination managers need to know
which service components matter most in tourist satisfaction and repeat patronage
and how they can be best combined. However, there exists a lack of understanding
about the holistic nature of the tourist experience and particularly the extent of the

effect of individual components on the development of overall holiday satisfaction.

Managers do not appear to have reliable, valid and straightforward instruments for
gauging tourist satisfaction. The Turkish Tourism Ministry (TTM) used to gather
information by annually distributed surveys, mostly at exit gates of airports, up
until 1993 (Korca 1998). The chief objective of this survey was to obtain basic
information about tourist expenditure, accommodation type, duration of stay,
reasons for visiting, and to obtain information on the overall performance provided
by Turkey's lodging, catering, transportation and entertainment facilities (see
Appendix I, p.442). This annual survey is however far from being effective in
providing managerial and actionable information to entrepreneurs and managers.
The survey fails to establish the influence of each holiday component on the
development of tourist satisfaction and repeat business, which greatly inhibits
managers from developing appropriate performance improvement or quality
assurance programmes. Another major limitation of the survey is that it does not
provide comparative information, which would allow destination managers to
make informed decisions. There is also no information available for management
use relating to which holiday components are salient in their potential to create
satisfaction/ dissatisfaction and repeat business/ defection. It is likely that
satisfaction or dissatisfaction with one of the components may lead to satisfaction

or dissatisfaction with the total holiday.



Another important aspect that the Turkish authorities seem to have overlooked in the
development of tourism in Turkey, is the potential contribution of the foodservice
experience to the total product competitiveness. There has been no specific
programme developed to assess and improve the quality of the products and services
rendered in the foodservice industry, although there is some evidence to suggest that
low service quality delivered in this sector accounts for a high proportion of tourist
complaints (www.hurriyet.com.tr/tourist/hur/turk/99/07/19/yasam/ 03yas.htm, 1999;
Dogan 1986; Garner 1999). Inadequate attention placed on the potential contribution
of foodservice to Turkish tourism competitiveness is curious for a number of reasons.
First, the food itself may not be a major element in the choice of destination, though
in some cases it might be (Westering 1999). However, the food characteristics of the
destination may provide tourists with a cultural experience (Hudman 1986; Reynolds
1994). Foodservice experience may therefore be a critical element in generating a
differential edge over other competing destinations (Kaspar 1986). Secondly,
foodservice experiehce is an inseparable part of the holiday experience, and thus, it
may become instrumental and important in engendering tourist satisfaction, tourist
loyalty, and word-of-mouth recommendations. A one-week holiday involves almost
21 foodservice encounters, and failure to meet physiological and social needs
effectively during these encounters may inhibit the enjoyment of subsequent activities

that follow the meal (for example, a trip to a historical site).

Hanszuch (1991: 11), the chief executive of the WTO, observes that "as far as tourists
are concerned, the quality of their trip, their mental health and fitness, and hence their
ability to adapt, learn and enjoy depends primarily on what they eat". This suggests
that all the joy, thrills, and other expectations of the holiday, may disappear if the
tourist becomes ill due to the food eaten or if the tourist is upset because of a low
service quality delivery. Tourists on holiday require places where the meal will be an
experience to be enjoyed, an experience to be anticipated with excitement, to be
relished in the fulfilment and to be remembered with satisfaction (Marris 1986). Not
knowing and overlooking the possible shortcomings in tourists' foodservice
experiences may induce future business loss to the destination, as it will bring about
negative publicity (Pearce and Caltabiano 1983; Jackson, White and Schmiere 1994).
Thirdly, the foodservice industry is one of the prime generators of jobs and income

and accounts for one quarter of the tourists’ travel budget (Belisle 1983; Elmont 1995;


http://www.hurriyet.com.tr/tourist/hur/turk/99/07/19/yasam/

Fox and Sheldon 1986). For example, in 1998 $1.116 billion was spent on eating out
in Turkey, accounting for almost a quarter of total tourist expenditure
(www.hurriyet.com.tr/ turizm/turk/99/06/ 15/turizm.htm, 1999). This suggests that
while authorities in Turkey are making tourism development and image improvement
a priority, they should not underestimate the importance of foodservice as part of

tourism development.

Attainment of a quality image and competitiveness is not a matter of chance, as it
requires a deliberate policy (WTO 1988). In order to realise the objective of quality
improvement, managers must be in possession of all the facts which allows them to
make informed decisions. Destination managers in Turkey must know, with some
degree of confidence, what destination components matter most in tourist satisfaction
and repeat business, and they must be able to identify the destination components that
cause the most trouble. Destination management also needs to be able to elucidate the
components in need of improvement and identify the components that have the
greatest potential for differentiating the destination from its competitors. This calls for
the development of a well thought out customer satisfaction assessment framework

that yields accurate and actionable information.
1.2 Research Aims and Objectives

Given the paucity of research on the relationship between foodservice experience and
holiday satisfaction, this study intends to develop an analytical framework in order to
ascertain the nature and extent of influence of the tourists’ foodservice experience on
tourist satisfaction and future behavioural intentions; and to establish an analytical
framework in order to address how tourists' foodservice experiences can be enhanced.

More specifically, this study sets out to:

= examine which of the existing customer satisfaction measurement frameworks is a
more satisfactory framework for measuring customer satisfaction with hospitality
and tourism services;

= jdentify destination service components contributing to tourist satisfaction,
repurchase intentions, and word-of-mouth recommendations;
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= explore the nature and the extent of influence of the foodservice experience on
tourist satisfaction, repurchase intentions and word-of-mouth recommendations;

= ascertain what brings satisfaction, return patronage and word-of-mouth
recommendations and what discourages return business in non-fast-food
restaurants at Turkish destinations;

= examine whether tourists can be clustered into distinct groups based on their
restaurant selection criteria; and

= identify the sources of satisfaction within each resultant cluster.

In order to address the study aims and objectives, a three-step interdependent

investigation has been undertaken (Figure 1).

Figure 1. Steps Undertaken in the Research

Validity and
Reliability

Holiday Dimensions
and Their Extent of
Influence

Tourist Foodservice

Experiences

The first step of the research ascertains the relative
validity and reliability of the existing satisfaction
measurement frameworks, in order to identify the most
reliable and valid operational framework to be utilised in
the assessment of tourist satisfaction with foodservice
experiences in Turkey.

The second step of the research identifies tourist
satisfaction dimensions and ascertains the relative
significance of each dimension, particularly that of the
foodservice experience, on overall holiday satisfaction
and future behavioural intentions. This step of the
research explores the role of foodservice experience in
creating tourist complaints and compliments. This step
also investigates the relative strengths and weaknesses
of the Turkish tourism product in comparison to its
competitors, and looks into whether different segments
develop their satisfaction and return intention
judgements, based on different destination components.

The third step of the research examines the nature and
extent of influence of service components on the
formation of tourist dining satisfaction, of particular
concern of this final step is the investigation of whether
there are different dining segments who are seeking
different benefits, and whether sources of satisfaction
and dissatisfaction differ between these identified dining
segments.
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The specific research objectives pertaining to each research step are presented below.
1.2.1 Part One: Satisfaction Measurement Frameworks

In an attempt to provide theoretical explanations of customer satisfaction, researchers
seem to have focused largely on the conceptual issues and underlying processes of
satisfaction, and seem to have neglected the more pragmatic tasks of measuring and
improving customer satisfaction. Researchers, for instance, have been greatly
concerned with the identification of the antecedents of customer satisfaction (for
example expectations, performance, and disconfirmation). As a consequence, several
frameworks have been developed to gauge the concept (for example, The Expectancy-
Disconfirmation Paradigm, the Dissonance Theory, the Comparison Level Theory, the
Evaluative Congruity Theory), however, no consensus has been reached on which
framework is best suited to assess customer satisfaction. Some researchers argue that
customer satisfaction measures should incorporate expectations and performance
perception constructs (Pizam and Milman 1993; Oliver 1980), while other researchers
suggest that customer satisfaction measurement should be concerned with perceived
performance only (Dorfman 1979; Gundersen, Heide and Olsson 1996). Others
maintain that weighted importance-disconfirmation models should be favoured in the
assessment of customer satisfaction (Barsky 1992; Barsky and Labagh 1992; Carman

1990; Kivela 1998).

There appears to be a dearth of research in the tourism and hospitality literature,
which scrutinises the reliability and validity of existing customer satisfaction models,
particularly of the most widely applied model- the Expectancy/Disconfirmation
Paradigm. Given the limited research in this area, a comparative study of the
predictive power and reliability of the existing methodologies is warranted in order to
advance this research field. This investigation is essential because hospitality and
tourism managers need to build management and marketing strategies on customer
satisfaction research, which is based on a reliable and a valid framework. Scrutiny of
the reliability and validity of the existing measurement frameworks is fundamental in
this study, as the framework to be used in the remaining research is to be determined

in the light of this step’s findings.
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More specifically, this part of the research sets out to:

= investigate whether the performance only framework is a more satisfactory
framework for measuring customer satisfaction than the six other alternatives;

= examine whether weighting performance and direct disconfirmation scores by
importance makes any substantial improvement on the predictive validity of these
methodologies;

= explore whether customer satisfaction and service quality constructs are
distinguishable; and

= ascertain whether the use of different comparison standards yields different results
in terms of customer satisfaction.

1.2.2 Part Two: Tourist Satisfaction and Foodservice Experience

Researchers have attempted to examine sources or components of tourist satisfaction.
Though the results of these studies indicate that satisfaction is a multifaceted concept,
consisting of a number of independent components or dimensions, there is a lack of
understanding about the holiday components, which are most influential to tourist
satisfaction. As the majority of past studies have not related the relative importance of
destination service dimensions to certain key performance criterion variables such as,
tourist satisfaction or tourist repurchase intentions, the relationship between individual
factors and their extent of influence on repeat patronage/defection and word-of-mouth
recommendation within a tourism context, remains equivocal. Destination
management must know the elements of a satisfactory holiday experience in order to
implement a programme to attain and maintain a high level of quality and satisfactory
service (Miner and Wain 1992). Destinations that are oblivious of their shortcoming
stand to loose their market share. Thus, assessment of destination components

affecting tourist satisfaction is warranted.

Considering the multidimensional nature of the tourism product, destination managers
need to be aware of the fact that if one link in the chain, for example the foodservice
experience- an instrumental part of the holiday experience, is faulty, then the total
product image may suffer significantly. Interestingly however, despite the fact that the

foodservice experience may contribute extensively to tourist satisfaction within the
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entire holiday and thus may be instrumental and important in engendering tourist
loyalty and ensuring word-of-mouth recommendations, this area of academic research
seems to have received inadequate attention from researchers. An investigation into
the nature and extent of influence of the foodservice experience on holiday
satisfaction and repeat business is warranted because it may be a critical factor in
differentiating between various destinations of comparable natural beauty and other

general features.

Another interesting theoretical lacuna in the tourist satisfaction literature is the lack of
research on relative performance assessment. In an intensely competitive market, both
the short and long-term success of destinations depends not only on performance in

- absolute terms but also on performance relative to competitors. Surprisingly however,
the role that relative performance may play in influencing satisfaction and generating
repeat business has not been incorporated into tourist satisfaction investigations.
Understanding performance relative to competitors, can help destination managers

develop a better focus in catching-up and differentiating strategies.

In order to improve the understanding and the management of the satisfaction

concept, this part of the research sets out to:

= identify factors contributing to tourist satisfaction, repurchase intentions, and
word-of-mouth recommendations;

= explore the extent of individual factor’s influence on tourist satisfaction and
behavioural intentions;

= examine whether high (low) tourist satisfaction with the foodservice experience
increases (decreases) the overall satisfaction with the holiday, return intentions,
and word-of-mouth recommendations;

= ascertain the extent to which the foodservice experience leads to tourist
complaints and compliments;

= examine whether sources of holiday satisfaction are different from sources of
dissatisfaction and whether first-time and repeat visitors base their return intention
and satisfaction judgements on different aspects of the holiday;

= explore the extent of influence of the relative performance on the formation of

satisfaction and behavioural intention; and identify the strengths and weaknesses
of Turkish tourism product; and
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» find out whether the performance alone framework is a valid and reliable
framework to assess tourist satisfaction with destination services.

1.2.3 Part Three: Determinants of Foodservice Experience

In spite of the advances achieved in consumer satisfaction research, particularly in
North America and Europe, there seems to be a profound lack of knowledge in terms
of understanding the consumer satisfaction concept particularly in the restaurant
sector in Turkey. This could be attributed to the fact that there has been no study
undertaken thoroughly in Turkey, particularly in the non-fast food restaurant market.
Consequently, it could be said that restaurateurs lack consumer behaviour knowledge,
which in turn substantially hampers their ability to target specific restaurant attributes
that attract, satisfy, and retain customers. Given that no prior research has been carried
out on this subject in Turkey, this study primarily aims to yield important insights into
what brings satisfaction, return patronage and word-of-mouth recommendations and

what discourages return business in non-fast food restaurants at Turkish destinations.

It is important to note that the majority of past studies seem to have explored tourist
satisfaction at either an aggregate or an individual level, while little emphasis has
been placed on the scrutiny of satisfaction at a segment level. Inadequate attention
paid to segment-specific satisfaction analysis is curious because understanding the
formation and structure of satisfaction among tourist segments is critical to devising
effective market-specific resource deployment strategies to enhance profits. It is true
that if managers try to satisfy all customers by targeting all market segments, they are
likely to become every customer's second choice (Yesawich 1987). Understanding
what specific market segments require, and developing focused management .
strategies to saﬁsfy these specific requirements is the ultimate key to penetrate
growing markets and to maintaining a repeat customer base. Segmentation, when
done properly, can actually enhance sales and profits because it allows the
organisation to target segments that are much more likely to patronise the
organisation's facilities (Reid 1983). Research into segment-specific satisfaction
measurement can promote better marketing and management of hospitality and

tourism services.
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Given the paucity of research on this subject, the final part of the study aims to extend
the limited body of knowledge within the customer satisfaction field by providing
insights into the development of satisfaction within each customer segment. More

specifically, this part of the research sets out to:

= ascertain the reliability and validity of the performance only model in assessing
tourist satisfaction within independent restaurant (non-hotel restaurant) services in
Turkish destinations;

» identify factors determining tourist satisfaction with restaurant services in Turkey;

» explore the extent of individual factor’s influence on the overall dining
satisfaction and behavioural intentions;

= identify factors that are considered important by tourists when selecting
restaurants on holidays;

» cluster tourists into groups based on their restaurant selection factors;

= examine the development of customer satisfaction within each resultant cluster;
and

» explore patterns of restaurant selection criteria and their potential impact on
satisfaction.

1.3  Structure of the Thesis

This thesis is divided into three main sections; (1) the literature review, (2) the
methodology, and (3) the results and discussion section. Following this Introductory
Chapter, an extensive and a critical review of the literature is presented in order to
develop the theoretical rationale of the research problem, and to identify what

research has and has not been undertaken on the research problem.

Considering the length of the unsettled discussions that exist in the customer
satisfaction literature, the presentation of the Liferature Review is divided into five
chapters. In the first part of the review (Chapter Two), the debates concerning the
definitions of the satisfaction concept are presented. This is followed by a discussion
of the differences/similarities between satisfaction and the service quality concept, as
recognising the similarity and differences between these two concepts is imperative to

advance understanding of the satisfaction concept. The second part of the review
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(Chapter Three) presents satisfaction theories that have been applied in marketing
literature in general and in hospitality and tourism research in particular. More
specifically, the Expectancy-Disconfirmation Paradigm (EDP), the Comparison Level
Theory, The Importance-Performance model, the Contrast Theory, the Dissonance
Theory, the Attribution Theory, the Equity Theory, and the Person-Situation fit theory

are explicated.

The next part of the review (Chapter Four) is devoted to the debates pertaining to the
use of different standards in explaining customer satisfaction, as the issue of
comparison standards holds a central role in almost all of the satisfaction theories.
Chapter Five deals with methodological and theoretical shortcomings of the EDP, the
most widely applied satisfaction measurement framework, and discusses the model’s
applicability. This chapter also presents debates pertaining to the Perceived-
Performance-Only and the Weighted-Importance models, and Servqual. Chapter Six
discusses the tourist satisfaction concept in relation to the role of the foodservice
experience in the formation of holiday satisfaction. This chapter also reviews the
issues and discussions pertaining to what constitutes foodservice satisfaction with

restaurant services and the concept of customer segmentation.

Following the review of the literature, the Methodology Chapter (Chapter Seven) is
presented, which outlines the six-step procedure adopted by the researcher in
addressing the research objectives. These steps include; the research problem
formulation, the research design, the data surfacing and gathering, the data
management and process, the data examination, and the writing-up of the thesis. More
specifically, the Methodology Chapter outlines the research design, the specification
of the data required, the selection of the data collection technique, the development of
the research instruments, pilot testing of the research instruments, the determination of
the sampling technique, the selection of the data analysis techniques, and the

problems encountered in the main research implementation.

Next, the findings and discussions pertaining to three interdependent investigations
are presented separately in the Results and Discussions Chapter (Chapter Eight). The
first part of this chapter presents the results and discussions of the comparative study

undertaken to examine the validity and reliability of the seven different customer
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satisfaction measurement frameworks. The measurement frameworks that are
compared and contrasted are the performance only; the performance weighted by
importance; the importance minus performance; the direct dis/confirmation; the direct
dis/confirmation weighted by importance; the performance minus predictive
expectations, and the performance minus should expectations. This section also
presents the results and discussions concerning the similarities and differences
between consumer satisfaction and service quality constructs. Finally, this first part of
the Results Chapter presents the findings relating to the ability of two comparison
standards- the predictive and should expectations- in determining customer

satisfaction.

The second section of the Results Chapter presents the findings of an investigation,
undertaken with 400 tourists departing from an international airport in Turkey,
designed to ascertain the nature and extent of the influence of foodservice experience
on holiday satisfaction and behavioural intentions. This section further presents the
results of an analysis carried out to establish whether there are any destination
attributes which are salient in their potential to generate satisfaction and/or
dissatisfaction. Next, this section presents the results of an analysis undertaken to

identify the strengths and weaknesses of the tourism product relative to competitors.

The final section of the Results Chapter presents the results and discussions pertaining
to the survey undertaken with 500 tourists, geared to identifying the sources of dining
satisfaction and future behavioural intentions. This section further presents the results
of the comparative qualitative data analysis undertaken to verify the findings emerged
through the quantitative data analysis. Next, findings pertaining to the market
segmentation analysis, based on the dining benefits sought by tourists on holiday, and
sources of tourist dining satisfaction within each resultant segment, are presented. The
final section of this chapter also presents the results of an analysis undertaken to
highlight whether tourists’ pre-visit and post-visit judgements concerning restaurant
services are identical. Finally, the Conclusion Chapter (Chapter Nine) discusses the
overall findings of the three-step investigation and presents the implications of the

research findings and recommendations for future research.
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1.4 Summary

In order to clarify the gaps that exist in the tourist satisfaction literature and provide
guidelines on ways in which tourist foodservice experiences and holiday satisfaction
can be assessed and enhanced in Turkey, a three-step interdependent investigation has
been undertaken. The first stage of the research is designed to identify the
measurement framework to be used in the subsequent stages of the research, and
involved the comparison of reliability and validity of seven alternative measurement
frameworks. The second stage of the research, using the framework determined by the
previous stage, aims to identify the underlying factors of tourist satisfaction within a
destination and to examine the extent to which each individual factor, particularly the
food service experience, influences overall holiday satisfaction, return intentions and
word-of-mouth recommendations. The second investigation also examines the
potential of incorporating relative performance assessment into satisfaction
investigation in identifying relative product strengths and weaknesses. The third stage
of the research project aims to provide insights into what brings satisfaction, return
patronage and word-of-mouth recommendations and what discourages return business
in non-fast-food restaurants in Turkey. This step also explores patterns of restaurant
selection criteria and their potential impact on satisfaction and scrutinises whether

sources of satisfaction differ between resultant segments.
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CHAPTER 11

Consumer Satisfaction: Definition



2.1 Introduction

The provision of tourist satisfaction and a quality tourism experience are fundamental
issues for destinations to consider for a number of reasons. First, satisfaction
"reinforces positive attitudes toward a brand, leading to a greater likelihood that the
same brand will be purchased again...dissatisfaction creates a negative attitude toward
a brand and lessens the likelihood of buying the same brand again" (Assael 1987: 47).
Depending on the degree of their dis/satisfaction, tourists may either return,
recommend a destination to other tourists, or may not return and express negative
comments that may damage the reputation of the destination (Pearce 1988).
Destination managers need to focus on the provision of high quality tourist
experiences as "the consequences of customer dissatisfaction can be sudden and harsh"
(Maddox 1985: 2). Moreover, tourists may respond to negative (unsatisfactory)
experiences "in a more physically destructive way, and various acts of vandalism,
notably, property damage, theft and graffiti may be seen as an extreme expression of

visitor dissatisfaction" (Pearce and Moscardo 1984: 21).

Second, the generation of satisfaction, and hence customer loyalty is a cost-effective
approach to maintaining a business (Murray 1992). Recent studies have revealed that
it is highly likely that a dissatisfied customer never returns (Dube, Reneghan and
Miller 1994), and to get a new customer costs more than to keep an existing one
(Stevens, Knutson and Patton 1995). For instance, while it costs about $10 in

. advertising, public relations, price incentives and other promotions to get a new
customer, the cost to keep a satisfied customer is only about $1 (ibid.). Similarly,
other studies suggest that it costs three to five times as much to attract a new customer
as it does to retain an old customer (Fierman 1994; La Boeuf 1987). Capturing new
customers from competitors is costly because a greater degree of service improvement
is needed to induce customers to switch from a competitor (Anderson and Sulvian

1990). In the hospitality industry, Callan (1994a: 496), for instance, observes that

"it is beyond dispute that years ahead will be a period when hospitality operators
will serve on increasingly discerning public, who will not be prepared to accept
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poor quality services; they will complain and transfer allegiances to the
providers of quality services".

Third, studies have also elicited that the generation of satisfaction with services leads
to word-of-mouth recommendations, which is suggested to be more effective at
enhancing volume and profit in many companies and destinations, than marketing,
promotion or advertising activities. For instance, based on the results of a Gallup
study, Stevens et al (1995) state that, of the consumers going to a restaurant for the
first time, 44% went because of a recommendation and another 10% went with
someone who had been there before. In a study of restaurant customers, Plymire
(1991) found that 91% of a restaurant’s dissatisfied customers will never come back
and they will typically tell eight to ten others about their negative experience.
Similarly, Becker’s and Wellins’s (1990) study brings out that while only 38% of
restaurant customers tell their friends about an excellent service, 75% of restaurant
customers share information about poor service (in Sundaram, Jurowski and Webster
1997). It was found that on average, a problem related to service quality, causes a
20% decline in customer loyalty (Murray 1992). In his study on the fast-food industry,
Wallace (1995) reported that small changes in loyalty and consumption patterns could
have a disproportionate impact on a firm’s profitability. Wallace estimates that 5%
reduction of customer defection will result in a 25% increase in profits (in Pettijohn,
Pettijohn and Luke 1997). In another study, Fornell (1997) estimates that if 92
percent of the tourists to Spain return for more visits, at least once during the next five
years, there will be an $1.4 billion increase in the revenue. This suggests that the cost
associated with ignoring tourist satisfaction assessment can be tremendous (Panton
1999). Destinations that fail to pay attention to the provision and improvement of
satisfaction and overlook their shortcomings, stand to loose their market share.
Therefore, understanding customer satisfaction lies at the very heart of effective
provision and management of the concept, and thus, accurate measurement of this

concept, is a vital ingredient in the success of destinations in both short and long term.

Research into tourist satisfaction measurement has increased and, customer
satisfaction measurement has become the most frequent application of market research
in the 1990s (www.allenymarketing.com/Cust_satis.htm, 1998). However, this area of

research is still replete with unresolved issues. The research on customer satisfaction
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has often been either over-simplified or too complicated, and unfortunately not
actionable. The majority of researchers have investigated tourist satisfaction from
anthropological, sociological and psychological perspectives (Otto and Ritchie 1997).
While these perspectives are critical to understanding the concept, they are not readily
transferable into managerial actions. Researchers seem to have been largely concerned
with the conceptual antecedents of customer satisfaction, and they paid limited
attention to the development of informative and straightforward models that help
tourism managers identify which component or components of the holiday experience
are the most important in tourists’ satisfaction judgements and behavioural intentions.
It is important to note that a comprehensive understanding of the structure of the
satisfaction construct in a given service experience is essential not only for
measurement and monitoring purposes, but also for providing greater insight into the

process of satisfaction formation (Singh 1991).

Another hurdle in the customer satisfaction measurement is to decide which
measurement construct to use (Maddox 1985; Panton 1999; Yuksel and Rimmington
1998b). The existence of several satisfaction measurement frameworks, is causing
confusion among practitioners, as no consensus has been reached on which framework
is best suited to assess customer satisfaction. Moreover, while the majority of
satisfaction theories concur that satisfaction is a relative concept, and several forms of
comparison standards have been proposed, no consensus exists concerning which
comparison standard might be most appropriate (that is, which standard best predicts
satisfaction). Although different forms of standards have been proposed in the
marketing and consumer behaviour literature, with the exception of predictive
expectations, other standards have received little empirical research in tourism and
hospitality literature. There is also limited understanding about whether the use of
different comparison standards yields different results in terms of satisfaction.
Furthermore, the relationship, as well as the difference between the customer
satisfaction and other related constructs, notably service quality, is confusing because
both constructs are founded on a similar conceptual framework. This confusion has
delayed the introduction of customer satisfaction and service quality paradigms into

hospitality and tourism research (Oh and Parks 1997).
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In spite of the noticeable progress that has been achieved and a number of theoretical
foundations that have been developed, a review of literature suggests that agreement,
on how best to conceptualise customer satisfaction, is yet to be reached. Even though
“there is a consensus that customer satisfaction is central to success in the delivery of
tourist and leisure services, satisfaction remains an elusive, indistinct and ambiguous
construct” (Crompton and Love 1995: 11). Strictly speaking, an accurate
measurement model cannot be devised unless the concept to be measured is defined
clearly. To this end, the following section presents current debates in relation to
definition of customer satisfaction and its similarities and distinction with related
constructs. The literature review starts with the definition of services and moves on to
outlining a number of alternate conceptual definitions of customer satisfaction
proposed by the researchers. This is followed by a discussion on the difference/
similarity between satisfaction and two other related concepts, namely attitude and
service quality, as illustrating the similarity and differences between satisfaction and
these concepts is imperative to advance the understanding of the satisfaction concept

and to the development of the research.
2.2 Tourism and Hospitality Services

Tourism and hospitality services (or products) are a multifaceted phenomenon, which
occur in specific environments and are closely related to managerial issues, which
range from marketing and consumer behaviour analysis, to employee relations and
organisational behaviour (Murray 1992). In its simplest form, a service can be
described as an intangible but identifiable activity providing the satisfaction of needs
(Kotler 1984), and services are related to performance as opposed to objects
(Parasuraman, Zeithaml and Berry 1985). Within the tourism and hospitality industry,
a service can signify either an escape from daily life or a means of self-fulfilment
(Ryan 1991). The service does not represent possession of a physical product, but
leads customers to acquire and fulfil dreams. Services are the procedures affecting the
product flow to customers and the manner in which staff deliver the product (Martin

1986).
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The definition of service has changed over time. In addition to more traditional
components of the definition such as employee courtesy, product knowledge,
helpfulness, and enthusiasm, it has been expanded to include service aspects such as
convenient location, breadth of selection, category dominance, speed of transaction,
and competitive prices (Murray 1992). Tschohl (1991) simply defines service as
"whatever your customer thinks it is". In spite of the fact that customers can be
illogical or uninformed, what customers think seems to be all that matters. Expressed
in terms of attitude, service can be seen as thoughtfulness, courtesy, integrity,
reliability, helpfulness, efficiency, availability, friendliness, knowledge, and
professionalism ([Tschohl 1991] in Murray 1992). Service clearly involves
maintaining old customers, attracting new ones, and leaving all of them with an
impression that induces them to do business again with the restaurant or the

destination (Murray 1992).

Three main characteristics of services, namely their tangible and intangible
composition, the simultaneity of production and consumption, and their
heterogeneous nature impose difficulty to their evaluation and measurement (Lee and
Hing 1995; Yuksel and Rimmington 1997). It is important to note that these service
features are not mutually exclusive but are, in many cases, conjoint. The most
recognised service feature is its intangibility. This implies that services cannot be
measured, touched, and evaluated before they are purchased (Cowell 1984). Most
services are performance rather than objects, and therefore a service exists in time, but
not in space (Shostack 1984). For this reason, when a customer purchases a service
such as a hotel stay or a vacation, she goes away empty handed, but she does not go
away empty headed. However, apart from souvenirs and photographs, she has nothing

to show for the purchase but s/he has memories to share with others (Lewis 1989).

Products and services are thought to be distinct in that the former is produced
(tangible) and the latter is performed (intangible). However, this traditional view is
rather rigid, as products and services may have both tangible and intangible
characteristics (Teare et al 1994). For example, Kotler (1984) defines product as
"anything that can be offered to a market for attention, acquisition, use, or
consumption that might satisfy a want or need. It includes physical objects, services,

persons, places, organisation and ideas" (p: 463). Similarly, a service involves direct
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consumption of physical goods and use of physical facilities (tangibles) as well as the
interaction with service providers (Nightingale 1985). Shostack (1977) argues that
consumer decisions concerning an intangible-dominant entity will be based on the
tangible clues surrounding it, and people use appearance and external impressions to
make judgements about realities. For instance, customers generally judge the
ambience of restaurant services by observing such physical forms as architecture,

layout, design, and dress of the personnel (Haywood 1983).

Another feature of service that makes its definition and measurement difficult is
simultaneous production and consumption (Gronroos 1984). Services are first sold
then produced and consumed simultaneously (Cowell 1984). Therefore, unlike
manufactured products, services cannot be subjected to quality control checks prior to
consumption. Service providers are human, and éustomer—provider interaction is,
though staged, both simultaneous and spontaneous, making the control of service a
difficult and complex issue ([Czepiel 1980] in Kandampully 1997). Production and
consumption of a hospitality service can only take place through buyer-seller
interactions (Vandamme and Leunis 1993) which occur in the provider’s premises and
not in the customer's home environment. Customers can be co-producers of service
products, as they share decision-making responsibilities with service providers in the
production of services to accomplish the desired level of service outcomes (Davidow

and Uttal 1990; McMahon and Schemeizer 1989).

Another important feature of services is their heferogeneous nature. This implies that
assurance of a uniform service in tourism cannot be guaranteed, as provision of

consistent behaviour from the service personnel is difficult to attain.

"In a service business you are dealing with something that is primarily delivered
by people, to people. Your people are as much of your product in the customer
mind as any other attribute of that service. People’s performance day in and day
out fluctuates. Therefore, the level of consistency that you can count on and try
to. communicate to the customer is not a certain thing" ([Kinsley 1979] in
Kandampully 1997: 6).

As not all hospitality and tourism services are routines, deviations from the routine
norms are quite common (Haywood 1983). Inconsistencies can occur because

different service providers perform a given service differently on different occasions.
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Therefore, what management intends to deliver might be quite different from what

customers receive (Parasuraman et al 1985).

Tourism services are experiential in nature, which fosters evaluation of service both
during and after service delivery. That is, the tourist is integral part of the service
enabling him or her to make an evaluation while the service is being performed, as
well as after it has been performed. The evaluation of tourism and hospitality services
is argued to be more complex than that of goods (Reisinger and Waryszak 1996;
Zeithaml 1981). This may be partly because of the fact that tourism and hospitality
services contain high percentages of experience and credence properties, whereas
search properties are dominant in goods (Nelson 1970). Search properties refer to
those attributes that a consumer evaluates before purchasing the product (for example,
price, size, and colour). These properties are primarily tangibles, which are physical
representations of the service, such as facilities, equipment, appearance of personnel,
and other recipients of service (Mackay and Crompton 1990). Experience properties
are those attributes that can be only assessed after purchase or during consumption
(taste, purchase satisfaction) (Zeithaml 1981). Credence properties are the attributes
that the consumer finds impossible to evaluate even after purchase and consumption
(for example, the hygiene conditions in the restaurant kitchen). In general those
services that are high in experience properties and credence properties, like tourism
and hospitality services, may be the difficult to predict and evaluate (Reisinger and
Waryszak 1996). Thus, consumers may develop less precise expectations for
experiential services than for tangible consumer goods that are easy to evaluate prior

to purchase.

It is important to note that the tourism product is an amalgam or package of tangible
and intangible elements centred on activities at a destination (Medlik and Middleton
1983; Medlik 1988; Moutinho 1995; Smith 1994). It is the "collection of physical and
service features together with symbolic associations which are expected to fulfil the
wants and needs of the buyer" (Jefferson and Lickhorish 1988: 211). It comprises the
actual and perceived attractions of a destination, the activities, the facilities, and the
destination’s accessibility. The tourism product is the complete experience of the
tourist from the time one leaves home to the time one returns. Thus, the nature and

quality of the tourist product is the outcome of many individual activities with a range
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of people and organisations involved in the tourist experience (Hughes 1989; Hughes

1991; Krippendorf 1987; Laws 1995; Whipple and Thach 1988).

In a holiday experience, tourists encounter directly with not just one, but with several
members of the production chain (Van-Rekom 1994), thus there are more than one
tourist-provider encounters. For instance, the travel agent (when booking a trip) is the
first member of the product chain which tourists meet. Then, a hostess of the tour
operator at the airport and the airline personnel during the flight attend tourists. Once
in the country of destination, a coach company (another member of the production
chain), hired by the tour operator, transfers them to their hotels. During the holiday,
tourists meet different service providers, for example, restaurateurs, hoteliers, local
people, etc. Many transient impressions and experiences occur during this total
consumption, and it is this total experience that is consumed and evaluated (Teare
1998; Weiermair 1994). These experiences affect the consumer's state of mind at the
end of the consumption, which forms the basis for subsequent travel decisions.
Understanding which parts in this product chain matter and how they could be best
combined to produce the desired experience is of significant importance to destination

managers.

2.3 Customer Satisfaction

The concept of satisfaction is complex partly because

"the most important thing to know about intangible products is that customers
usually do not know what they are getting into until they don’t get it... only then
do they become aware of what they bargained for, only on dissatisfaction do
they dwell...satisfaction is, as it should be, mute, its existence is affirmed only
by its absence" (Levitt 1981: 96).

While everyone knows what satisfaction means, it clearly does not always mean the
same thing to everyone (Oliver 1997). On the one hand, satisfaction may mean
minimum acceptability to some customers while on the other hand it may mean near

perfection to others (Day 1980).
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As a result of this complexity, researchers have defined satisfaction in a variety of
ways. For instance, customer satisfaction is defined as a cognitive evaluation of the
attributes the consumer attaches to the service (Chadee and Mattsson 1996), or as "the
customer's subjective evaluation of a consumption experience, based on some
relationship between the customer's perceptions and objective attributes of the
product" (Klaus 1985: 21). Satisfaction is regarded as a level of happiness resulting
from consumption experience; or a cognitive state resulting from a process of
evaluation of performance relative to previously established standards; or a subjective
evaluation of the various experiences and outcomes associated with acquiring and
consuming a product relative to a set of subjectively determined expectations.
Satisfaction with a product or service is the consumer's evaluation of the extent to
which the product or service fulfils the complete set of wants and needs which the
consumption act was expected to meet (Czepiel, Rosenberg and Akarel 1974).
Satisfaction has also been defined as a two factor process of evaluating a set of
satisfiers and a set of dissatisfiers associated with a product (Maddox 1981); or one
step in a complex process involving prior attitude towards a brand, a consumption
experience resulting in a positive or negative disconfirmation of expectations,
followed by feelings of satisfaction or dissatisfaction which mediates post
consumption attitude which subsequently influences future purchase behaviour (Day

1980).

Satisfaction is also defined as

"the buyer's cognitive state of being adequately or inadequately rewarded in a
buying situation for the sacrifice he has undergone. The adequacy is a
consequence of matching actual past purchase and consumption experience with
the reward that was expected from the brand in terms of its anticipated potential
to satisfy the motives served by the particular product class" (Howard and Sheth
1969: 145).

Oliver (1997: 13) proposes that satisfaction is "the consumer’s fulfilment response. It
is a judgement that a product or service feature, or the product or service itself,
provided (or is providing) a pleasurable level of consumption-related fulfilment,
including the levels of under-or-over fulfilment". These definitions represent the

scope of the concept which ranges from a simplistic "black box" happiness
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perspective to a very complicated set of concepts, and there appears to be an absence
of general consensus among satisfaction researchers as to how to define satisfaction.
Drawing on these definitions, the concept of customer satisfaction may be viewed as
"either an outcome or as a process" (Yi 1990: 68). Some definitions suggest that
customer satisfaction is an outcome resulting from the consumption experience. For
example, Howard and Sheth (1969: 145) suggest that satisfaction is "the buyers
cognitive state of being adequately or inadequately rewarded for the sacrifice he has
undergone", while Westbrook and Reilly (1983: 145) define customer satisfaction as
"an emotional response to the experiences provided by and associated with particular
products or services purchased” (in Yi 1990). In parallel, Churchill and Surprenant
(1982) define satisfaction as the outcome of purchase and use, resulting from the
buyer's comparison of the rewards and costs of the purchase in relation to the
anticipated consequences. In this line, Oliver (1981: 27) views satisfaction as "the
summary psychological state resulting when the emotion surrounding dis/confirmed
expectations is coupled with the consumer’s prior feelings about the consumption

experience".

Customer satisfaction has also been defined as "an evaluation rendered that the
consumption experience was at least as good as it was supposed to be" (Hunt 1977:
459). By the same token, Tse and Wilton (1988: 204) view satisfaction as "the
consumer's response to the evaluation of the perceived discrepancy between prior
expectations (or some norm of standards) and the actual performance of the product
(service) perceived after consumption". Translated into a tourism context, this implies
that satisfaction is a psychological concept that involves a feeling of well being and
pleasure resulting from the interaction between a tourist’s experience at the
destination area and the expectations formed about that destination (WTO 1985).
Defined by Hughes (1991: 166) tourist satisfaction may be seen "a multifaceted

concept, primarily determined by visitors' attitudes both before and after".

These definitions define the key concepts and the mechanism by which the concepts
interact, arid each of these recognises that satisfaction is the end state of a
psychological evaluation process (Oliver 1997). The process oriented approach, as
opposed to the outcome-oriented approach, sounds useful in that "it spans the entire

experience and emphasises the process, which may lead to customer satisfaction with
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unique measures capturing prominent aspects of each stage"(Yi 1990: 69). As Yi
quite rightly puts it, this process-oriented approach appears to place much importance
on evaluative and psychological processes that generate customer satisfaction, and is

therefore gained much support from researchers.

In addition to the outcome-process debate, one of the most frequently raised questions
regarding the definition of satisfaction has been whether it is a cognitive process or an
emotional state (Oh and Parks 1997). For example, Howard and Sheth (1969)
described satisfaction as "the buyer’s cognitive state of being adequately or
inadequately rewarded for the sacrifice he has undergone". Similarly, satisfaction is
defined as an evaluation (cognitive) of a chosen alternative that is consistent with
prior beliefs with respect to that alternative (Engel and Blackwell 1982). On the other
hand, Westbrook (1980: 49) argues that satisfaction is not solely a cognitive
phenomenon, rather "it also comprises an element of affects or feeling, in that
consumers feel subjectively good in connection with satisfaction, and bad in
connection with dissatisfaction". While some advocate that satisfaction is either a
cognitive process or an emotional state, others suggest that satisfaction should be
defined to reflect the link between both the cognitive and emotional processes,
because "customer satisfaction is an emotional feeling in response to a process of
confirmation/ and/or disconfirmation (cognitive)" (Woodruff, Ernest and Jenkins
1983). Customer satisfaction may be more than a simple cognitive evaluation process
(Oh and Parks 1997). This is to say that customer satisfaction is a complex human
process involving extensive cognitive, affective and other undiscovered psychological

and physiological dynamics (ibid.).

As can be seen, the concept of consumer satisfaction has been defined differently.
Variations among these alternative definitions set forth here indicate that the concept
does not have a single universally accepted meaning (Maddox 1981), and thus pinning
down a generally agreed definition of consumer satisfaction is difficult. Nevertheless,
the conceptualisation that appears to have received greatest support is the view that
satisfaction is regarded as a consumer’s subjective post-consumption evaluative

judgement concerning benefits obtained from specific purchase consumption.
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As tourism is an experience made up of many different independent parts, some more
tangibles than others, tourist satisfaction may be treated as a cumulative measure of
total consumption experience. Based on Czepiel et al’s (1974) classification of
consumer satisfaction, tourist satisfaction may be defined at least at three levels.
These are the total satisfaction, the dimensional (component) satisfaction, and the
product-service satisfaction. Product-service level satisfaction refers to tourist
satisfaction with the individual product-service experiences delivered by a single
organisation in the production chain. For example, satisfaction with service personnel
in a restaurant represents the individual product-service level satisfaction.
Dimensional level satisfaction results from the summation of satisfactions derived
from individual products and services within the given component of tourism. For
example, sum of satisfactions with room, service personnel, restaurant, and facilities
in a hotel constitutes dimensional level satisfaction. Total satisfaction embraces all of
the individual product-service level satisfactions and dimensional level satisfactions
accumulated by the tourist. In other words, satisfaction with a holiday experience may
be based on the sum total of satisfactions with the individual attributes of all the
products and services that compose the holiday experience (Haber and Lerner 1999;
Pizam 1994; Teare 1998). It is important to note that the nature and quality of this
experience is usually outside the direct influence of destination authorities as the
activities of many individuals and organisations can influence the tourist experience
considerably (Hughes 1989). Equally importantly, tourist satisfaction is not a
universal phenomenon in that not everyone gets the same satisfaction out of the same
holiday experience. In addition, tourist satisfaction or dissatisfaction with one of the
components may lead to satisfaction or dissatisfaction with the total holiday
experience. That is, the negative impression of one component may override well-

executed quality in other areas (carry-over effect).

2.4 Customer Satisfaction and Attitude

In addition to the debate on its definition, there seems to be widespread confusion
among researchers as to its relationship with other related constructs, most
specifically with the concepts of attitude and service quality. A number of researchers,

for instance, have regarded satisfaction as an attitude. As early as 1979, LaTour and
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Peat emphasised that given that attitude and satisfaction are both evaluative responses
to products, it is not clear whether there are any substantial differences between the
two. "In fact it may be more parsimonious to consider satisfaction measures as post
consumption attitude measures" (p. 434). Correspondingly, Czeipel and Rosenberg
(1977: 93) view satisfaction as a form of attitude " in the sense that it is an evaluative
orientation which can be measured. It is a special kind of attitude because by

definition it cannot exist prior to purchase or consumption" (in Yi 1990).

However, several others argue that satisfaction is conceptually different from attitude
(Oliver 1980; Westbrook and Reilly 1983). To Oliver (1997) satisfaction is different
from attitude because of the disconfirmation of expectation, which is a central concept
in satisfaction. Satisfaction is an evaluation of the total purchase situation relative to
its expectations, whereas attitude is the liking of the product that excludes the element
of comparison. While satisfaction is relatively transient and is consumption specific,
attitude is a consumer’s relatively enduring effect toward an object or experience and
does not involve surprise as a central concept (Yi 1990). Attitude is a predisposition
toward a service created by learning and experience (Moutinho 1986), and can be
regarded as more general to a product or experience and is less situationally oriented.
In the context of consumer behaviour, the attitude is defined as a consumer's constant
evaluative inclination toward or against any element in his or her market domain
(Chon 1989). The attitude and satisfaction concepts are separate, however they may
be intrinsically related. In a dynamic framework, customer satisfaction with a specific
service encounter may be affected by pre-exceeding attitudes about the product
(Cronin and Taylor 1992) and customers post usage attitudes may be influenced by

satisfaction (Bolton and Drew 1994).
2.5 Customer Satisfaction and Service Quality

There also appears to be growing confusion among researchers about the distinction
(and the relationship) between the concepts of customer satisfaction and service
quality. This confusion is largely due to the fact that both the customer satisfaction
and service quality concepts have been founded on a similar conceptual and

theoretical framework. For example, customer satisfaction researchers maintain that
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customer satisfaction and dissatisfaction is an evaluation based on the perceived
discrepancy between customers’ prior expectations of a product and the actual
performance of that product as perceived after consumption (the Expectancy-
Disconfirmation paradigm) (Tse and Wilton 1988). Analogously, service quality
researchers generally define service quality to be a comparative function between
consumer expectations and actual service performance (the Gap Model). Given the
similarity, some researchers consider service quality and customer satisfaction as
similar constructs (for example, Dabholkar 1993, 1995; Spreng and Singh 1993),
while others maintain that these are two distinct constructs (Cronin and Taylor 1992;

Oliver 1993; 1997; Parasuraman, Zeithalm and Berry 1988; Taylor 1994).

Those supporting the distinction argue that differentiation between the two is
extremely important to managers and researchers alike. According to this group
"service providers need to know whether their objectives should be to have customers
who are satisfied with their performance or to deliver the maximum level of perceived
service quality" (Cronin and Taylor 1992: 56). In contrast, others supporting the
similarity argue that these two constructs might be different operationalisations of the
same construct, and attempting to differentiate between the two may be unnecessary.
From a management viewpoint, striving to differentiate between the two might be
futile, particularly if they do not have differential effect on post-purchase behavioural
outcomes (i.e., satisfaction creates more repeat business than high service quality
perception or vice versa). To this end, the following section first provides a definition
of service quality. Next, the debates relating to the similarity and distinction between

customer satisfaction and service quality concepts are outlined.

2.5.1 Service Quality: Definition

Many of the suggested quality definitions have originated from the manufacturing
sector and are seemingly inappropriate for services due to the unique features (for
example, intangibility, simultaneous production and consumption, perishability and
heterogeneity). In the product quality tradition, Crosby (1979) views quality as
conformance to standards, while Garwin (1983) suggests that quality is achieved

through the prevention of internal failures (defects before the product leaves the
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factory) and external failures (defects after product use). These definitions such as
conformance to requirements or internal and external failures are argued to be too
product oriented and technical to be of great use in service contexts (Gilbert and Joshi
1992) and are found insufficient to understand service quality (Parasuraman, Zeithalm

and Berry 1985).

A clearer understanding of service quality and its measurement has been provided by
the expanding search for quality during the last decade (Lewis 1987). This search for
service quality has produced several definitions. For example, some viewed service
quality as "the degree of excellence intended and the control of variability in
achieving that excellence in meeting customers' requirements" (Wycoff 1984: 78),
while others argued that service quality results from the comparison of customer
expectations of service with their perceptions of the actual service outcome (Gronroos
1984; Lewis and Booms 1983; Parasuraman et al 1985). Definitions of this kind,
embracing expectations and perceptions of customers, are often used in tourism and
hospitality services because the customer is significantly involved in the service
production process (King 1984). In this domain, two distinct schools of research have
made major contributions to conceptualisation of service quality. These are the Nordic
School of Quality Research (NSQR) led by the Norwegian researchers such as
Gronroos and Gummesson, and the North American School of Quality Research
(NASQR), led by American researchers, notably by Parasuraman, Berry and
Zeithaml.

The NSQR view quality from a service/product perspective. One of the major
contributions of this school is the suggestion that service quality occurs in three
dimensions; first technical, second functional and third reputational (Gronroos 1984).
The technical dimension is concerned with the outcome of service encounters, such as
food in a restaurant. The functional dimension is concerned with the process of
service delivery, for example, friendliness of an employee, while the reputation
dimension involves both technical and functional dimensions and may reflect a
corporate image. By classifying service quality dimensions, this school suggests that
because of the nature of service, for example, intangibility, heterogeneity,

simultaneity, functional quality is quite important, sometimes more important than the
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technical quality (Gronroos 1984). This implies that there exist different service

dimensions and these may be evaluated differently by customers.

The North American School of Quality Research focuses on the delivery aspects of
service quality (Brogowicz, Delene and Lyth 1990). The current conceptualisation of
this school is that service quality is a result of the gap between what customers expect
and what they experience during the service delivery (Parasuraman et a/ 1985). More
specifically, the NASQR regards quality as an outcome of a comparative process
between the desired service and the perceived service (ibid.). This comparative
process leads to the formation of distinct gaps, which influence the judgement of

perceived quality (ibid.).

This school of research suggests that the difference between expected and actual
service constitute the true measurement of service quality (Parasuraman et al 1985).
Conducting in-depth interviews with executives from large firms in different sectors
(for example, banking, retailing, and dry cleaning), this school initially produced ten
service quality dimensions (Parasuraman et a/ 1985). These were reliability,
responsiveness, competence, access, courtesy, communication, credibility, security,
rapport, and appearance. In a follow-up research, Parasuraman et al (1988)
subsequently refined these ten dimensions into five. Reliability, responsiveness and
tangibles remained, but the other seven components were combined into two
aggregate dimensions: assurance and empathy. In the light of successive pilot tests,
this school developed a service quality model, the Servqual, which formulates the
service quality construct as a difference between consumer expectations and
perceived performance of a given product/service. Although the model has received
growing criticism in recent years (discussed in detail in Chapter Five), the Servqual
model has also been employed in assessing customer satisfaction with tourism and
hospitality services in a number of studies (Saleh and Ryan 1991; Tribe and Snaith
1998).

This review of literature given above clearly demonstrates that the conceptualisation
and operationalisation (measurement) of service quality is very similar to that of
customer satisfaction, which is causing confusion among researchers. According to

Oh and Parks (1997), this confusion needs to be clarified immediately because, the
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current theoretical and methodological debates among customer satisfaction and
service quality researchers, are causing a delay in introducing customer satisfaction
and service quality paradigms, into hospitality research. The following section,

therefore, discusses similarity and distinction between these two concepts.

2.5.2 Satisfaction and Service Quality: Are They Distinguishable?

From a conceptual viewpoint, it may seem possible to distinguish between service
quality and customer satisfaction, though empirically, it might be difficult (Dabholkar
1993). For instance, service quality can be viewed as perceptions of a service
experience or the consumers overall impression of the relative inferiority or
superiority of an organisation and its service, while customer satisfaction, is tied to
disconfirmation and contains an element of comparison or surprise (Bitner and
Hubbert 1994; Bolton and Drew 1992; Cronin and Taylor 1992; Gronross 1993;
Oliver 1997). Oliver (1997) suggests a number of ways that may help distinguish

customer satisfaction from service quality. These are:

= Expectations for quality are based on ideals or perceptions of excellence, whereas
a large number of non-quality issues can help form satisfaction judgements (for
example, needs, equity, perceptions of fairness).

» The dimensions underlying quality judgements are rather specific, whereas
satisfaction can result from any dimension, regardless of whether or not it is
quality related.

= The perception of quality does not require experience with the service or provider,
whereas satisfaction judgements do.

= Quality is believed to have fewer conceptual antecedents than does satisfaction.

It is, however, controversial whether these provide a reliable basis on which these two
concepts, which are evaluative responses to products/services, could be differentiated.
“The following section, therefore, presents the controversy pertaining to similarities

and differences between these concepts.
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2.5.2.1 Difference-based-on- Global versus Transactional
Views?

The most common explanation of the difference between the two concepts is that
perceived service quality is a form of attitude, a long-run evaluation, whereas
satisfaction is transaction specific (Bitner 1990; Bolton and Drew 1991; Parasuraman

" et al 1988). This implies that perception of quality is more holistic, developed and
maintained over a long period of time as a result of experience with service
performance, whereas customer satisfaction is viewed as encounter specific, and may
be a more immediate reaction to a specific service experience (Cronin and Taylor

1992; Parasuraman et al 1988).

While the above argument seems logical, it restricts the conceptualisation of customer
satisfaction to a particular experience and the conceptualisation of service quality to a
global concept, a long run evaluation occurring across experiences or over time. It
seems likely that, for example, consumers are in fact able to evaluate service quality
immediately after each individual encounter in a hotel stay experience. That is, the
consumer might develop individual quality perceptions with respect to check-in
experience, rooms and their facilities, the service in the hotel restaurant etc. It is also
true that consumers can develop a general feeling of satisfaction or dissatisfaction
(summary dis/satisfaction) with a firm after a number of experiences (Bolton and
Drew 1991; Drew and Bolton 1991; Spreng and Singh 1993), so it is not necessarily
an encounter specific. This suggests that a customer can evaluate quality or
satisfaction for both a single encounter and, may form from this, a longer-term
perception (Bitner and Hubert 1994; Iacobucci, Grayson and Ostrom 1994; Rust and
Oliver 1994). This indicates that customer satisfaction and service quality can be both
conceptualised either in terms of a given experience or in the longer term (Dabholkar
1993). Therefore, the use of duration to separate customer satisfaction and service
quality is not adequate (Iacobucci et al 1994; Spreng and Sing 1993). Operational
separation of the two constructs is unlikely if both are viewed as transactional or
longer term (Drew and Bolton 1991). It is important to note that attempts to
distinguish service quality and customer satisfaction on the basis of encounter-specific
and holistic concepts seem sub-optimal as they are untested and arbitrary (Iacobucci

et al 1994).
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2.5.2.2 Difference-based-on- Comparison Standards?

Those advocating the difference further maintain that the standards against which
performance is compared are different in service quality and customer satisfaction
constructs (Oliver 1993; Parasuraman et al 1988). To Oliver (1997), satisfaction and
service quality judgements may result from comparisons with different expectations
for the same attribute; in this case ideal (for quality) and predicted expectations (for
satisfaction). Similarly, service quality researchers (for example, Bitner 1990; Bolton
and Drew 1991; Parasuraman et al 1988, 1994; Zeithaml, Berry and Parasuraman
1993) propose that in measuring service quality, the level of comparison is what a
consumer should expect against what is received, whereas in measurement of
customer satisfaction the appropriate comparison is what a consumer would expect

against what is received.

However, the proposition suggesting that different standards are used in service
quality and satisfaction judgements is doubtful, as similar standards might be used in
both constructs (Dabholkar 1993). The service quality literature has generally called
the standard "an expectation", but it seems that it uses some other type of standard
used in consumer satisfaction literature. For example, in their early work Parasuraman
et al (1985) stated that quality "...involves a comparison of expectations with
performance”. Although they do not explicitly define expectations, given their
examples (p.46), it appears that they are talking about beliefs about a product’s
performance which would be termed a "predictive expectation" in satisfaction
literature (Spreng and Singh 1993). In a later study, Parasuraman et a/ (1988) suggest
a change in the comparative standard that is used as perceptions of service quality
"stems from a comparison of what they feel service firms should offer with their
perceptions of the performance of firms providing services". They maintained that in
the service quality literature, expectations did not mean predictions, but rather
expectations were viewed as desires or wants of consumers, (i.e., what they feel
service provider should rather than would offer). Finally in their recent work
Parasuraman, Berry and Zeithaml (1991) use " an excellent company" (for example,

employees of excellent companies will have neat appearance) as a standard.
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It appears that as a standard, the service quality literature is using something very
similar to some standards used in the satisfaction literature (for example, desires or
experience-based norms discussed in Chapter 4) (Dabholkar 1993). The service
quality literature, however, claims that satisfaction is formed from a comparison with
predictive expectations (Bolton and Drew 1991; Bitner 1990; Parasuraman et al 1988,
1994; Oliver 1993; Rust and Oliver 1994; Zeithaml et al 1993). However, there are
studies suggesting that ideals or desires might be important antecedents to satisfaction
(Barbeau 1985; Cadotte, Woodruff and Jenkins 1987; LaTour and Peat 1979; Spreng
and Olshavsky 1993; Swan and Travick 1979; Westbrook and Reilly 1983). Some
researchers emphasise that researchers who employ the Servqual and its scoring
algorithm (performance minus ideal expectation) "appear to be essentially capturing a
measure more closely related to consumer satisfaction than service quality"
(Hemmasi, Strong and Taylor 1995: 27). Therefore, unless it is confirmed empirically,
the standard against which performance is compared cannot be confidently used to
discriminate between service quality and satisfaction (Spreng and Mackoy 1996;

Spreng and Singh 1993).

2.5.2.3 Difference-based-on- Actual Experience?

In service quality judgements, word-of-mouth communications, past experiences and
external communications of the firm are considered to be the antecedents of quality
(Bolton and Drew 1991). This implies that quality might be judged on the basis of
some external criteria such as Consumer Reports or Tour Operator Ratings for a
destination, whereas satisfaction requires some direct experience, and involves
internal judgement (Oliver 1993; Iacobucci et al 1994). Similarly Callan (1994b)
states that standard used in quality judgements concerning hospitality services may be
set by the consumer, tour operator or some external authority or all three. Following
this, it may be argued that service encounters are the providers' only chance of
satisfying a customer, as service experiences cannot be undone, whereas the ability to
build service quality perceptions through advertising and other indirect means, is
possible (Oliver 1993). Therefore it is reasonable to argue that customer satisfaction is
purely experiential and also unique to customers and, internal (Oliver 1993).

However, service quality does not always require experience. "A five star hotel may
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be perceived as being of high quality although it has never been visited" (Meyer and
Westerbarkey 1996: 186).

The proposition suggesting that quality does not always involve experience, whereas
satisfaction is an experiential concept and more internal, might seem to distinguish
between the two concepts. It is, however, important to note that two types of quality
have been suggested in the literature; the objective service quality and the perceived
service quality. Objective service quality could be defined as the technical superiority
or inferiority of the product which can be derived from external sources such as
Consumer Reports, and does not involve an experience with the product (Zeithaml
1988). On the other hand, perceived service quality could be defined as the consumer
perception about the product performance after it is consumed, involving a subjective
evaluation of the experience. This may suggest that objective quality and satisfaction
are different from each other, while the difference between satisfaction and perceived

service quality is less clear-cut.

2.5.2.4 Difference-based-on- Other factors?

As stated earlier, some argue that ideal or excellence based expectations may be used
as a reference point for quality judgements. However, a number of non-quality
referents, including needs, equity and fairness perceptions, can be used in satisfaction
and dissatisfaction judgements (Iacobucci et al 1994; Oliver 1993). In this respect, the
dimensions underlying service quality judgements are assumed to be rather specific,
whereas satisfaction judgements, can be derived from all potential salient attributes,
whether or not they are quality related (Oliver 1993). Oliver, for example, argues that
it is possible to be satisfied with a low quality service encounter if a consumer expects
a minimal performance. Dissatisfaction may result from high-quality performance "if
expectations exceed the maximum potential of a service provider" (Oliver 1993: 66).
Moreover, unexpected events such as parking problems, before entering a five-star
hotel can result in dissatisfaction, though high quality perception of the hotel may
remain the same (Bitner 1990). Additionally, the fairness of the exchange process
(Oliver and Desarbo 1988), or a comparison of the outcome with others’ experience,

can condition the satisfaction judgement, for example, an employee’s interest toward
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certain customers and ignorance of others during the service experience. Moreover
mood, usage frequency and situation can affect satisfaction judgements (Westbrook
and Reilly 1983). This implies that a customer in a high quality restaurant may be
dissatisfied when some elements of service delivery, are not up to personal standards.
The above proposition seems to provide some degree of evidence concerning the
distinctiveness of the concepts. However, this contention which holds that fairness of
the exchange process or a comparison of the service outcome with other’s experience,
does not impact on perceived service quality, has not been empirically tested and

verified.
2.5.3 Causal Link between Satisfaction and Service Quality

A review of the emerging literature suggests that there appears to be a considerable
level of consensus, among marketing researchers, that service quality and customer
satisfaction are separate constructs, yet they are conceptually closely related. There
have been a number of recent empirical attempts to validate the specific nature of the
relationship between service quality and customer satisfaction (Bitner 1990; Cronin
and Taylor 1992). However, the literature has demonstrated conflicting results as to
the causal order between the two concepts. Some argue that customer satisfaction with
a given service would lead to an overall global attitude about service quality of a
product (Bitner 1990; Oliver 1981; Parasuraman et a/ 1988). In contrast, others argue
an alternate causal order, in that service quality, is an antecedent to customer
satisfaction. That is, in a given situation, service quality will lead to overall customer
satisfaction over time (Cronin and Taylor 1992; Drew and Bolton 1991; Such, Lee,
Park and Shin 1997).

Woodside, Fray and Daly (1989) report empirical results suggesting that consumer
satisfaction is an intervening variable that mediates the relationship between service
quality judgements and repurchase intentions. Their results suggest the following
causal order; service quality — customer satisfaction — purchase intentions. On the
other hand, based on her study of the service quality and consumer satisfaction
perceptions of 145 travellers at an international airport, Bitner suggests an alternative

ordering of service quality and satisfaction constructs (i.e., satisfaction— service
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quality— purchase intentions). The empirical results of Cronin and Taylor’s (1992)
LISREL-based analyses indicate the opposite of Bitner’s findings. Cronin and Taylor
directly assessed the service quality/customer satisfaction relationship across four
different industries: banking, pest control, dry cleaning, and fast food. Cronin and
Taylor’s results support Woodside et al’s (1989) conclusion that service quality
appears to be a causal antecedent of customer satisfaction. Consistent with findings of
Cronin’s and Taylor’s (1992) research, Such et al (1997) found that perceived service
quality is an antecedent to customer satisfaction and repurchase intention, and
customer satisfaction influences repurchase intentions directly. A similar finding was
obtained in Gotlieb, Grewal and Brown’s (1994) study on hospital patients. Using an
identical approach of Cronin and Taylor, they found that only the quality to

satisfaction path was significant.

A number of researchers maintain that rather than focusing on one, better results can
be achieved for the prediction of customer behaviour, by integrating these two
concepts. Taylor and Baker (1994: 173), for instance, report that "conceptualising
satisfaction and service quality as acting jointly to impact on purchase behaviour
increases our ability to explain more of the variance in consumers’ purchase
intentions than existing models". In their study it was found that the highest level of
purchase intentions was observed when both service quality and customer satisfaction
judgements were high. Similarly, Woodside et al (1989) proposed that overall
consumer satisfaction with a service would be positive and substantial when the
consumer perceives high service quality. These findings suggest that practically, an
attempt to improve one of the constructs will improve the other. That is, in order to
predict consumer behaviour better, these two constructs may need to be integrated.
The causality between customer satisfaction and service quality may be relevant for
the understanding of consumers’ evaluation but not necessarily for managerial

considerations (Iacobucci ef al 1994).

2.6 Summary

Even though customer satisfaction has become the most frequent application of

market research in the 1990s, there are a number of issues imposing difficulties on its
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measurement. In this sense the literature review starts with presenting several
definitions of service and customer satisfaction, which are important to the
development of this research. The term customer satisfaction is first examined
generically and then explained within the context of tourism. There is no universally
accepted definition of customer satisfaction and because no one gets the same
satisfaction out of the same service consumption, defining what constitutes tourist
satisfaction, seems to be difficult. To understand tourist satisfaction better, it may be
best to frame the concept in terms of a tourism experience that is cumulative in nature.
This cumulative view of satisfaction is logical as holiday experiences generally

involve several independent components.

The focus of the next section is on the similarity and d'ifferences between satisfaction
and two other related concepts, namely attitude and service quality, as it is imperative
to the undérstandiné of the satisfaction concept and to the development of the
research. A critical review of the literature undertaken in this section reveals that there
are two different schools of thought with respect to the similarities/ differences
between customer satisfaction and service quality constructs. To some, the distinction
between the two is extremely important because "service providers need to know
whether their objective should be to have customers who are satisfied with their
performance or to deliver the maximum level of perceived service quality" (Cronin
and Taylor 1992: 56). Conversely, others argue that there is no need for such
distinction and practitioners are not interested in the difference between these two
constructs per se. Management would rather be more interested in both concepts
mainly as predictors of customer behaviour, for example repeat purchase and word-
of-mouth recommendations, which directly affects the viability and profitability of the
firm (Dabholkar 1995).

A review of literature undertaken here demonstrates that researchers supporting the
difference have failed to address what precisely are the differences between
satisfaction and service quality and what does each add to understanding of and ability
to predict consumer behaviour? In addition, from a management viewpoint,
attempting to differentiate between the two concepts might be pointless, particularly if
they do not affect consumers' post-purchase behavioural outcomes differently.

Moreover, such distinction may be considered unnecessary because in most cases a
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positive perception of service quality enhances customer satisfaction, and a negative
quality perception brings about customer dissatisfaction. At present, there is limited
research evidence in the literature concerning whether service quality and customer
satisfaction are operationally distinguishable. As Spreng and Mackoy (1996) quite
rightly put it, if they are distinct constructs, "then we need to understand how different
they are. If they are not distinct then we do not have to waste time on surveys asking
for both or confuse managers by telling them they have to be concerned with both "

(p. 202).

Having presented various definitions of customer satisfaction and discussed its
relationship and differences with service quality, the next chapter reviews the
strengths and limitations of different theories developed to explain customer

satisfaction.
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CHAPTER III

Consumer Satisfaction Theories



3.1 Introduction

The marketing and consumer behaviour literature has traditionally suggested that
customer satisfaction is a relative concept, and is always judged in relation to a
standard (Olander 1977). Consequently, in the course of its development, a number of
different competing theories, based on various standards, have been postulated for
explaining customer satisfaction. The theories include: the Expectancy-
Disconfirmation Paradigm (EDP), the Value-Precept Theory, the Attribution Theory,
the Equity Theory, the Comparison Level Theory, the Evaluation Congruity Theory,
the Person-Situation-Fit model, the Performance-Importance model, the Dissonance,

and the Contrast Theory.

Early researchers, including Engel, Kollat and Blackwell (1968), Howard and Sheth
(1969), and Cardozzo (1965), relied on the dissonance theory developed by Festinger
(1957). Subsequent studies (Anderson 1973; Olshavsky and Miller 1972) drew on the
assimilation-contrast theories proposed by Sheriff and Hovland (1961). Later, Oliver
(1977), drawing on the adaptation level theory (Helson 1964), developed the
Expectancy-Disconfirmation model for the study of consumer satisfaction, which
received the widest acceptance among researchers. These frameworks generally imply
a conscious comparison between a cognitive state prior to an event and a subsequent
cognitive state, usually realised after the event is experienced (Oliver 1980).
Following the introduction of the EDP, Westbrook and Reilly (1983) proposed the
Value-Precept theory as a competing framework to study consumer satisfaction,
arguing that what is expected from a product may not correspond to what is desired
and valued in a product, and thus, values may be better comparative standards as
opposed to expectations used in the EDP. In addition, Sirgy (1984) proposed the
Evaluative Congruity model as another competing framework to explain consumer
satisfaction. According to Chon (1992), the Evaluative Congruity Model is a better
framework than the EDP because of its ability in capturing the different states of
satisfaction/ dissatisfaction resulting from different combinations of expectations and
performance outcome. Last decades also saw the development of a number of

additional frameworks such as the Attribution Theory, Importance-Performance
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model, and the Equity Theory for the study of consumer satisfaction. It is important to
note that some of the posited theories have received intensive attention in the literature
(for example, the EDP), while others have not provoked further empirical research (Oh
and Parks 1997). The following section undertakes a critical review of these theories
to explain consumer satisfaction, as this is important to the development of the

research.

3.2 The Dissonance Theory

The Dissonance Theory suggests that a person who expected a high-value product
and received a low-value product would recognise the disparity and experience a
cognitive dissonance (Cardozzo 1965). That is, the disconfirmed expectations create a
state of dissonance or a psychological discomfort (Yi 1990). According to this theory,
the existence of dissonance produces pressures for its reduction, which could be

achieved by adjusting the perceived disparity. This theory holds the view that

"postexposure ratings are primarily a function of the expectation level because
the task of recognising disconfirmation is believed to be psychologically
uncomfortable. Thus consumers are posited to perceptually distort expectation-
discrepant performance so as to coincide with their prior expectation level"
(Oliver 1977: 480).

For instance, if a disparity exists between product expectations and product
performance, consumers may experience psychological tension and try to reduce it by
changing their perception of the product (Yi 1990). Cardozzo argues that consumers
may raise their evaluations of those products when the cost of that product to the
individual is high. For example, suppose that a customer goes into a restaurant, which
she or he expects to be good, and is confronted with an unappetising meal. The
consumer, who had driven a long distance and paid a high price for the meal, in order
to reduce the dissonance, might say that the food was not really as bad as it appeared

or she likes overcooked meal, etc.
The researchers pursued this approach implicitly assuming that consumers would

generally find that product performance deviated in some respect from their

expectations or effort expenditures, and that some cognitive repositioning would be
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required (Oliver 1980). This theory has not gained much support from researchers,
partly because it is not clear whether consumers would engage in such discrepancy
adjustments as the model predicts in every consumption situation. In his criticism of

the Dissonance Theory, Oliver (1977), for instance, argues that

"Generally, it is agreed that satisfaction results from a comparison between X,
one’s expectation, and Y, product performance. Thus, it is the magnitude and
direction of this difference, which affects one’s post-decision affect level. X
serves only to provide the comparative baseline. Moreover, consumers are
under no particular pressure to resolve the X-Y difference. In fact,
satisfaction/dissatisfaction is thought to arise from recognition and
acknowledgement of dissonance" (p. 206).

If the Dissonance Theory holds true, then companies should strive to raise
expectations substantially above the product performance in order to obtain a higher
product evaluation (Yi 1990). However, the validity of this suggestion is questionable.
Raising expectations substantially above the product performance and failing to meet
these expectations may backfire, as small discrepancies may be largely discounted
while large discrepancies may result in a very negative evaluation. This suggéstion
fails to take into account the concept of "tolerance level". The tolerance level suggests
that purchasers are willing to accept a range of performance around a point estimate as
long as the range could be reasonably expected. When perceptions of a brand
performance, which are close to the norm (initial expectation), are within the latitude
of acceptable performance, it may then be assimilated toward the norm (Woodruff et
al 1983). That is, perceived performance within some interval around a performance
norm is likely to be considered equivalent to the norm. However, when the distance
from this norm is great enough, that is, perceived performance is outside the
acceptable zone, then brand performance will be perceived as different from the norm,
which, in contrast to this model's assumption, will cause dissatisfaction not a high

product evaluation.

The Dissonance Theory fails as a complete explanation of consumer satisfaction,
however, it contributes to the understanding of the link between performance and
expectation (i.e., expectations are not static in that they may change during a
consumption experience). For instance, the importance attached to pre-holiday

expectations may change during the holiday and a new set of expectations may be
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formed as a result of experiences during the holiday. This implies that as customers
progress from one encounter to the next, say from hotel's reception to the room or the
restaurant, their expectations about the room may be modified due to the performance

of the previous encounter (Danaher and Arweiler 1996).
3.3 The Contrast Theory

The Contrast Theory suggests the opposite of the Dissonance Theory. According to
this theory, when actual product performance falls short of consumer’s expectations
about the product, the contrast between the expectation and outcome will cause the
consumer to exaggerate the disparity (Yi 1990). The Contrast Theory maintains that a
customer who receives a product less valuable than expected, will magnify the
difference between the product received and the product expected (Cardozzo 1965).
This theory predicts that product performance below expectations, will be rated poorer
than it is in reality (Oliver and DeSarbo 1988). In other words, the Contrast Theory

would assume that

"outcomes deviating from expectations will cause the subject to favourably or
unfavourably react to the disconfirmation experience in that a negative
disconfirmation is believed to result in a poor product evaluation, whereas
positive disconfirmation should cause the product to be highly appraised"
(Oliver 1977: 81).

In terms of the above restaurant situation, the consumer might say that the restaurant
was one of the worst he or she had ever visited and the food was unfit for human

consumption.

If the Contrast Theory were applied to a consumption context, then the poor
performance would be worse than simply poor, and good performance would be better
than a rating of good would suggest (Oliver 1997). Under the Dissonance Theory, the
opposite effects occur. Perceived performance, whether it is more or less favourable
than the consumer's expectations, will be drawn to the original expectation level. It is
important to note that these theories have been applied and tested in laboratory settings
where the customer satisfaction was tightly controlled, situation specific and

individually focused. For instance, researchers investigated the ability of these theories
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in predicting customer satisfaction with a pen (Cardozzo 1965), a reel-type tape
recorder (Olshavsky and Miller 1972), ball-point pen (Anderson 1973), and a coffee
brand (Olson and Dover 1975). Thus, it is curious whether hypotheses held by these
theories could be accepted or rejected when applied in a field survey research study of
hospitality and tourism services (Oh and Parks 1997). It is, for instance, not clear
whether all purchase decisions, in tourism and hospitality services, result in

dissonance.
3.4 The Expectancy Disconfirmation Paradigm

Drawing on the shortcomings of the above early theories of consumer satisfaction,
Oliver (1977; 1980) proposed the Expectancy-Disconfirmation Paradigm (EDP) as
the most promising theoretical framework for the assessment of customer satisfaction.
The model implies that consumers purchase goods and services with pre-purchase
expectations about the anticipated performance. The expectation level then becomes a
standard against which the product is judged. That is, once the product or service has
been used, outcomes are compared against expectations. If the outcome matches the
expectation, confirmation occurs. Disconfirmation occurs where there is a difference
between expectations and outcomes. A customer is either satisfied or dissatisfied, as a
result of positive or negative difference between expectations and perceptions. Thus,
when service performance is better than what the customer had initially expected,
there is a positive disconfirmation between expectations and performance, which
results in satisfaction. However, when service performance is as expected, there is a
confirmation between expectations and perceptions which results in satisfaction
(Figure 2). In contrast, when service performance is not as good as what the customer
expected, there is a negative disconfirmation between expectations and perceptions,

which causes dissatisfaction.

This type of discrepancy theory has a long history in the satisfaction literature dating
back at least to Howard’s and Sheth’s (1967) definition of satisfaction which states
that it is a function of the degree of congruency between aspirations and perceived
reality of experiences. Porter (1961) can be credited with early empirical applications

of this comparative model of customer satisfaction in the field of job satisfaction (in
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Oliver 1997). In his study, Porter, for instance, compared the worker’s perception of
how much of a job facet (for example, pay) there should be to the worker’s perception
of how much of the facet is there now. In support of Porter’s view, Locke (1965)
proposed that this discrepancy methodology could be employed in assessing

employees’ job satisfaction

Figure 2. The Expectancy-Disconfirmation Paradigm

Source: Developed from Woodruff, Ernest and Jenkins (1983).

This literature review demonstrates that in addition to job satisfaction literature this
model has found a great degree of support from researchers in other disciplines, and
has been widely used to evaluate satisfaction with different products and services, for
example with flu treatment (Oliver 1980), with restaurant services (Bearden and Teel
1983; Cadotte, Woodruff and Jenkins 1987; Swan and Trawick 1981), with
automobiles (Oliver and Swan 1989), with record players (Tse and Wilton 1989) with
stock market services (Oliver and DeSarbo 1988), with video disc player (Churchill
and Surprenant 1982) with hotel and holiday destination services (Barsky 1992;
Barsky and Labagh 1992; Pizam and Milman 1993; Tribe and Snaith 1998; Weber

1997).

50



3.4.1 Inferred versus Direct Disconfirmation

It is important to note that there are basically two methods of investigating
dis/confirmation of expectations. First, the inferred approach (or the subtractive
approach) and second the direct approach (or the subjective approach) (Meyer and
Westerbarkey 1996; Prakash and Lounsbury 1992). The inferred approach involves

the computation of the discrepancy between expectations and evaluations of
performance. This requires researchers to draw separate information relating to
customer service expectations and perceived performance. These scores are then
subtracted to form the third variable, the dis/confirmation or difference score. The
inferred (subtractive) disconfirmation approach (for example, LaTour and Peat 1979),
is derived from the theory of comparison (Thibaut and Kelley 1959) and assumes that
the effects of a post-experience comparison on satisfaction can be expressed as a
function of algebraic difference between product performance and a comparative

standard. Tse and Wilton (1988) report that the inferred approach has found

considerable support from studies in cognitive psychology where psychological
variables, expressed as algebraic rules, have been found to represent human

information processes over a wide variety of situations.

The direct approach on the other hand, requires the use of summary judgmental

scales to measure dis/confirmation, such as better than expected to worse than
expected. The calculation of the difference scores by the researcher, is avoided, as the
respondents can be asked directly the extent to which the service experience
exceeded, met or fell short of expectations. As an alternative approach, subjective
disconfirmation approach represents a distinct psychological construct, encompassing
a subjective evaluation of the difference between product performance and the
comparison standard (Churchill and Surprenant 1982; Oliver 1980). That is,
subjective disconfirmation encompasses a set of psychological processes that may
mediate perceived product performance discrepancies. Tse and Wilton (1988) state
that such processes are likely to be important in situations in which product

performance cannot be judged discretely.
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An important distinction between the direct and inferred approaches has been drawn
by Oliver (1980) who suggests that "subtractive disconfirmation (inferred) may lead
to an immediate satisfaction judgement, whereas subjective disconfirmation
represents an intervening distinct cognitive state resulting from the comparison
process and preceding satisfaction judgements” (p. 460). Hence, according to Oliver,
subjective disconfirmation is likely to offer a richer explanation of the complex
processes underlying customer satisfaction/dissatisfaction formation. Swan and
Martin (1981) compared the ability of inferred and direct disconfirmation measures in
predicting customer satisfaction. They found that satisfaction is more sensitive (a
better predictor) to inferred disconfirmation than to direct disconfirmation, which
appears to be contradicting with Tse’s and Wilton’s (1988) finding, which suggests
that direct disconfirmation yields a better prediction of customer satisfaction than

inferred disconfirmation.

Both the inferred and the direct methods of EDP have been used by hospitality and
tourism researchers in various studies which assess international travellers’
satisfaction levels, as well as in studies investigating customer satisfaction with hotel
services (for example, Barsky 1992; Barsky and Labagh 1992; Cho 1998; Chon and
Olsen 1991; Danaher and Haddrell 1996; Pizam and Milman 1993; Reisinger and
Turner 1997; Reisinger and Warzyack 1996; Weber 1997; Whipple and Thach 1989).
It should be recognised that, the Servqual technique, utilised by some researchers in
assessing tourist satisfaction (Tribe and Snaith 1998), employs a similar algorithm to

that of the inferred disconfirmation approach.

Despite its widespread popularity, however, the EDP is not free of shortcomings. The
main criticisms of this approach focus on the use of expectations as a comparison
standard in measuring customer satisfaction, the dynamic nature of expectations and
the timing of its measurement, the meaning of expectations to respondents, the use of
difference scores in assessing satisfaction, and the reliability and validity of the EDP
in predicting customer satisfaction. As a detailed critical review of the Expectancy/
Disconfirmation paradigm will be undertaken in Chapter Five, the remaining section
of this chapter focuses on other competitive models developed to explain customer

satisfaction.
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3.5 The Comparison Level Theory

A number of authors criticised the Expectancy-Disconfirmation paradigm on the
grounds that this approach posits that the primary determinant of customer satisfaction
is the predictive expectations created by manufacturers, company reports, or
unspecified sources (Yi 1990). For instance, La Tour and Peat (1979) argued that the
EDP ignores other sources of expectations, such as the consumer's past experience and
other consumer's experience with similar constructs. They proposed a modification of
the Comparison Level Theory (Thibaut and Kelley 1959). In contrast to the
Expectancy-Disconfirmation paradigm which uses predictive or situationally-produced
expectations as the comparison standard, the Comparison Level Theory argues that
there are more than one basic determinants of comparison level for a product: (1)
consumers' prior experiences with similar products, (2) situationally produced
expectations (those created through advertising and promotional efforts), and (3) the

experience of other consumers who serve as referent persons.

Applying the Comparison Level Theory to the confirmation/disconfirmation process,
LaTour and Peat found that experience based standards, or norms, play a role as a
baseline for comparisons in consumer's satisfaction judgements. They found that
situationally induced expectations had little effect on the customer satisfaction, while
expectations based on prior experiences were the major determinant of customer
satisfaction. This finding suggests that consumers may give less weight to
manufacturer-provided information, when they have personal experience and relevant
information about other consumer experiences (Yi 1990). Unlike the Expectancy/
Disconfirmation paradigm, the Comparison Level Theory suggests that consumers
might bring a number of different comparison standards into the consumption
experience. Consumers might be more likely to use predictive expectations based on
external communication (advertisement) before the purchase (in their decision-
making), while different standards (for example, past experience and experiences of
other consumers suggested by LaTour and Peat’s model) might become more likely
after the purchase. There is, however, inadequate information concerning what
standards that consumers bring into the consumption experience are being

dis/confirmed. Theoretical discussions aside, the use of past experience, suggested by

53



the Comparison Level Theory as the comparison standard in customer satisfaction
investigations, may allow managers to compare their performance with their rivals,

and undertake required actions to catch-up or simply for product differentiation.

3.6 The Value Percept Theory

Similar to LaTour and Peat's argument, Westbrook and Reilly (1983) argue that the
Expectancy-Disconfirmation paradigm may not be the most appropriate model to
explain customer satisfaction, as customer satisfaction/dissatisfaction is more likely to
be determined by comparative standards other than expectations. They proposed a
Value-Percept Disparity theory, originally formulated by Locke (1967), as an
alternative to the Expectation-Disconfirmation paradigm. Criticising the predictive
expectations, used as a comparison standard in the traditional Disconfirmation
paradigm, Westbrook and Reilly argue that what is expected from a product may or
may not correspond to what is desired or valued in a product. Conversely, that which
is valued may or may not correspond to what is expected. Thus, values have been
proposed to be a better comparative standard as opposed to expectations in explaining
customer satisfaction/dissatisfaction. According to the Value-Percept Theory (VPT),
satisfaction is an emotional response that is triggered by a cognitive evaluative
process in which the perceptions of an offer are compared to one's values, needs,
wants or desires (Westbrook and Reilly 1983). Similar to the Expectancy/
Disconfirmation paradigm, a growing disparity between one’s perceptions and one's

values (value-perception) indicates an increasing level of dissatisfaction.

In their study, Westbrook and Reilly compared the expectation-confirmation model
with the value-percept disparity model. The value-disparity was defined as the extent
to which the product provides the features and performance characteristics needed or
desired. The disparity was assessed on a single differential scale anchored with
"provides far less than my needs" and "provides exactly what I need". In contrast to
their hypothesis, which states that values, as opposed to expectations, determine
satisfaction, Westbrook and Reilly found that the disconfirmation of expectations had
a stronger effect on satisfaction than the disparity between value and perceptions.

Thus, they suggested that both constructs (expectations and values) were needed in
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explaining customer satisfaction, as they found neither the expectation-
disconfirmation model nor the value percept model was sufficient on its own.
Similarly, results of recent studies, investigating the ability of value and expectations
in determining satisfaction, demonstrate that it might be better to integrate desires and
expectations into a single framework, as they both affect consumer satisfaction
(Spreng et al 1996). The Value-Percept theory which postulates satisfaction as the
fulfilment of consumer desires, values, or wants, as opposed to their expectations, has
not received as much support from researchers as the EDP did in ascertaining

customer satisfaction with hospitality and tourism services.
3.7 The Importance- Performance Model

Although the EDP has dominated as the theoretical construct with which to measure
satisfaction and that predictive expectations are regarded as the comparison standard
that best explains satisfaction, the impact of attribute importance is also recognised
(Barsky 1992; Martilla and James 1977; Oh and Parks 1997). Satisfaction is seen as a
function of customer perceptions of performance and the importance of that attribute.
Based on the expectancy-value model of Fishbein and Ajzen (1975), in which
attribute importance and beliefs play a central role, Barsky (1992) posited that overall
satisfaction/dissatisfaction toward a product/service is dictated by the importance of
specific characteristics and the degree to which that product provides these specific
characteristics. This model predicts that people generally have a belief about an
attribute, but each attribute may be assigned important weighting relative to other
attributes (ibid.). This implies that customers’ satisfaction levels are related to the
strength of their beliefs regarding attribute importance as being multiplied by how
well these attributes meet their expectations (Barsky 1992) (a modified version of the

EDP to measure customer satisfaction).

Researchers in marketing have used importance either as a replacement variable for
consumer expectations (Martilla and James 1977) or as a weighting parameter for
another variable being studied in the same decision context (Barksy 1992; Barsky and
Labagh 1992; Carman 1990; Cronin and Taylor 1992; Kivela 1998; Teas 1993). One

of the fundamental reasons for favouring attribute importance over expectations is
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that customers expect uniformly high levels of service (Brown, Churchill and Peter
1993) and customer expectations can be manipulated externally (Davidow and Uttal
1989), whereas the importance attached to product /service attributes are based on

deep-seated cultural norms and personal values (Barsky 1992).

The original Importance-Performance analysis, proposed by Martilla and James
(1977), maintains that satisfaction is a function of customer perceptions of
performance and the importance of the attribute. Valuable information can be gained
from this method (Hemmasi et al 1995). The importance and performance items can
be mapped through an importance performance analysis. It does not involve
subtraction or any other type of computation. The importance performance model has
been found to be conceptually valid and a powerful technique for identifying service
areas requiring remedial strategic actions (Hemmasi et al 1995). The importance
performance analysis seems to provide a clear direction for action, as it is able to
identify areas where limited Vsources should be focused. Consequently, practitioners
lacking sophisticated computer knowledge can use importance performance mapping.
Until recently, the performance importance grid analysis was considered to be an
affective management tool but it lost favour where more quantitative methods became
practical with computerisation (Duke and Persia 1995). Recently, multiplication of the
importance score on an attribute, with the evaluative score given to the same attribute

in order to create a new weighted variable, has gained a substantial popularity (ibid.).

The Weighted Importance-Performance technique has been employed to assess
customer satisfaction in a number of tourism and hospitality studies (Barksy 1992;
Barsky and Labagh 1992; Kivela, Inbakaran and Reece 1999). Researchers of this
approach assert that the weighting of attribute performance by importance, is a
powerful technique in determining customer satisfaction, however, they do not supply
any empirical evidence that shows that the importance-weighted variable performs
better than the original variable, which is not weighted or not multiplied with its
corresponding importance. Therefore, whether the weighting attribute importance

contributes to the model's diagnostic power, needs to be investigated thoroughly.
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3.8 The Attribution Theory

Research of the Attribution Theory has been primarily developed from Weiner,
Frieze and Kukla’s (1971) study. It is important to note that the Attribution theory has
been mostly used in dissatisfaction/ complaining behaviour models than in
satisfaction models per se. According to this model, consumers are regarded as
rational processors of information, who seek out reasons to explain why a purchase
outcome, for example dissatisfaction, has occurred (Folkes 1984). This model argues
that when the delivery of a service does not match customers’ prior expectations or
other standards, customers engage in an attributional process in order to make sense
of what has occurred (Bitner 1990). More specifically, this model assumes that
consumers tend to look for causes for product successes or failures and usually
attribute these successes or failures using a three dimensional schema (Folkes 1989;

Oliver and DeSarbo 1988; Pearce and Moscardo 1984; Weiner et al 1971):

»  Locus of Causality (internal or external): This means that the purchase outcome,
for example, is cause of dissatisfaction and can be attributed either to the
consumer (internal) or to the marketer or something in the environment or
situation (external).

= Stability (stable/ permanent or unstable/ temporary): Stable causes are thought not
to vary over time, while unstable causes are thought to fluctuate and vary over
time.

= Controllability (volitional/ controllable or non volitional/uncontrollable): Both
consumers and firms can either have volitional control over an outcome or be
under certain controllable constraints.

It is argued that under some conditions, for example, when a number of consumers
find themselves in agreement about the cause of their dissatisfaction, or when the
same establishment repeats their mistakes over and over again (consistency), and
when only this establishment commits error (distinctiveness of the behaviour is high),
external attribution process takes place. On the other hand, when the agreement is
low and both consistency and distinctiveness are low, consumers are assumed to
relate their negative reactions (dissatisfaction) to themselves (i.e., just having an "off"

day) (Pearce and Moscardo 1984).
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In his study, Folkes (1984) asked subjects to remember the last time they went to a
restaurant, ordered something and did not like it. The subjects were further asked who
had to be responsible for this (locus), whether this type of incident happens at this
restaurant (stability), and whether the restaurant could prevent the problem (control).
The subjects were then asked whether they would prefer a refund, exchange, or an
apology. Folkes found that the subjects who felt that the problem was restaurant
related (external) stated that they deserved a refund, exchange, or an apology.
Subjects who felt the cause as stable were more likely to prefer a refund rather than an
exchange, while subjects who thought that the company could have prevented the
problem demonstrated high levels of anger, and showed their behavioural intentions
to hurt the restaurant’s business. Such feelings of anger toward the company were
heightened when the responsiveness of the firm to the problem was considered less
than adequate and hence resulted in negative word-of-mouth recommendations. In
addition, under conditions where the consumer perceived the company to be non-
responsive, they were less likely to complain to the company and more likely to use
negative word-of-mouth recommendations to express their dissatisfaction. Similarly
company-related (external) attributions elicited greater feelings of anger and desire to

hurt the company than internal attributions (Folkes 1984; Richins 1985).

In the past, attribution models have been more useful in predicting consumers’
reactions, when they are dissatisfied, than in explaining the satisfaction process itself
(Huang and Smith 1996). However Folkes (1984) and Richins (1985) have obtained
some evidence that supports a relationship between locus of causality (internal and
external attributions) and satisfaction judgements. The results, especially those of
Folkes’, demonstrate that the locus of causality dominates satisfaction judgements and
satisfaction is associated more with internal, than with external factors. Oliver and
Desarbo (1988) who compared the effects of five determinants of satisfaction
(expectancy, performance, disconfirmation, equity and attribution) have reported
similar findings, that the attribution dimension, was the least significant of all effects

in the situation tested.

Some researchers suggest the Attribution Theory as an alternative model to explain
customer satisfaction, however, it seems rather like an extension of the Expectancy-

Disconfirmation paradigm because the attribution process is triggered off primarily by
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the negative disconfirmation of expectations. The attribution theory further appears to
be more useful to apply in ascertaining customer dissatisfaction and complaining

behaviour.
3.9 The Equity Theory

According to the Equity Theory, satisfaction exists when consumers perceive their
output/input ratio as being fair (Swan and Oliver 1989). Equity models are derived
from the Equity Theory (Adams 1963), and are based on the notion of input-output
ratio, which plays a key role in satisfaction (Oliver and Swan 1989). According to this
theory, parties to an exchange will feel equitably treated (thus, satisfied), if in their
minds, the ratio of their outcomes to inputs is fair (Oliver and DeSarbo 1988).
Whether a person feels equitably treated or not may depend on various factors
including the price paid, the benefits received, the time and effort expended during the
transaction and the experience of previous transactions (Woodruff et a/ 1983). This
implies that the comparative baseline may take many different forms. This theory
shares similarities with the Comparison Level Theory, which posits that bases of
comparison, used by consumers in satisfaction judgements, may be more than just

expectations.

Equity models of consumer satisfaction appear to be different from the other models,
in that satisfaction is evaluated relative to other parties (people) in an exchange, and
the outcomes of all parties sharing the same experience, are taken into consideration.
Erevvels and Leavitt (1992) argue that equity models, can provide a much richer
picture of consumer satisfaction in situations that may not be captured using traditional
satisfaction models. For example, they may be especially useful in modelling
situations, where satisfaction with the other party, is considered to be an important

element of the transaction.

Translated into a tourism context, the Equity theory suggests that tourists compare
perceived input-output (gains) in a social exchange: if the tourist’s gain is less than
their input (time, money, and other costs), dissatisfaction results (Reisinger and Turner

1997). Satisfaction is therefore, "a mental state of being adequately or inadequately
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rewarded" (Moutinho 1987: 34). The comparison may take other forms. The
output/input ratio for a service experience may be compared to the perceived net gain
of some others (such as friends) who have experienced a similar offer (Meyer and
Westerbarkey 1996). According to this theory, satisfaction is seen as a relative
judgement that takes into consideration both the qualities and benefits obtained
through a purchase, as well as the costs and efforts borne by a consumer to obtain that
purchase. Fisk and Coney (1982), for instance, found that consumers were less
satisfied and had a less positive attitude toward a company, when they heard that other
customers received a better price deal and better service than them. In other words,
their perceptions of equitable treatment by the company, translated into satisfaction

judgements, even affected their future expectations and purchase intentions.

Equity Theory applied to customer satisfaction/dissatisfaction has become accepted as
an alternative way to conceptualise how comparisons work (Oliver and Desarbo
1988). Equity disconfirmation has been supported empirically, though it applies
primarily to social interactions (Oliver and Swan 1989). The Equity Theory, as well as
the Attribution Theory, has been proposed as satisfaction determinants, however "they
have not generated the same level of interest in customer satisfaction/dissatisfaction
research (as the EDP did)" (Oliver 1993: 419).

3.10 The Evaluative Congruity Theory

According to Sirgy’s (1984) Evaluative Congruity Model (or the Social Cognition
Model), satisfaction is a function of evaluative congruity, which is a cognitive
matching process in which a perception is compared to an evoked referent cognition,
in order to evaluate a stimulus or action. The result of this cognitive process is
assumed to produce either a motivational or an emotional state. Customer satisfaction/
dissatisfaction is regarded as an emotional state because it prompts the consumer to
evaluate alternative courses of action to reduce an existing dissatisfaction state and /or

obtain a future satisfaction state (Sirgy 1984).

This model argues that there are three congruity states; negative incongruity,

congruity, and positive incongruity. Similar to the confirmation/disconfirmation
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concept, negative incongruity is a cognitive state that results from a negative
discrepancy between the valence levels of a perception and an evoked referent
cognition, which induces dissatisfaction. Congruity is a cognitive state that leads to a
non-significant or negligible discrepancy between a perception and an evoked referent
cognition, which results in a neutral evaluation state or a satisfaction state. Finally, a
positive incongruity-state results from a positive discrepancy between a perception and
an evoked referent cognition, which generates satisfaction. Unlike the EDP, Sirgy’s
model views the customer satisfaction/dissatisfaction as a function of one or more
congruities, between perceptual and evoked referent states, and states that the
occurrence of multiple comparison processes, could explain consumer satisfaction
better. More specifically, the original Evaluative Congruity Model, assumes that
satisfaction may be determined by one or more cognitive congruities, such as between
(1) new product performance after usage and expected product performance before
use, (2) new product performance after use and old product performance before use,
(3) expected product performance after purchase and ideal product performance before
purchase, (4) expected product performance after purchase and deserved product
performance after use. Such discrepancies are argued to independently influence

consumer’s overall satisfaction with a given product (Sirgy 1984).

One of the most important features of the Evaluative Congruity Theory, seems to be
its ability in explaining the different states of satisfaction/dissatisfaction resulting from
different combinations of expectations and performance outcome (Chon 1992; Chon,
Christianson and Cin-Lin 1998). It would be appropriate here to recall that the
traditional Expectancy-Disconfirmation paradigm, holds the view that the level of
resulting satisfaction will, be the same in both cases where, low expectations are met
by low performance and high expectations are met by high performance. According to
the Evaluative Congruity Theory, however, different expectation-performance
combinations (high expectation/high performance; low expectation/low performance)
would result in different satisfaction states (Chon and Olsen 1991; Chon 1992; Chon
et al 1998; Sirgy 1994).

For instance, Chon (1992) and Chon et al (1998), based on the Evaluative Congruity
Theory, postulated that under a positive incongruity condition, in which the tourist

expectation of a given service performance is negative but his/her perceived outcome
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is positive, the tourist would be most satisfied. Indeed, their results revealed that when
the tourist’s expectation of a destination was negative but the perceptions were
positive the tourist was most satisfied, whereas when the tourist’s expectations were
positive and perceptions were positive, the level of satisfaction was moderate. In
addition, when the tourist’s expectations were negative and perceptions were negative,
the satisfaction was lower than the first two congruity conditions, and when the tourist
expectations were positive but the perceptions were negative, the tourist was least
satisfied. These findings provides some degree of support for the underlying
assumption of the Evaluative Congruity Theory which suggests that different states of
satisfaction may result from different combinations of expectations and performance

perceptions.

In addition, Sirgy further postulated that product images should be classified as being
functional (i.e. physical benefits associated with the product) and symbolic (i.e., self
image) and argues that customer satisfaction/dissatisfaction is not only an evaluative
function of the consumer’s expectations and performance, but it is also an evaluative
function of the consumer"s self image and product image congruity. Chon and Olsen
(1991), in their study on tourist satisfaction with destinations, found some evidence
supporting the view that the consumer decision making process, involves the
evaluation of not only the functional attributes of a product (the availability of suitable
accommodation) but also personality related attributes. They found that functional

congruity explained customer satisfaction better than symbolic congruity.

It is important to note that although Evaluative Congruity model has been offered as
an alternative way to explain satisfaction process, its methodological mechanism is
analogous to that of the Expectancy-Disconfirmation paradigm (Oh and Parks 1997).
That is, both the Evaluative Congruity and Expectation-Disconfirmation models are
based on the disconfirmation concept, which presupposes that customers form
expectations about the product prior to purchase, and compare these expectations
against perceived performance, after the product is used. Both models, however, may
not be suitable to apply in consumption situations where customers do not have pre-

purchase expectations such as with unfamiliar products.
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3.11 The Person-Situation-Fit Concept

It has been also noted that tourist satisfaction can be explained by the Person-
Situation Fit concept (Pearce and Moscardo 1984). This concept argues that people
deliberately seek situations, which they feel match their personalities and orientations.
The implication of this idea may become particularly appropriate to tourist settings
where individuals make a conscious choice to visit a specific tourist destination
(Reisinger and Turner 1997). This principle states that the optimal fit between tourists
and their environment occurs when the attributes of their environment are congruent
with their beliefs, attitudes, and values, as in the case of Value-Percept Disparity
model. When the activities available in the environment fit the activities, which are
sought and valued by the tourists, the satisfaction occurs. Where values and value
orientations do not fit, mismatch can lead to feelings of stress, anxiety, uncertainty and
result in dissatisfaction (Pearce and Moscardo 1984). As the degree of fit increases,
tourist satisfaction also increases. This concept has been applied generally in tourist
motivation studies. The assessment of the environment-fit concept involves a similar
approach adopted in the EDP and the VPT. It requires measuring specific
expectations, or needs, prior to a vacation, and subsequently examining vacation
satisfaction in light of whether these expectations or needs were met on the vacation
(Lounsburry and Hoopes 1985). However, this approach is static and cannot
accommodate the dynamic nature of expectations and needs, which might differ

during the service experience.
3.12 Summary

This chapter presents and discusses a number of frameworks developed to explain
customer satisfaction in the literature. The theories explicated in this chapter include
the Dissonance Theory, the Contrast Theory, the Expectancy-Disconfirmation Theory,
the Comparison Level Theory, the Value-Percept Theory, the Attribution Theory, The
Equity theory, the Person-Situation Fit concept, and the Importance-Performance
model. There is widespread consensus among these satisfaction theories that
satisfaction is an evaluative judgement, which results from a comparison of product

performance to some forms of evaluation standard. The majority of these theories, for
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example the Expectancy Disconfirmation Paradigm, the Comparison Level Theory,
and the Evaluative Congruity Theory concur that product performance exceeding prior
expectations or some form of standards signifies satisfaction, whereas dissatisfaction
is the outcome when product performance falls short of that standard. Thus, the
disparity concept, between the actual outcome and the expected, constitutes the core of

the majority of the satisfaction theories.

Early theories of the satisfaction concept, assume that consumers may either
exaggerate (the Contrast Theory) or adjust (the Dissonance Theory) the perceived
disparity between the product performance and the initial expectations or the norm. As
these early theories have not been applied in tourism and hospitality settings, the
validity of their assumptions remains unclear. Based on the logic of the Dissonance
Theory, some researchers suggest that in order to have a higher product evaluation,
companies should raise customer expectations substantially above the product
performance. This assumption is criticised on the grounds that it does not take into
account the concept of tolerance levels. Drawing on these two early satisfaction
theories, Oliver developed the Expectancy-Disconfirmation paradigm which
postulates that if the outcome of a product is judged to be better than, or equal to, the
expected, the consumer will feel satisfied. If, on the other hand, actual outcome is
judged not to be better than expected, the consumer will be dissatisfied. The EDP has
gained growing support from researchers and it has become the most widely applied
framework in studies assessing customer satisfaction with tourism and hospitality

services.

The last few decades have seen the development of other models to explain customer
satisfaction. In contrast to EDP which assumes satisfaction resulting from
disconfirmation of predictive expectations, LaTour and Peat's (1979) Comparison
Level Theory views satisfaction as a function of comparison between product
performance and consumers' past experiences and experiences of other consumers.
Westbrook and Riley (1983) introduced the Value-Percept Theory which proposes that
satisfaction is an emotional response, that is triggered by a cognitive evaluative
process, in which the perceptions of an offer are compared to one's values, needs,
wants or desires, in contrast to expectations suggested in Oliver's EDP model. Sirgy's

Evaluative Congruity Model views satisfaction as a function of evaluative congruity,
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which is a cognitive matching process, in which a perception is compared to an
evoked referent cognition for the purpose of evaluating a stimulus object/action. The
Importance-Performance model, borrowed from Fishbein and Ajzen's consumer
behaviour model, and adapted to hospitality services by Barsky, assumes that
consumer satisfaction is a function of beliefs about an object's attributes (that is a
product possesses a particular attribute) and the strength of these belief (that is, the
relative importance of each attribute to the customer's overall satisfaction with the

product or service).

As stated earlier, the majority of these theories suggest that customer satisfaction is a
relative concept and judged in relation to a standard. While several comparison
standards have been proposed in the literature, no consensus exists concerning which
standard might be the most appropriate (which standard best predicts customer
satisfaction) (Cote, Foxman and Cutler 1989; Erevelles and Leavitt 1992). To this end,
the following chapter presents current discussions pertaining to expectations and other
alternative comparative baselines, that have been used to explain the formation of

satisfaction judgement.
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CHAPTER IV

Comparison Standards Issue in Consumer Satisfaction/
Dissatisfaction Research



4.1 Introduction

The measurement of satisfaction in the most realistic way is a prerequisite for accurate
prediction of consumer behaviour and the development of a robust management
strategy. Previous chapters sought to define customer satisfaction and attempted to
explain the concept further. Chapter Three presented different competing approaches
that have been developed to explain customer satisfaction/ dissatisfaction. Review of
literature undertaken in the previous chapter highlighted that, although the consumer
satisfaction measurement literature is in a state of debates, one of the few aspects of
customer satisfaction, on which there is widespread agreement, is that the state of
satisfaction or dissatisfaction is a reaction to a comparison (Oliver 1989) (i.e., a
perceived experience is compared against a standard or standards). Several standards
have been proposed in the literature, for example, predictive expectations, norms, past
experience, experiences of others, desires and ideals (Figure 3), however, no
consensus exists concerning which standard might be most appropriate (which

standard best predicts customer satisfaction).

Theoretically, the comparative standard issue is extremely important because different
types of standards, may yield different levels, against which perceived experience is
compared (Woodruff, Cleanop, Schumm, Godial, and Burns 1991). It is important to
note that respondents are likely to be sensitive to the type of the standard used in
customer satisfaction/dissatisfaction research, which in, turn might impact on the
resultant level of customer satisfaction, obtained by the researcher. Olander (1979)
observed this and suggested that responses to measures will be sensitive to the type of
disconfirmation standard being used and that, it was artificial to apply a common
yardstick, when people use their own criteria for evaluation. In order to illustrate how
the use of different type of standards might impact on satisfaction, Woodruff et al
provide a very interesting example. In this case, a company has changed the wording
of a disconfirmation question by asking respondents to rate perceived brand
performance, relative to that of a competitor, instead of relative to expected
performance and got different results (i.e., satisfaction score obtained from averaging

comparison of performance against competitors was different from that of
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expectations). Strictly speaking, if satisfaction ratings are contingent on which
standard is used, "then historical commitment to expectancy disconfirmation by the
academics and practitioners may be detrimental to advancing knowledge critical to
understanding customer satisfaction/dissatisfaction" (Woodruff et al 1991). To this
end, the following section presents current discussions, pertaining to expectations and
other alternative comparative baselines, that have been used to explain the formation

of satisfaction judgement.

4.2 Expectations

Almost every model of satisfaction formation process, for example, the Expectancy-
Disconfirmation Paradigm, the Comparison Level Theory, and the Evaluative
Congruity Theory, maintains that feeling of satisfaction arise when consumers
compare their perceptions of a product performance to their expectations. A variety of
conceptualisations of expectation exist in the literature (Woodruff et al 1991) (Figure
3).

Figure 3. Forms of expectation used in research studies

Predictive Deserved Ideal

Minimum Desired

Tolerable Expectation estre

Best Produc Product Based Excellence
Norm Norm

Source: Derived from the literature

In general, the term expectation is used to mean pre-consumption beliefs about the
overall performance of the product, created by manufacturer’s claims or product
information, while others view it differently. Customer expectations represent a norm
against which performance is compared and they take many forms, varying from

some minimum tolerable level of performance, through to some concept of the ideal
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or perfect service (Ennew, Reed and Binks 1993). As understanding of comparison
standards is imperative in the development of the research, the following section
presents different conceptual definitions and use of expectations in research studies.
The comparative standards being discussed are the predictive, deserved, desired,
minimum tolerable, ideal, excellence, best product norm, product-based norm, and

zone of indifference (Figure 3).
4.2.1 The Expectations-as-Predictions Standard

Customer expectations have been investigated in a number of research fields but have
received the most thorough treatment in the customer satisfaction/ dissatisfaction and
service quality literature (Zeithaml, Berry and Parasuraman 1993). In the literature,
the concept of expectations has been viewed as a baseline against which subsequent
experiences are compared and result in the evaluation of satisfaction or quality.
Expectations involve the consumer’s estimate at the time of purchase or, prior to
usage, of how well or poorly the product will supply the benefits, that are of interest,
to the consumer (Day 1977; Olson and Dover 1979). Expectations are "consumer-
defined probabilities of occurrence of positive and negative events if the consumer

engages in some behaviour” (Oliver 1981: 33).

Some researchers consider expectations as primary perceptions of the likelihood (or
probability of occurrence), while others maintain that expectations consist of an

estimate of the likelihood of an event plus an evaluation of goodness and badness of
that event (Spreng, Mackenzie and Olshavsky 1996). Oliver (1981: 33), for instance,
states that "expectations have two components: a probability of occurrence (for
example, the likelihood that the staff will be available to wait on customers in the
restaurant) and an evaluation of occurrence (for example, the degree to which staff are
attentive)". In contrast, Spreng and Dixon (1992) argue that expectations should be
conceptualised as beliefs and not as evaluations. Applications in which expectations
are regarded as predictions, made by customers about what is /ikely to happen during
an impending transaction or exchange, has become dominant in the customer

satisfaction/dissatisfaction literature.

68



In his classification of expectations, Miller (1977) called this standard the expected
standard, which he defined as an objective calculation of probability of performance,
and which he contrasted with three other types of expectations; deserved, ideal and
minimum acceptable. Others termed this standard predictive expectation, which may
be described as estimates of anticipated performance (Prakash 1984; Swan and
Trawick 1980). Predictive expectations have been found to have a direct positive
effect on satisfaction (Oliver 1980, 1981; Tse and Wilton 1988) and an indirect effect
through disconfirmation. Expectations have a direct positive effect on satisfaction
because "without observing the performance, expectations may have already
predisposed the consumer to respond to the product in a certain way (the higher the
expectations, the higher the satisfaction or vice versa)" (Oliver 1997: 89). Recall that

a similar notion is held by the Dissonance Theory discussed in Chapter Two.

Expectations, as prediction standards, have been employed as a form of comparison
baseline in a number of tourism and hospitality research studies. For instance, Pizam
and Milman (1993) asked first-time travellers’ predictive expectations about Spain.
Weber (1997) used predictive expectations as a comparison standard in her study on
German tourists in Australia, while Hughes (1991) and Whipple and Thach (1989)
measured respondents’ predictive expectations in their research on tourist satisfaction
with organised tours. Similarly, Duke and Persia (1996) and Tribe and Snaith (1998),
in their studies on tourist satisfaction with organised tour industry, used predictive
expectations (for example, I expect we will see as much as possible) as the

comparison standard.

A number of researchers in the marketing and consumer behaviour literature, adopt a
different notion of expectations, that equate standards with levels of performance
different from that expected from the focal object. Prakash (1984), for instance,
proposed normative expectations, i.e., how a brand should perform in order for the
consumer to be completely satisfied. Miller (1977) suggested different expectation
categories, such as ideal expectations, minimum tolerable, and deserved that would
clearly lead to different comparative standard levels. The following section explicates

each of these alternate comparative standards.
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4.2.2 The Expectations-as-Deserved Level Standard

The deserved level has been viewed as a type of equity that involves an evaluation of
the consumer’s input and outputs without any other comparison. Deserved level
conveys "what the individual, in the light of his investments, feels performance ought
to be or should be" (Miller 1977: 76). The Equity Theory, explained in the previous
chapter, bases its conceptualisation of customer satisfaction on this comparison
standard. It proposes that a consumer evaluates the benefits received from a brand in
relation to its cost (price and effort) and then, compares this ratio with the
corresponding cost/benefit ratio realised by some other relevant person (for example,
the seller, a friend). The basis for comparison, in this case, becomes the degree of
equity which consumers perceive between what they achieved and what the other

person achieved.

Results concerning the ability of this comparison standard in explaining customer
satisfaction are contradictory. Investigating the relationship between the deserved
level standard and dependent variables such as satisfaction, Oliver and DeSarbo
(1988) found that equity influences satisfaction. Fisk and Coney (1982) and Tse and
Wilton (1988), however, did not find any relation between this standard and the
dependent variables, and consequently drew the conclusion that the deserved level
standard (equity) is not a good operationalisation of comparison standard (in Randal

and Senior 1996).

4.2.3 The Expectations-as-Minimum Tolerable Level

Another form of expectations is the minimum tolerable level (Miller 1977). That is,
the least acceptable level, for example "it is better than nothing". This level reflects
the minimum level that the respondent feels the performance must be. The use of
minimum tolerable level as a comparison standard is, however, challenged. According
to Linjander and Strandvick (1993), the consumer will not be satisfied just because
the performance is above the minimum tolerance level. If performance is above the
minimum tolerance level but below the predicted level, the consumer will feel

dissatisfied. Consumers can be expected to have minimum requirements for certain
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attributes, for example that there has to be a parking space beside a restaurant
(Nightingale 1986). However, consumers are not likely to consider (and certainly not
buy) a product which is perceived as below the minimum acceptable level (Oliver
1980b). This suggests that unless a product is grossly overestimated or was a cost-free
acquisition, the must be (minimum acceptable) criterion may not be a consideration

(ibid.).

4.2.4 The Expectations-as -Desired Standards

A number of satisfaction frameworks explicated in Chapter Three (for example, the
Value-Percept Disparity Theory and the Evaluative Congruity Theory) suggest that
customer satisfaction/dissatisfaction is more likely to be determined by how well a
brand performance fulfils the innate needs, wants, or desires of the consumer, rather
than the extent to which the brand’s performance compares with pre-purchase
predictions, as held by the Expectancy Disconfirmation theory. Note that the main
argument of these theories was that, what is expected from a product, may or may not

correspond to what is desired or valued in a product (Westbrook and Reilly 1983).

The desired and predicted expectations are seen to be different from one another.
Desires are present-oriented and stable, whereas expectations are future-oriented and
relatively malleable (Spreng et al 1996). The predictive expectations are "the
consumer’s pre-usage estimate of the performance level that the product is anticipated
to achieve on specific attributes" (Swan, Trawick and Carrol 1982: 15). In contrast,
desired expectations are seen as the consumer’s pre-usage specification of the level of
product performance, that would be necessary in order to satisfy or please the

consumer (ibid.).

In essence, this class of standard deals with the performance that is desired or wanted
and is not necessarily constrained by past performance (Spreng and Dixon 1992).
Empirical tests on desires, as a standard, have been somewhat limited and
contradictory. The results of Swan and Trawick’s (1979) research suggest that only
confirmation of desired expectations would lead to satisfaction, while the

confirmation of predictive expectations, would lead to indifference. In a recent study,
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Swan et al (1991) measured both expectations and desires and found that when the
performance of the product was greater than or equal to desires, satisfaction was
higher. In a study of student satisfaction with a course, Barbeau (1984) found desires
disconfirmation to have the strongest effect (B= .46), past experience disconfirmation
the next strongest (B=.34) and expectation disconfirmation was non significant (B=

.005)

In their Value-Percept Disparity theory, Westbrook and Reilly (1983) proposed that
consumers’ desires or values might influence the appraisal of perceived performance.
Their theoretical argument seems compelling, but the empirical results of the study
did not support their argument. They found that the expectation congruency had a
stronger effect on satisfaction than did the desire congruency. The results of Spreng’s
and Olshavsky’s (1993) recent study suggest that the extent to which product/service
performance, is congruent with desires, is a powerful antecedent to satisfaction, while
the effect of disconfirmation of expectations is non-significant. Myers (1991) tested
expected versus wanted disconfirmation with car buyers and found that though both
had a significant effect on satisfaction, the impact of wanted disconfirmation was
stronger. Meyer concluded that what consumers want makes a better standard (i.e.
more useful in predictions) than their expectations. Investigating the effect of these
two on consumer satisfaction Spreng et al (1996) have recently concluded that desires
and expectations need to be integrated into a single framework because both are found

to influence satisfaction.

4.3.5 The Expectations-as -Ideal Standards

A second standard that can be included in the desires category is the ideal
performance standard. This standard often deals with the performance that is the best
imaginable or relates to an abstract ideal (Spreng and Dixon 1992). Ideal expectations
are defined as the “wished for” level of performance (Miller 1977). The ideal
performance standard may correspond to perfection, or it could represent "my most
desired combination of attributes" (Iacobucci et al 1994). Overly demanding

consumers might be the ones who compare their experiences to ideal standards, and
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practically speaking, in such situations, a manager has no hope of exceeding such

standards (ibid.).

In an early study, Liechty and Churchill (1979) compared Miller’s (1977) four
conceptualisations of expectations (predictive, ideal, deserved, and minimum
acceptable) as to their applicability to services. They argue that the minimum
tolerable and deserved expectations are best suited for services, while the ideal
expectations are only "weakly appropriate for services because services are not easily
quantified or averaged" (p.10). Tse and Wilton (1988) found that ideal performance
did not have a direct effect on satisfaction. Rather it indirectly affected performance
and this had a negative effect on satisfaction. In fact, whether this standard is actually
used by consumers and, under which conditions, remains unclear (Spreng and Dixon

1992).

4.2.6 The Expectations-as-Experience Based Standards

Some researchers argue that while expectations may be quite helpful in making a
purchase choice, they may have much less impact on a post-use appraisal of a product
or a service (Woodruff et al 1991). As consumers often have experiences with more
than the focal object, experiences with other brands, other products, and services are
also likely to play a role in the dis/confirmation comparison. As predicted by the
Comparison Level Theory, the typical or last received performance of a brand may set

the standard for appraising perceived performance of the focal brand.

Consumers with extensive experience with the product category might use one of the
experience-based norms, such as average performance, favourite or last used, as a
standard, while those who have little experience may use what others have received,
what is promised or their expectations (Spreng and Dixon 1992). Prior experience is
probably the most important determinant of consumer satisfaction because personal
experience is more vivid and salient (LaTour and Peat 1980). In a similar line, Van
Raaij and Francken (1984) comment that one’s own earlier experience or the
experience of others, serves as the baseline for social comparison that determines

levels of satisfaction. Using a similar line of thought, Mazursky (1989:335) argues
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that in the context of tourism "the assessment of performance may be more profound
and could cause a retrieval of memories from past experiences and norms which may
function as comparison baselines". "Our experiences and resultant generalisations
from them can be weighted more heavily than any information received. This is due,
in part, to the fact that as our decision criteria strengthened, our need for information
is weakened" ([Mill and Morrison 1984: 11] in Mazursky 1989). These arguments
imply that past experience might be a significant comparison baseline against which

customers compare their current experiences.

Applying Thibaut’s and Kelley’s (1959) Comparison Level Theory to the
confirmation / disconfirmation process, LaTour and Peat found that experience based
standards or norms, play a role as a baseline for comparisons in consumers’
satisfaction judgements. In their study, LaTour and Peat (1979) conceptualised
satisfaction as an additive function of positive and/or negative disconfirmations of
perceived attribute levels, obtained from a brand and the corresponding levels of those
attributes. LaTour and Peat proposed that the comparison level could be influenced
"by perceived capabilities of brands other than the one purchased and used". Thus, it
is possible to consider that the bases of comparison used by consumers may be "more
than just expectations" (Woodruff ef al 1983: 297). That is, satisfaction may not be
totally dependent on whether a brand performance meets or exceeds predicted
performance. Standards in the form of experience based norms, along with predictive
expectations, may also have a role in the formation of satisfaction judgements.
Reviewed literature suggests that there are at least two different types of experience
based norms: brand based and product based (Cadotte et al 1987, Woodruff et al
1983). The following section explains these standards in turn.

4.2.6.1 The Expectations-as-Brand Based Standard

Brand-based norms are those operating when one brand dominates a consumer’s set
of brand experiences. This norm might be "the typical performance of a particular
brand, for example a consumer’s most preferred brand, a popular brand, or last
purchased brand" (Cadotte ef al 1987: 306). For example, when appraising the dining

experience in a new restaurant, a consumer may apply a norm that is the typical

74



performance of another favourite restaurant. Cadotte and colleagues maintain that
focal brand expectations may correspond to this norm, but only if the focal brand is
also the brand, from which the standard is derived, such as when a consumer dines in
his or her favourite restaurant. In all other cases, Cadotte et al (1987) claim that the
norm is necessarily different from expectations because the norm is derived from an
experience with a different brand. That is, these experiences "form a distribution
along an overall performance dimension" (Woodruff er al 1983: 298). The actual
norm is then drawn from this distribution and is represented by the most likely

performance of a brand or the most frequent performance of a brand (ibid.).

4.2.6.2 The Expectations-as-Product Based Standards

Another kind of norm suggested, is the product based norm, which is supposed to be
operative when a consumer has had experiences with several brands of a product type,
within a product class, but has no desired reference brand, because all brands in that
product category are similar (Cadotte et al 1987). Here the norm performance might
develop from a pooling of experience across the similar product brands. The reference
norm is assumed to be some level of performance, drawn from this distribution, such
as the most likely or the most frequent level of performance. Woodruff et al argue that
because an individual’s brand experiences can vary so much, different norms are
likely to be used by different people in similar situations. For instance, one kind of
norm may be used to determine satisfaction with a restaurant visited for a special
occasion, whereas another might be applied when the family goes out for a meal
(ibid). Another interesting assumption made by these authors is that for some
consumers, and in some situations, more than one norm may influence
confirmation/disconfirmation. Multiple norms, according to these authors, are most
likely to emerge during important events such as driving a recently purchased
automobile, visiting a restaurant on an anniversary, or taking a long awaited vacation.
In these situations the consumer is consciously and extensively assessing the brand

use experience (ibid.).
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4.2.6.3 The Experience-Based Norms: Is this the way forward?

Experience-based norms are another type of comparison standard proposed in the
literature. This standard recognises that consumers have often experiences with more
than the focal object, such as those with other brands, other products and or other
services. These broad experiences are likely to play a role in disconfirmation
comparisons. For example, the typical or last received performance of a favourite
brand (a favourite restaurant) may set the standard for appraising the perceived
performance of the focal brand (for example, a dining experience in a new restaurant).
In general there can be several different norm standards (brand-based, product-based)
against which perceived performance may be compared to, and depending on the
situation, consumers may use one or a combination of these norms in their

comparisons.

The concept of experience-based norms is relatively new. A few studies have tested
its validity and these revealed contradicting results. For example, Thirkell and
Vredenburg (1982) found no significant relationships between prior experience and
new product choice satisfaction. In contrast, Westbrook and Newman (1987) pointed
out that people with previous experience, developed more moderate expectations and
rated greater satisfaction than did people without previous experience. Similarly,
LaTour and Peat (1980) reported that confirmation of the past experience standard,
was a stronger predictor of satisfaction than that of predictive expectations. In an
earlier study carried out by Cadotte, Woodruff and Jenkins (1982), experience based
evaluations of a comparison brand were better predictors of satisfaction than
evaluations using focal brand expectations. Similarly, in a subsequent study, Cadotte
et al (1987:313) reported that the product norm model and best brand norm model are
"consistently better than the brand expectation model at explaining variation in

satisfaction feelings and total model fit".

One of the strengths of incorporating experience-based standards into the assessment
of satisfaction could be, its ability in capturing the relative performance of the
company, in comparison to other companies in the same product/service category.

Surprisingly, there has been no attempt made to incorporate experience-based
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standards into tourist satisfaction assessments. Such comparative approaches could be
of significance in the long-term success of tourism and hospitality services, as it
serves to identify relative strengths and weaknesses. It might be possible that
experience of competing destinations may influence the standards against which the
current destination is being judged. This implies that when assessing tourist
satisfaction, the performance relative to rivals, should also be taken into account.
From a managerial point of view, the information derived from the use of experience-
based standards may be crucial, as what counts for the short and long term success is
not only the absolute product performance attained by the company/destination, but

also its performance relative to its competitors.

4.2.7 The Expectations-as- Excellence Standard

In addition to its use in customer satisfaction literature, the expectations construct has
also been viewed as playing a central role in consumer evaluations of service quality
(Brown and Swartz 1989; Gronroos 1984; Lehtinen and Lehtinen 1991; Parasuraman
et al 1985), which, as already explained in the second chapter, adds to the confusion
between customer satisfaction and service quality constructs. Its meaning in the
service quality literature is similar to the ideal standard in the customer satisfaction
literature (Zeithaml et al 1993). Service quality researchers regard expectations as
desires or wants of customers, i.e., what they feel a service provider should offer
rather than would offer (Parasuraman et a/ 1988). Note that both the desires and wants
are also used in the assessment of customer satisfaction (for example, the Value-
Percept Disparity theory). In an attempt to differentiate service quality from
satisfaction, Parasuraman et a/ later changed the wording of their standards to
excellent companies. Excellence, however, is not markedly different from several
other standards used in customer satisfaction literature. Zeithaml et al (1993), for
instance, employed excellence as the comparison standard in identifying service
quality, and defined it in terms of what the consumers want or need. However from
their usage, it is not clear whether this is anchored to consumer values or to past
experience, for example if a consumer defines it as what the best firm provides, "then
this is clearly an experience based norm" (Spreng and Dixon 1992: 88), and not

different from best-brand norm used in the customer satisfaction literature.
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4.2.8 The Expectations-as-Zones of Indifference

A recent development in research of customer satisfaction and service quality is to
consider expectations and evaluations as "zones of tolerance" (Randall and Senior
1996). Anderson (1973) introduced this concept into the consumer satisfaction
literature arguing that, purchasers are willing to accept a range of performance around
a point estimate, as long as the range could be reasonably expected (in Oliver 1997)
(for example a 30-minute pizza delivery in a realistic range of 20 to 45 minutes).
Poiesz and Blomer (1991) suggest that expectations and evaluations should be
expressed as zones and not as discrete points on a scale. They argue that customers
might not be capable of giving precise point estimates. In line with Bloemer and
Poiesz (1991), Woodruff et al (1983) argue that perceptual limitations of people can
cause some imprecision when the confirmation-disconfirmation cognition is made. An
alternative rationale is derived from the Assimilation (Contrast) Theory. Perceptions
of a brand performance, which are close to the norm, are within the latitude of
acceptable performance, and may even be assimilated towards the norm. That is,
perceived performance within some interval around a performance norm, is likely to
be considered equivalent to the norm. However, when the distance from the norm is
great enough (perceived performance is outside the latitude of acceptance), brand
performance is perceived as different from the norm. Perceived performance that is
below or above the norm, but within the indifference zone, leads to confirmation, and
difference causes disconfirmation. Positive and negative disconfirmation is argued to
result when, perceived performance is outside the zone and is different enough from

the norm to be noticed.

Perceived brand performance within the zone of indifference probably does not cause
much attention to be directed toward the evaluation process. Moreover, brand
performance, which is close to the norm, is likely to be usual occurrence. In contrast,
perceived brand performance, outside the zone of indifference is unusual and attention
getting. When this condition occurs, "the satisfaction process is more likely to be
raised to a conscious level and thus evoke a positive or negative emotional response”
(Woodruff et al 1983: 300). Parasuraman et al (1991) attempted to measure the "zone

of tolerance" by computing the difference between desired level and adequate level of
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expectations. The desired expectations refer to what they hope to receive, a blend of
what can and should be, which is a function of past experience (Lewis 1990). The
adequate level refers to what is acceptable which is based on an assessment of what
the service will be (the predicted service), and depends on the alternatives which are
available. Although it seems intuitively appealing, the operationalisation of zone of

difference was found to be practically difficult.

4.3  Single versus Multiple Standards

Thus far, this discussion suggests that no single model or unique comparison process
fully explains consumer satisfaction/dissatisfaction judgements. Some researchers
suggest that a better description of consumer satisfaction/dissatisfaction should
include the occurrence of multiple processes and multiple standards of comparison
(Erevelles and Leavitt 1992). Indeed, recent conceptualisations of customer
satisfaction (Tse and Wilton 1988) have considered that customer satisfaction is a
post-choice process involving complex, and simultaneous interactions with which

may involve more than one comparison standard.

Cadotte et al (1987), for instance, developed and examined alternative customer
satisfaction models involving different standards of comparison. Their Product Norm
model and Best Brand Norm model were consistently better than the brand
expectation (prediction) model at explaining the variation in explaining satisfaction
feelings and total model fit. These different norms (best brand, product based and
predictive expectations) were, however, moderately correlated, suggesting that "they
share a common core but that each also has a unique component" (Zeithaml 1993: 2).
Using path analysis, Tse and Wilton (1988) quantified the influence of both predicted

and ideal expectations. They concluded

"more than one comparison standard may be involved in customer satisfaction
formation because both expectations (prediction) and ideal relate individually to
satisfaction. Expectations and ideal appear to represent different constructs
contributing separately to the customer satisfaction/dissatisfaction formation
process. The single standard models fail to represent the underlying process
adequately in comparison with a multiple standard paradigm" (p: 209-10).
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Oliver and Desarbo (1988) observed the combined effects of various variables in the
satisfaction/ dissatisfaction formation process. They suggested that disconfirmation,
though objective, may be subjected to psychological interpretations that may
dominate under certain conditions. These findings suggest the occurrence of a
multiple comparison process including complex interactions, which may take place

either sequentially or simultaneously.

Similarly, Sirgy’s Evaluative Congruity model (1984) suggests the occurrence of
multiple comparison processes could explain consumer satisfaction better. In his
model, Sirgy (1984) argues that (in)congruities may take place between different
perceptual and evoked referent states. Such (in)congruities may take place between
(1) new product performance after usage and expected product performance before
use, (2) new product performance after use and old product performance before use,
(3) expected product performance after purchase and ideal product performance
before purchase, (4) expected product performance after purchase and deserved
product performance after use. In his empirical test, Sirgy (1984) found that each of
these congruities significantly influenced customer satisfaction separately and jointly.
Similar observations have been reported by Cadotte et al (1987), suggesting that
comparison standards are multidimensional, as consumers use a standard that is a
weighted composite of various other standards. This multidimensional standard may
be formed from past experience including experience with the focal brand and with

competing brands.

Boulding, Karla, Staelin and Zeithaml (1993) have proposed two types of prior
expectations that might have a combined and a separate impact on satisfaction.

These are will and should expectations. They defined will expectations as those
characteristics of the service that consumers consider likely to occur. Thus, these
researchers define will expectations as predictive, as referred to by Tse and Wilton
(1988) who defined expectations as the most likely performance, affected both by the
average product performance and by advertising. Boulding et al (1993) define should
expectations as those characteristics of service that consumers "would consider to be
rea;vonable". Thus they define the should expectation as a consumer’s judgement of a

more realistic norm. Their study suggests that a firm should increase the will
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expectations and decrease the should expectations in order to raise the quality

perceptions.
4.3.1 Multiple standards: Is this the way forward?

Although some studies suggest that multiple standards be used in the formation of
customer satisfaction judgements, the measurement of multiple standards seems to be
problematic. The use of multiple standards requires researchers to design multiple
scales, one for each type of standard (Woodruff e al 1991). This might make the task
of answering the questions rather tedious for respondents, not to mention risking
response bias across the questions. There is, for example, a great probability that
respondents, bored by rating three identical set of questions, may tend to choose the
same rating for all questions. Such evidence is found in Parasuraman, Zeithaml and
Berry’s (1994) recent study. The authors acknowledge that despite the three-column
format questionnaire’s (two comparison standards and perceived performance)
superior diagnostic value, the administration of the whole questionnaire may pose
practical difficulties. Childress and Crompton (1997) report that any approach, which
incorporates the assessment of two or more standards and involves performance
perception measurement, has response error problems. The questionnaires may appear
long and repetitious to the respondents since they are required to complete the same
set of items three times at one sitting. William (1998) emphasises that people became
anxious when confronted with the length of such questionnaires, their anxiety towards
keeping the rest of their party waiting and wasting their leisure times. The expansion
of the instrument to three columns, (two standards and performance measures) to
allow for the " zone of tolerance" data to be collected, appears to exacerbate this

problem.
4.4 Sources of Expectations

Although expectation has been the dominant comparison baseline in assessments of
customer satisfaction, the source(s) of consumer expectations has been relatively

unexplored (Zeithaml ef al 1993). Very little research has focused on how consumers
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form expectations, on the variables that impact upon customer expectations, and the

extent to which the variables influence expectations (Clow, Kurtz and Ozment 1996).

Cadotte et al (1987) suggest that experience is a source of the expectation norm. They
suggest that the norm may be derived from the typical performance of a particular
brand (the favourite brand, the last purchased and the most popular brand). Also the
norm might be based on perceptions of an average performance that is believed to be
typical of a group of similar brands (a product-type norm). Based on results of a series
of focus group interviews, Zeithaml and her colleagues (1990: 19-20) found five
different sources influencing customers’ expectation formation. First, what customers
hear from other customers and word-of-mouth communication, was found to be a
potential determinant of expectations. Second, respondents’ expectations appeared to
vary somewhat depending on customers' individual characteristics and circumstances,
suggesting that the personal needs of customers might moderate their expectations to
a certain degree. Third, it was found that the extent of past experience with using a
service could also influence customers’ expectation levels. Fourth, external
communications from service providers, for example advertising, was found to play a
key role in shaping customer expectations. Another factor influencing customer
expectations was the price, whose influence on expectations could be grouped under
the general influence of company’s external communications. In their study on
restaurants, Clow et al (1996) state that primary antecedents of customer expectations
of a restaurant are the image consumers have of the restaurant, satisfaction with the
last service experience, word-of-mouth, tangible characteristics of the restaurant, price
structure of the menu, the availability and accessibility of restaurant to customers,

advertising and situational factors such as overcrowding and noise.

However, little is known about whether different sources lead to development of
different kinds of standards (i.e., what source of expectations is used under which
conditions and what the relative performance of each source is in forming overall
expectations) (Clow et al 1996). For instance, LaTour and Peat (1979) undertook a
field experiment to investigate the effect of prior experience, situationally induced
expectations, and other consumers’ experiences on customer satisfaction. They found
that situationally induced expectations had little effect on satisfaction, whereas

expectations based on prior experiences were the major determinants of customer
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satisfaction. This finding suggests that consumers may attach less importance to
manufacturer-provided information when they have personal experience and relevant
information about other consumers’ experiences (Y1 1990). In contrast, Spreng and
Dixon (1992) argue that persuasion based expectations, which are the explicit
statements from the seller regarding the performance of the product (i.e., a marketer

dominated stimuli like advertising), appear to develop very strong expectations.
4.5 Summary

The concept of customer satisfaction is integral to marketing thought. Various
theoretical frameworks, based on various standards, have been developed to explain
this important concept. However, researchers have not converged on the exact
conceptualisation of the comparison standard and disconfirmation constructs (Tse and
Wilton 1988). Several researchers concur that consumers may use expectations but
other kinds of baselines may be operative in the formation of satisfaction judgements.
As early as 1977, Miller, for instance, developed a classification scheme by using four
different kinds of comparisons: expected, deserved, ideal and minimum tolerable

performance.

Predictive expectations have been widely adopted as the comparison standard in many
tourism and hospitality research investigations. However, the marketing literature is
replete with evidence demonstrating that expectations-based dis/confirmation
measures, at best, have yielded only modest correlation with satisfaction measures. As
a result, the validity of using expectations as the sole pre-consumption antecedent of
the dis/confirmation process and, as the basis for predicting its outcomes, has become
disputable. Expectations have been elevated to some grand conceptual status "but
there is no compelling theoretical or empirical reason that expectations per se must be
the comparison for judgement" (Iacobucci, Grayson and Ostrom 1994: 25). Past
research may have attached " unwarranted importance to expectations as thé standard
of performance influencing feelings of satisfaction" (Cadotte ef al 1987: 306). There
isa ver}} little justification for consumers, using only focal brand expectations, to

judge performance after purchase (Westbrook and Reilly 1983).
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Research in consumer behaviour has suggested that some standards of comparison
may be better than others at explaining satisfaction, and that the relationship between
disconfirmation, performance, and satisfaction may change depending on the
standards used to measure them. However, at present there is no consensus of an
appropriate standard, and some researchers have suggested that the standard that is
used is contingent upon a number of consumer and situational factors (Spreng and
Dixon 1992). The comparison standard, for example, has been conceptualised as
expected (Oliver 1980), ideal (Sirgy 1984), or normative performance (Woodruff et al
1983).

Some researchers have suggested that consumers may not only use a single standard
but may also engage in multiple comparisons in customer satisfaction/dissatisfaction
formation. Although there seems to be an agreement as to the fact that customer
satisfaction can be a function of multiple standards, it is not clear, however, which
combination of standards is more applicable to different consumption situations, and
to different products and services. It is important to note that in spite of the emphasis
placed on the different types of standards, only a few have received much empirical
attention. For instance, predictive expectation as a standard has been studied
extensively in marketing literature in general and in tourism and hospitality literature
in particular. Other standards have not been examined as well in the tourism and

hospitality literature.

A review of customer satisfaction literature clearly showss that researchers in
marketing and consumer behaviour in general and, hospitality and tourism in
particular, have favoured the use of Expectancy-Disconfirmation paradigm , which
employs predictive expectations as the comparative standard. Despite the fact that no
model or theory is complete, limited research has been carried out to test whether the
dominant Expectancy-Disconfirmation paradigm possesses any theoretical and/or
methodological shortcomings and whether it could be possible to apply the model in
every situation. The following Chapter therefore sets out to discuss some theoretical
and methodological shortfalls that pertain to the Expectancy-Disconfirmation

paradigm.
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CHAPTER V

The Expectancy-Disconfirmation Paradigm



5.1 Introduction

As was stated in the previous chapters, there are various approaches to measure
customer satisfaction, however, the Expectancy Disconfirmation paradigm (EDP),
developed by Oliver (1980), has become the most widely applied method of consumer
satisfaction/dissatisfaction assessment (Weber 1997). The EDP states that customers
compare actual product and service performance with prior expectations. If
expectations are met or exceeded, the consumer is satisfied or highly satisfied. If
perceived performance falls short of expectations then dissatisfaction results (Oliver
1980). The conceptualisation of tourist satisfaction, as a comparison between tourists’
expectations and tourists’ experiences, has been employed by several investigators
(Dorfman 1979; Hughes 1991; Lam and Zhang 1999; Pizam and Milman 1993;
Reisinger and Warszyak 1996; Tribe and Snaith 1998; Weber 1997).

However, despite its growing popularity and widespread application, the EDP seems
to have some theoretical and operational shortcomings (Table 1). These shortcomings,
generally overlooked by those employing the EDP, relate to the appropriateness of the
use of expectations in satisfaction measurement, the timing of expectation
measurement, the meaning of expectation to respondents, the dynamic nature of
expectations, the use of difference scores in assessing satisfaction, and the reliability
and validity of the EDP in predicting customer satisfaction. Given these difficulties,
the validity of disparity theories, such as that of the EDP, for measuring customer
satisfaction, has been questioned and alternative frameworks, such as perceived
performance, has been suggested to be a better predictor. Others have suggested the
weighted importance/performance measurement framework as a more appropriate
basis to study consumer satisfaction. Reviewed literature also demonstrates that a
number of researchers have applied the Servqual model, originally formulated to
assess service quality, employing a similar scoring algorithm to that of the inferred
disconfirmation approach (i.e. subtraction of expectations from perceived
performance), in the assessment of tourist satisfaction with destination services as
well as hotel services (Fick and Ritchie 1991; Saleh and Ryan 1991; Tribe and Snaith

1998). These measurement schools maintain superiority of their model over one

85



another. To this end, the following chapter, consisting of three parts, first discusses
the drawbacks of the EDP. Next, the advantages and limitations of performance only
and the importance-performance models are presented. The last section of the chapter
provides a review of the Servqual model in order to discuss whether this technique

could be confidently applicable to tourism and hospitality services.
5.2 Drawbacks of the EDP

The majority of hospitality and tourism satisfaction studies have assumed that the
EDP is a valid and a reliable framework that can be confidently used to determine
customer satisfaction with hospitality and tourism services. These studies do not seem
to have scrutinised the extent to which the EDP measures what it intends to measure.
The validity and reliability of the EDP in assessing customer satisfaction with
hospitality and tourism services, which are experiential in nature, may be disputable
for a number of reasons. First of all, as was discussed in the s‘econd chapter, the use of
expectations might be less meaningful for experiential services than for tangible
consumer goods that are easy to evaluate prior to purchase. The EDP predicts that
customers will be satisfied (dissatisfied) when their initial expectations are met
(unmet), however this may not necessarily be the case in every consumption situation.
Depending on the situation, some customers may be satisfied with the service
experience, even if the performance falls short of their predictive expectations but

- above the minimum tolerable level. Secondly, in line with the conventional EDP,
many of these studies have used predictive expectations as the comparative standard.
However, there is inadequate research evidence on whether consumers use only these
initial (predictive) expectations in their post-purchase evaluations, whether they use
other standard(s), which they bring into the consumption experience (for example,
minimum tolerable level, desires, ideals), or other standards that may emerge after the
purchase (for example, what others have received). What is dis/confirmed is a
theoretically and managerially important issue. As was discussed in Chapter Four, the
use of different standard(s) may yield different levels with which the performance is
compared and may produce different results in terms of customer satisfaction. If the
relationship between disconfirmation and satisfaction differs, depending on the

comparative standard used, then commitment to the conventional EDP might be
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wrong. For instance, meeting or exceeding predictive expectations may result in
indifference (Swan and Trawick 1980), whereas the resultant satisfaction and future
behavioural intention levels may be different and possibly higher, when consumer
desires or ideals are met or exceeded. Another limitation relates to the fact that the
EDP cannot accommodate the dynamic nature of expectations. Consumers' initial
expectations of a product or service might be substantially different from their
expectations if measured after a service experience which involves several
encounters, as in the case of hospitality and tourism services. If consumers are using
these modified expectations in their post-purchase evaluations, then the reliability of
conclusions suggesting the occurrence of a positive or negative dis/confirmation from
initial expectations, is disputable. Moreover, the assessment of customer satisfaction
as a difference score between customer expectations and perceived performance, a
common methodology used by researchers, may hold administrative difficulties,
which may impact on the reliability of the collected data. Table 1 summarises the

conceptual and operational issues.

Table 1. Conceptual and operational difficulties relating to the EDP

Conceptual Operational

e  Without expectations, disconfirmation cannot | ¢ Timing of the expectation measurement:
occur, but how realistic is it to expect Should it be measured before or after the
everyone to have firm expectations prior to service experience?

purchase in every consumption situation?
o Consistently high scores on expectations.
o Does expectation question signify the same

meaning to everyone? e  Possibility of misleading conclusions.
o Do customers use predictive expectations o Dual administration and response-tendency-
only, or use other comparative standards in bias.

reaching satisfaction judgements?

e  Does customer satisfaction come from
disconfirmation of expectations alone?

o  Why customers report satisfaction, when
performance falls short of their initial
expectations?

¢ Does disconfirmation process operate in
every situation?
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5.2.1 Conceptual Issues

5.2.1.1 How realistic are expectations as a comparison

standard?

The EDP presupposes that everyone has prior expectations about the service
experience. It is obvious that without these prior expectations, dis/confirmation of
expectations cannot occur (Halstead, Hartman and Schmidt 1994). However, the logic
of the EDP, stating that everyone has firm expectations prior to service experiences,
might be less meaningful in situations where customers do not know what to expect,
until they experience the service. Note that unlike tangible goods where search
attributes are dominant, tourism and hospitality services are experiential in nature, and
they contain high percentages of experience and credence properties (Reisinger and
Waryszak 1996). Search properties refer to those attributes which a consumer
evaluates before engaging in the service. These properties are primarily tangibles,
which are physical representations of the service (for example, facilities, equipment,
and appearance of personnel). Experience properties are those attributes that can be
only assessed after purchase or during consumption, such as taste, value, purchase
satisfaction (Zeithaml 1981). Credence properties are the attributes that the consumer
finds impossible to evaluate even after purchase and consumption (for example, the
backstage hygiene conditions). In general, those services that are based heavily on
experience and credence properties, such as hospitality and tourism services, may be
difficult to predict and evaluate (Hill 1985). Moreover, the variability in the service
level that is provided from encounter to encounter in hospitality and tourism services
may create uncertainty, which may inhibit the formation of firm pre-purchase
expectations (Jayanti and Jackson 1991). In this respect, the assumption that the
formation of firm and realistic expectations prior to purchase in hospitality and

tourism services, may be incorrect.

It is not clear how the EDP maybe applied to the evaluation of services for which the
consumer has little information or experience to generate a meaningful expectation
(Halstead et al 1994; McGill and Iacobucci 1992). Thus, customers with little or no

brand experience constitute a special case in the EDP. Customer expectations of
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completely unfamiliar experiences (for example, first time travel to Eastern Europe)
are almost meaningless (Halstead et a/ 1994). "Though one might assume that
expectations based on travel to other parts of Europe would be an appropriate
proximate, this too, may have little relevance to the actual experience" (p. 115). Lack
of any kind of previous experience with the service, or not knowing what to expect, as
a result of the absence of pre-purchase information, may result in tentative and
uncertain expectations (Crompton and Love 1995, Mazursky 1989; McGill and
TIacobucci 1992). In these situations, regarding expectations as firm criteria against
which make evaluative judgements is likely to be fallacious (Crompton and Love

1995).

- Learning from previous service experiences may result in more accurate and stable
expectations (Day 1977). Experienced customers may, therefore, make better choices
when repurchasing, they may have more realistic expectations, and they may be more
satisfied with their choices (Halstead et al 1994; Westbrook and Newman 1987). On
the other hand, inexperienced customers may rely on external sources of information
(Halstead et al 1994), such as the organisation’s promotional, material and word of
mouth communication, shape their expectations, leading to expectations that are
weaker, less complete, less stable, and superficial (Halstead et al 1994; Mazursky
1989; McGill and Iacobucci 1992). Thus, measuring expectations may not be valid in
situations where consumers do not have well formed expectations prior to service
experience (Carman 1990). In such situations expectations may be assumed to be
zero, and that expectation measures do not need to be obtained every time the

perception measures are obtained (Carman 1990).

Another problem is that post-purchase evaluations may not be based on initial
expectations. For instance, McGill and Iacobucci (1992: 571) report that "in contrast
to what might have been expected from the literature on the disconfirmation
paradigm, that comparison of subjects listing of features that affected their level of
satisfaction in the post-experience questionnaire were not entirely consistent with the
listing of factors that they expected to affect their level of satisfaction in the pre-
experience questionnaire". Similarly, Whipple and Thach (1989: 16) state that
expectations may be important indicators of choice preference and that "there is

evidence that pre-purchase choice criteria and post-purchase choice criteria are not the
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same". If different evaluative criteria are used before and after an event then "the
initial expectation framework is disregarded and is of little value for measuring

satisfaction".
5.2.1.2 Meaning of Expectation

Another problem with the EDP is the potential difference in the interpretation of
expectation question. Expectation represents a baseline against which performance is
compared, and as was discussed in the preceding chapter, it may vary from a
minimum tolerable level of performance and estimates of anticipated performance,
through to some concept of ideal or perfect service (Ennew, Reed and Binks 1993).
Given the confusion about the precise meaning of expectation, the use of this concept
as a means to conceptualise comparison standards, has been criticised by a number of
researchers (Woodruff, Cleanop, Schumm, Godial, and Burns 1991). It is important
to note that the expectation component of both service quality and satisfaction might
have serious discriminant validity shortcomings, which causes the performance-minus
expectation measurement framework to be a potentially misleading indicator of
customer perceptions of services. For instance, findings reported in Teas’ (1993)
study clearly suggest that not all respondents interpret the question of expectation in
the same way, and there may be a considerable degree of confusion, among

respondents, concerning the actual question being asked.

Teas (1993) identified that some of the respondents responded as if the expectation
questions involved an importance measure, while other respondents interpreted the
question as requesting a forecast. A few respondents interpreted the question in terms
of the ideal point concept and minimum tolerable concept. If this is the case, the
results obtained from performance-minus-expectation scores can be misleading. For
instance, if the service expectation‘score is interpreted by the respondent to be related
to the concept of attribute importance, the performance minus expectation will
produce invalid measures. The following example will illustrate this logical
inconsistency. In situation one, the respondent’s perception score on visually

appealing restaurant is 7 and expectation score is 1, resulting in a gap score of +6. In

the second situation, the perception score on visually appealing restaurant is 7 and
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expectation score is 7 resulting in a gap score of 0. The performance-expectation
measure clearly indicates that the quality/satisfaction score for the restaurant would be
highest in situation one (6 > 0). Consider, however, that the cause of high score in

situation one is the low rating on expectation.

According to Teas, this low rating might be the result of one or a combination of the
following situations. (1) The respondent feels that he deserves a visually unappealing
restaurant. (2) The respondent wishes to save money and desires a visually
unappealing restaurant. (3) The visual appealing issue is unimportant to the
respondent. The third situation in particular represents a potential measurement
validity problem. Although the respondent in situation one responded with a 1 rating
on the expectation scale because the visually appealing issue is an unimportant factor
to him or her, the resultant P-E (+6) score suggests that a higher level of
quality/satisfaction in that situation than the quality/satisfaction level suggested in
situation 2 in which the performance is high on an important attribute. Thus, it is
illogical to assume that "scores with high performance on attributes of low importance
items should reflect a higher service quality/satisfaction than equally strong

performance on attributes of high importance" (Teas 1994: 44).

5.2.1.3 Do consumers use expectations only?

The majority of past hospitality and tourism satisfaction studies, utilising the EDP,
assume that consumers engage in a comparison process which involves a single
comparative standard. There is, however, emerging literature suggesting that no single
model or unique comparison process may fully explain consumer satisfaction/

dissatisfaction judgements (Erevelles and Leavitt 1992).

Several theories, including the Comparison Level Theory and Evaluative Congruity
Theory, suggest that there are several determinants of product/service comparison
(LaTour and Peat 1979). For instance, according to the Comparison Level theory,
these might include; (1) consumers' prior experiences with similar products, (2)
situationally produced expectations (those created through advertising and

promotional efforts), and (3) the experience of other consumers who serve as referent
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points. Similarly, the Equity theory, discussed in Chapter Three, assumes that
satisfaction exists, when consumers perceive their output/input ratio as being fair.
Whether or not a person is treated equitably (thus satisfied), may depend on various
factors including: the price paid, the benefits received, the time and effort expended
during the transaction, previous transactions, and the outcomes of all parties sharing

the same experience (Woodruff et al 1983).

Similarly, Sirgy’s Evaluative Congruity model (1984) suggests that consumers might
use multiple standards to arrive at satisfaction judgements. However, Sirgy argues
that (in)congruities may take place between different perceptual and evoked referent
states, and each of these (in)congruities may significantly influence customer
satisfaction either separately or jointly. Using a path analysis, Tse and Wilton (1988)
quantified the influence of both predicted and ideal expectations. They concluded that

"more than one comparison standard may be involved in customer satisfaction
formation because both expectations (predictive) and ideal relate individually to
satisfaction. Expectations and ideal appear to represent different constructs
contributing separately to the customer satisfaction/dissatisfaction formation
process. The single standard models fail to represent the underlying process
adequately in comparison with a multiple standard paradigm" (p: 209-10).

These findings suggest the occurrence of not only a single comparison but also a
multiple comparison process which includes complex interactions, which may take
place either sequentially or simultaneously (Oliver and Desarbo 1988), and that
consumer satisfaction may not be the result of disconfirmation of predictive

expectations alone.

However, the majority of hospitality and tourism studies seem to have assumed that,
only initially stated predictive expectations are used in the comparison process. The
extent to which consumers use only expectations as a comparison baseline, in their
post-purchase evaluations is questionable. Consumers might be more likely to use
predictive expectations based on external communications (e.g. advertisement) before
the purchase (in their choice decision-making), while different standards may be used
after the purchase (for example, what others have received). Furthermore, different
customers might use different comparative standards, and depending on the situation,

the form of the comparative standard may change. For example, "difficult-to-please"”
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(overly demanding) type customers may use ideal expectations in their assessments,

whereas "tolerant" customers may use minimum acceptable as the standard.

As was discussed earlier, the comparative standard issue is extremely important
because different types of standards may yield different levels against which
perceived experience is compared (Woodruff et al 1991). There is a possibility that
respondents may be sensitive to the type of the standard used in a customer
satisfaction /dissatisfaction research, which in turn might impact on the resultant level
of customer satisfaction identified, by the researcher (Olander 1979; Woodruff et al
1991). If so, this gives rise to an interesting question. Would different results be
obtained, if a wording of a disconfirmation question were changed (for example, from
comparison to expected performance to comparison relative to a competitor)? In other
words, would meeting or exceeding predictive expectations, created by
advertisements, produce less (or more) satisfaction and return intention levels than
when the customer finds the performance delivered by the focal organisation better

than the best experience she had?

5.2.14 Logical Inconsistency

The current logic of the model predicts customers will evaluate a service favourably,
as long as their expectations are met or exceeded (Iacobucci, Grayson and Ostrom
1994). However, this may not be the case every time. In situations where consumers
are forced to buy an inferior, less desirable brand because their preferred brand is not
available, then consumers may not necessarily experience disconfirmation of a pre-
experience comparison standard (LaTour and Peat 1979). "If a less desirable brand
was indeed as undesirable as the customer had expected it to be, the consumer would
experience no disconfirmation, and yet could be quite dissatisfied" (Iacobucci et al
1994; 16). In addition, users of new brands who experience unfavourable
disconfirmation of a high pre-experience standard, which was generated through
advertising, may still be satisfied with the brand, if it has more of the desired

attributes than competing brands (LaTour and Peat 1979).
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The key role played by expectations in determining the level of satisfaction, is
questionable. Consumers may show satisfaction or dissatisfaction for aspects where
expectations never existed (Yi 1990; McGill and Iacobucci 1992). In her research on
tourist satisfaction, Hughes (1991: 168) reported that "surprisingly, even though
experiences did not fulfil expectations, a considerable number of tourists were
relatively satisfied". Similarly, Pearce (1991) maintains that tourists may be satisfied
even though their experiences did not fulfil their expectations. In a study of service
quality perceptions of clinic customers, Smith (1995) reports a similar finding, that
respondents described themselves as extremely pleased with the clinic even where an
aggregate performance-minus-expectation score was negative (P<E). Similarly,
Yuksel and Rimmington (1998b) found that customers might be reasonably satisfied
even if the service performance does not totally meet their initial expectations. These
findings cast doubts over the consistency of the logic of the expectancy-
dis/confirmation model, as it predicts the customer to be dissatisfied when initial

expectations are not met.

One possible explanation for this could be that some consumers may use the
minimum acceptable as a comparative standard in some service experiences, and the
performance above the minimum acceptable but below the predicted expectations
does not necessarily create dissatisfaction. Another explanation could be that,
customers might engage in a trade-off process, where a strength of an attribute may
compensate for the weakness(es) of another attribute, and may lead to overall
satisfaction (Lewis, Chambers and Chacko 1995). Alternatively, the tolerance-level
concept, which the EDP fails to take into consideration, might explain why those
customers, whose expectations are unmet, report satisfaction. This concept, as was
explained in Chapter Four, suggests that purchasers are willing to accept a range of
performance around a point estimate as long as the range could be reasonably
expected (Oliver 1997). That is, if customer tolerance of some deviation from
expectations exists, and thus a level of service less than the expected does not
generate dissatisfaction (Saleh and Ryan 1991). Perceived performance within the
zone of indifference probably does not cause much attention to be directed toward the
evaluation process. In contrast, perceived performance, outside the zone of

indifference is unusual and attention getting. When this condition occurs, "the
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satisfaction process is more likely to be raised to a conscious level and thus evoke a

positive or negative emotional response” (Woodruff ef al 1983: 300).

5.2.2 Operational Difficulties

5.2.2.1 Timing of the Expectation Measurement

There is a continuing debate on the timing of expectation measurement in customer
satisfaction studies. Some researchers suggest that expectations should be solicited
before the service experience (Carman 1990), whereas others argue that expectations
may be measured after the service experience (Parasuraman et a/ 1988). To be of
value "expectations should be elicited prior to the service being provided, otherwise
the risk is so great that expectations will be contaminated by perceptions of the actual
service provided" (Getty and Thomson 1994: 8). This method has been employed by a
number of researchers in tourism and hospitality literature (for example, Fick and
Ritchie 1991; Hughes 1991; Johns and Tyas 1996; Tribe and Snaith 1998; Whipple
and Thach 1989). For instance, in their investigation of satisfaction among first time
visitors to Spain, Pizam and Milman (1993) solicited travellers' expectations before
they left and examined their perception of 21 destination attributes after they returned
from their holiday. Weber (1997) adopted a similar approach in her research on
satisfaction of the German travel market in Australia. Weber distributed
questionnaires to tourists on their arrival and asked them to complete the pre-trip

section on the day of arrival and the post-trip section at the end of their holiday.

Although adopted by a number of researchers, measuring expectations prior to service
experience is problematic. In some situations where the pre-post approach is adopted,
one may not guarantee that all respondents fill out the expectation part of the
questionnaire at the required time (for example, before the dinner). A number of
respondents may wait to complete the expectation part after the dinner, which may
produce "hindsight bias" (Weber 1997; Yuksel and Rimmington 1998). Moreover,
prior expectations may be modified during the service encounter, and these modified
expectations may be used in the comparison process (Danaher and Mattsson 1994;

Gronroos 1993; Iacobucci et al 1994; McGill and Iacobucci 1992). An observed
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effect (satisfaction) may be due to an event, which takes place between the pre and
post-tests (Cook and Campbell 1979). For instance, it can be argued that the
importance attached to pre-trip expectations may change during the trip and a new set
of expectations may be formed as a result of experiences during the holiday. This
implies that, as the tourists progress from one encounter to the next, say from the
hotel’s reception to their room, their expectations about the room services may be
modified due to the performance of the previous encounter (Danaher and Mattsson
1994). According to Boulding, Karla, Staelin and Zeithaml (1993: 9) "A person’s
expectations just before a service contact can differ from the expectations held just
after the service contact because of the information that enters the system between
service encounters”. Events that are completely unanticipated prior to a trip may
become significant contributors to overall holiday satisfaction (Weber 1997).
Unpredictability of tourism events, which lies at the heart of vacational experience
(Botterill 1987), suggests that satisfaction could be derived from "unanticipated
sources or discoveries such as the weather, the travel companion and unexpected

adventures" (Pearce 1980: 14).

As satisfaction is most accurately measured at the conclusion of the transaction, the
expectation referent, relevant to satisfaction, would be the one actually used by the
consumer in satisfaction formation, not necessarily the one measured before
consumption (Oliver 1997). This becomes problematic if the consumer has updated
(downgraded or elevated) his or her expectations during consumption. In a recent
study, Zwick, Pieters and Baumgartner (1995) for instance, suggest that updated
expectations may be more influential in satisfaction judgements than pre-consumption
expectations. Given the evidence above, it seems reasonable to assume that a
customer’s expectations, prior to the service experience, may be different from those

against which they compare the actual experience.

Given the complications that surround the measurement of expectations prior to the
service experience, an alternative method of soliciting expectations is that they are
measured after the service experience or simultaneously with the service experience.
A number of researchers have used this method (Dorfman 1979; Fick and Ritchie
1991; Parasuraman et al 1988). For example, Parasuraman ef a/ (1988) and Dorfman

(1979) asked respondents to complete both expectations and perceptions questions at
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the same time. Based on their previous experience with the service, respondents were
asked what they expected and then were asked what they had experienced. However,
this approach also is also questionable, as expectations might be over/under stated if
the tourists have a very negative or positive experience (Yuksel and Rimmington
1998b). In addition, respondents’ capability to correctly remember prior expectations
raises doubts about the validity of these measures (Lounsbury and Hoopes 1985). It is
argued that, if expectations are measured after the service experience or
simultaneously with the experience, it is not the expectations that are being measured
but something that has been biased by the experience. For example, Halstead (1993)
found that expectations that are measured after service experience, were higher for
dissatisfied customers than for satisfied customers. This suggests that recalled

expectations will be biased toward the experienced performance (Oliver 1997).

5.2.2.2 Consistently High Expectation Scores

From a practical perspective, Dorfman (1979) draws attention to the fact that
expectations are generally rated very highly. That is, respondents may feel motivated
to demonstrate an "I-have-high-expectation" social norm. The expected level
therefore, may exceed the existing level for no other reason than this type of response
bias (Babakus and Boller 1992). In the service quality area, for example, Babakus and
Boller (1992: 257) pointed out that " in general when people are asked to indicate an
expected level and an existing level of service they seldom rate the expected level
lower than the existing level". The should element (used both in satisfaction and
quality research) raises expectation scores to a very high level which is unlikely to
vary (Childress and Crompton 1997). If these scores are almost constant, "then there
is little point in including them in an instrument, since they will not give responses
significantly different from using the perception scores alone" (Crompton and Love

1995: 15).

The results of Fick and Ritchie’s (1991), Parasuraman ef al’s (1988; 1991; 1994),
Smith’s (1995) and Tribe and Snaith’s (1998) research reveals that, scores on
expectations are indeed rated consistently higher than the scores on the performance

component. For instance, Smith (1995) reports that the mean score for the expectation
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scale in her study was 6. 401 (standard deviation 0.347). In Parasuraman et al’s
(1991) study the mean expectation score was 6.22. Buttle (1995), in a comprehensive
review of research studies on service quality and satisfaction reported that, the
average score of expectations was 6.086. The results of Bojanic’ s and Rosen’s (1995)
study, in a family restaurant environment, demonstrated that consumers’ perceptions
about the actual level of service provided, fell significantly short of their expectations.
Similarly, the research undertaken by Yuksel and Rimmington (1998b) revealed that
the mean expectation scores for restaurant services was, significantly higher than the
mean performance perception scores. These findings suggest that it would be difficult

to satisfy tourists as expectations will never be met or exceeded.

In this sense, to ensure that expectations are exceeded, some researchers have
suggested that service providers should understate the destination’s or organisation's
capability of delivering these experiences, in promotional efforts. For example, Pizam
and Milman (1993: 208) suggested that "it would be more beneficial to create modest
and even below realistic expectations". Though this is a sensible and potentially
effective suggestion in theory, it is questionable whether it can and, should be,
implemented practically (Weber 1997). The problem is that tourists may not want to -
spend time and money in a destination in the first place if promotional efforts convey
the possibility of the destination being unable to deliver adequate services. Moreover,
establishing a threshold is difficult at which expectations are raised high enough to
attract customers, but low enough to allow for expectations to be exceeded (ibid.).
The present logic of the EDP would invite the strategy of managers lowering
expectations for a given service and then having the users discover a superior
outcome, than expected, leading to greater satisfaction. Obviously, low expectations
would affect the motivation and would therefore reduce purchase and consumption

(Williams 1998).

5.2.2.3 Misleading Conclusions

The majority of consumer satisfaction studies adopted the use of difference score,
which results from the subtraction of respondents’ expectation scores from their

scores based on performance. The resultant scores may result in misleading
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conclusions (Teas 1993), as on a seven point scale, there are six ways of producing a
score of -1 (for example, P=1 - E =2; P= 6 - E=7) and seven ways of producing a
score of zero (for example, P =1 - E =1; P=7 - E=7). These tied difference scores of -
1 or zero may not signify equal customer satisfaction in each case; however, the logic
of EDP predicts otherwise that satisfaction in each case would be equal. That is, the
level of resulting satisfaction will be the same in both cases where low expectations
are met by low performance and high expectations are met by high performance.
However, different expectations-performance combinations (high performance/high
expectations; low performance/low expectations) would result in different satisfaction

states (Chon and Olsen 1991; Chon 1992; Chon, Christianson and Cin-Lin 1998).

5.2.2.4 What about Direct Disconfirmation?

The diagnostic ability of the direct disconfirmation (better/worse than expected) is
questionable because this scale, cannot indicate whether the expectations being
confirmed or dis/confirmed, were high or low. The case of meeting or exceeding low
customer expectations is qualitatively different from meeting or exceeding high
expectations. Therefore, the direct disconfirmation scale seems to be of little use for
diagnostic analysis. Another problem related to the EDP is the possibility of a ceiling
or a floor effect (Oh and Parks 1997; Yi 1990), which might occur when an individual
gives the highest score on the scale of expectation ratings prior to consumption. When
a product performs well above these initial expectations, the individual can only give
the same score (i.e., the highest score on the scale) for perceived performance. In this
case, the inferred disconfirmation would be zero although a positive disconfirmation

occurs in the consumer’s mind (Yi 1990).

5.3 The Perceived Performance versus Disconfirmation

There is emerging literature suggesting that the performance component of the
disconfirmation (or the gap) model can explain satisfaction as well as the difference
score technique can (Yuksel and Rimmington 1998b). Perceived performance refers
to the subjective evaluation of performance made by an individual after a service is

consumed, while disconfirmation is the customer’s evaluation of a product’s
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performance relative to a pre-purchase standard (such as an expectation). Studies in
customer satisfaction/dissatisfaction literature have produced interesting results
regarding performance, disconfirmation, and the roles that they play in satisfaction
judgements (Table 2). Some studies suggest that under certain conditions it may not
be necessary to include the disconfirmation construct in satisfaction assessment, while

others argue that disconfirmation is a better predictor of satisfaction. Some challenge

the logic of the EDP, and state that whenever a product performs well a consumer is

likely to be satisfied, regardless of disconfirmation. Others argue that in certain

consumption situations, the disconfirmation process will not operate unless

performance is clearly outside the acceptable range. The following section provides

an overview of the literature concerning this alternative model of consumer

satisfaction assessment.

Table 2. Major Research Findings on Performance and Disconfirmation
Study Product Research Comparison standard Significant research findings
Category Method used
Dorfman Camping Expectations, Performance correlated highly with satisfaction than did
(1979) preferences, importance,  expectation-minus-performance
and performance were
combined to make up
eight alternative
measures
LaTour and Fabric cleaner Experiment Past Experience Past experience was found to be a better predictor of
Peat (1980) Situationally produced satisfaction than predictive expectations., and
expectations(spe) performance of cleaners were found to be significantly
correlated with satisfaction
Oliver (1980) Fluinoculation  Two-stage Expectation belief Disconfirmation was a positive predictor of satisfaction
mail surveys (probability of outcome  and attitude and intentions. Expectations were also
x evaluation of outcome)  positively related, but disconfirmation had the greatest
on eight outcomes effect on satisfaction
Swan and Restaurant food  Two-stage on  Expectation beliefs Subtractive (inferred) disconfirmation was a positive
Trawick and service site surveys predictor of satisfaction and had a greater effect on
(1981) (before and satisfaction than either expectations or subjective
after dining) (perceived disconfirmation. Subjective disconfirmation
had the smallest effect on satisfaction on all variables
tested.
Churchiland ~ Video disc Field Low, moderate and high  Disconfirmation and performance were both positively
Surprenant player and experiment levels of predictive related to satisfaction for the plant, but disconfirmation
(1982) household plant  with follow- expectations. Both had the greatest effect. Expectations were also
up survey for  attribute specific and positively related to satisfaction both directly and
plant global measures are indirectly through disconfirmation. For the three
taken variables together, R=.78. For the video disc player,
only performance had a significant positive impact on
satisfaction, accounting for .88 percent of the
satisfaction variation.
Beardenand  Automobile Two-stage predictive expectations Disconfirmation was a positive predictor of satisfaction.
Teel (1983) repairs and mail surveys measure for six service Expectations were also positively related to satisfaction.
services (before and attributes Inconclusive results on disconfirmation as a moderator
after usage) of the expectations -satisfaction relationship
Oliver and Appetite Three-stage Ideal or desired Both types of disconfirmation (overall subjective and a
Bearden suppressant mail surveys expectations measure subtractive measure) were positive predictors of
(1985) (before and used for 14 attributes satisfaction, but the overall measure was more highly
two after correlated with satisfaction and generated larger
usage) regression coefficients
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Table 2. Continues

Study Product Research Comparison standard Significant research findings
Category Method used
Cadotte, Fast food, Two stage on  Three comparison Disconfirmation was positively related to satisfaction
Woodruff family and site surveys standards used: product-  for all three restaurant settings. Disconfirmation of
and Jenkins speciality (before and type norms, best brand product norms and best brand norms was consistently
(1987) restaurants after dining) norms, brand better than brand expectations in explaining satisfaction
expectations variation, however. Performance was positively related
to disconfirmation.
Westbrook Automobile, In-home Three predictive belief Disconfirmation was a positive predictor of satisfaction
(1987) cable television  personal measures; overall for both automobiles and CATV. Positive and negative
interviews for  expectations, prediction  affect was also positive significant predictors.
CATV; self of likelihood of benefits;  Expectations were positively related to satisfaction for
administered  prediction of likelihood  only autqm’o/bilcs.
surveys of problems o
Oliver and Simulated stock  Laboratory Two levels (high and Disconfirmation and performance were both positive
DeSarbo market experiment low) predictive predictors of satisfaction, but the disconfirmation had
(1988) transactions expectations (what will the greatest influence (expectation, equity, and
be) attribution effects were also significant).
Tse and Electronic hand  Laboratory Three comparison Performance and disconfirmation were both positive
Wilton held miniature experiment standards tested: predictors of satisfaction, but performance exceeded all
(1988) record player expectation, ideal, equity  the expectation measures and disconfirmation as a
predictor of satisfaction
Oliver and Automobiles On-site NA Disconfirmation was a positive predictor of satisfaction,
Swan (1989) survey mail but fairness had the greatest effect on satisfaction
survey
Cronin and Banking, pest In-home Normative expectations Performance measure of service quality is a positive
Taylor control, dry personal measure used for 22 predictor of satisfaction
(1992) cleaning, fast interviews attributes (what should
food be)
Crompton Festivals Field Predictive expectations,  Best predictor of service quality among the six
and Love research, mail ~ importance alternative measures was the performance alone, the
(1995) survey least predictor was the expectation-minus-performance
Panton Festivals Onsite Expectations Performance alone was a better predictor of satisfaction
(1999) surveys than the direct disconfirmation

Source: Developed from Halstead et al 1994.

LaTour and Peat (1979) were among the first researchers who suggested that under

certain conditions the use of only the disconfirmation construct might fail to explain

customer satisfaction/dissatisfaction formation adequately. They argue that a logical

inconsistency might happen in a situation in which consumers are forced to buy an

inferior brand because their preferred brand is out of stock. In such situations

consumers may not necessarily experience disconfirmation of a pre-experience

comparison standard, but may nonetheless be dissatisfied because of its inferior

performance (ibid.). They further argue that, users of new brands, who experience

unfavourable disconfirmation of a high pre-experience standards, which was

generated through say advertising, may still be satisfied with the brand if it has more

of the desired attributes than competing brands. In a successive study, they (1980)

conducted an experiment in which twelve experimental groups experienced different

levels of perceived product performance. Although, they did not test for a

performance-satisfaction relationship, their data, however, made it possible to conduct
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such an analysis. Two different measures of performance of a cleaner were found to

be both significantly correlated with satisfaction.

Additional support for LaTour’s and Peat’s argument is found in studies of cognitive
dissonance (Holloway 1967), which suggests that the dissonance reduction strategy
adopted by an individual after a disconfirming consumption experience will depend
on the psychological costs of all alternative reduction strategies. After a very bad or
good product experience, the psychological costs of adjusting the product
performance cognition, in line with a pre experience anchor, may exceed the costs of
not adjusting the performance cognition but instead, modifying the pre-experience
anchor. In this case, product performance perception will dominate in post
consumption evaluations and hence, this construct is important in customer

satisfaction/dissatisfaction formation.

Under certain conditions it may not be necessary to include disconfirmation as an
intervening variable which affects satisfaction, and the process adopted by consumers
to reach satisfaction judgements may differ for certain products (Churchill and
Suprenant 1982). In their study, Churchill and Surprenant manipulated expectations
by providing information about product quality prior to the use of two products (a
hybrid plant and a video disc player). Product performance was also manipulated by
using plants that varied in terms of size, number of blossoms, number of stems and
levels of distortion of the sound and picture for the VDP. The results of their work
indicate that in the case of a non-durable product (a hybrid pfant), the traditional
expectation- disconfirmation paradigm held. For a durable product, in their case a
VCR, however, consumers’ satisfaction judgements were solely determined by the
performance of the product and they were totally independent of their initial
expectations. While the authors identified an expectation -disconfirmation effect, the
effect was not significant enough to impact on satisfaction. Given the results,
Churchill and Suprenant suggested an extension to the expectations- disconfirmation
model to include the direct effects of perceived performance. Tse and Wilton (1988)
replicated this finding for compact disc players. Oliver and DeSarbo (1988) conducted
an experiment using security transactions and showed that a significant direct
performance effect can operate in tandem with the disconfirmation effect. They

further noted that " although performance and disconfirmation may appear to operate
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in tandem and be definitionally related, individuals can and do respond separately to

measures of the two concepts" (p. 503).

In particular, the results of Tse’s and Wilton’s study, provide strong theoretical
support in favour of extending the expectations-disconfirmation model to incorporate
the direct influences of perceived performance. These authors debated that in many
consumption situations, perceived performance might indeed outweigh expectations
in determining consumer satisfaction/ dissatisfaction judgements. Interestingly, in this
study, expectations and product performance were found to have distinctly different
roles in satisfaction formation. It is therefore suggested that these effects be modelled
separately. If learning from experience is an important consumption motive
(especially with new products), then whenever a product performs well, a consumer is
likely to be satisfied, regardless of the pre-experience comparison standard levels and
disconfirmation (Tse and Wilton 1988). To capture a diversity of consumption
experiences, a comprehensive customer satisfaction /dissatisfaction model should
incorporate perceived performance (ibid.). However, in opposition to their assertion,
Erevelles and Leavitt argue that "there are products that have little or no instrumental
performance dimension and in such cases the perceived performance paradigm may
be redundant" (1992: 107).

Nevertheless, when performance judgements tend to be subjective as in the case of
services, which are intangible, expectations may play only a minor role in the
formation of satisfaction (Oliver 1980). Although some authors suggest that the
disconfirmation model is appropriate to explain and measure satisfaction with
services, empirical evidence has yet to be found to support this proposition (Jayanti
and Jackson 1991). In light of the argument of Oliver (1980), regarding the weak
performance of the disconfirmation model, when satisfaction judgements tend to be
subjective and the empirical evidence provided with high involvement products, it is
reasonable to assume that satisfaction judgements with services, may be a function of

performance alone (Jayanti and Jackson 1991).

Due to the peculiar characteristics of services (intangibility, heterogeneity,
inseparability and perishability), performance may become the only tangible evidence

on which to base consumer service evaluation (Jayanti and Jackson 1991). Moreover,
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lack of pre purchase information in most services forces the consumers to form very
few, if any, expectations regarding the service to be encountered (Zeithaml 1981) and
to place even less confidence in those expectations (Jayanti and Jackson 1991). Even
where there is consumer expertise in a particular category of service, the variability in
the service level provided, from encounter to encounter, creates uncertainty, which
inhibits the formation of pre-purchase expectations (ibid.). The disconfirmation of
expectations may, therefore, perform poorly in the case of services and that the
performance model may provide a more appropriate measurement of satisfaction with

services (ibid.).

Perceptions are the consumers’ judgement of the service organisation’s performance
and that perceptions alone can be an evaluation of the global quality judgement itself
(Llosa, Chandon and Orsingher 1998). "Maybe the mere fact of asking a respondent
to mark perceptions of the firms’ performance leads respondent to compare mentally
his perceptions to his expectations” (ibid.). In other words, estimates of perceptions
might already include a perception-minus- expectation mental process. A similar
suggestion is also found in Gronroos’s (1993) work. He argues that "measuring
expectations is not a sound way of proceeding anyway, because experiences are in
fact perceptions of reality, and inherent in these perceptions are the prior expectations.
Consequently if first, one way or the other, expectations are measured and then
experiences are measured, then expectations are measured twice" (p. 56). Note that
the original expectancy or gap model involves the elicitation of separate information
related to customer service expectations and perceived service performance. These
scores are then subtracted in order to form a third variable, dis/confirmation
(inferred). In theory the difference score is supposed to represent a construct that is
distinct from the constructs represented by its component measures. In practice,
however, the difference will always be correlated highly to at least one of the

component measures, notably perceptions (Brown et al 1993).

Cronin and Taylor (1992) scrutinised the conceptualisation and operationalisation of
the service quality construct and the relationship between service quality, customer
satisfaction and purchase intentions. Based on a multi-industry sample of consumer
data, they assessed which of the four competing models, nested within the Servqual

instrument, most effectively predicted consumers’ overall perceptions of service
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quality: (1) un-weighted Servqual (2) importance-weighted Servqual, (3) the un-
weighted performance sub-scale of the Servqual scale (which they term Servperf) and
(4) importance-weighted Servperf. The results of their study indicated that the un-
weighted performance only measures (Servperf) consistently outperformed the other
competing models in service environments. That is, the Servperf scale explained more
of the variation in consumer perceptions of service quality than the other models

measured by the R? statistic.

Dorfman (1979) reported similar findings. In a study of recreation participants’
satisfaction, Dorfman asked respondents to rate their perceptions, performance,
previous expectations, preference, importance, and satisfaction of 22 camping items.
These scores were then combined in a variety of ways to make up eight alternative
measures of satisfaction. Each measure was then compared to respondents' overall
feelings, which were rated on 11-point satisfaction scale with the entire experience.
The findings of the study revealed that the expectation-minus-performance measure,
did not correlate as highly with the overall measure of satisfaction, as did the straight

performance model.

In a study of four different settings of tourism, Fick and Ritchie (1991) share a similar

point. They sate that

"The mean perception of performance scores provide as good an evaluation (if
not a better one) of perceived service quality than the computed quality score. It
should be noted that there is still a strong correlation between the computed
quality score and the direct evaluation, but much of that is probably due to the
fact that a major component of the quality score is the perception of
performance measure"” (p. 5).

Similarly, in a festival setting, Crompton and Love (1995) investigated the ability of
six different measurement techniques to predict service quality and found that the best
predictors of quality were performance based and the least accurate predictor was the
disconfirmation based. Contrary to the findings of Cronin and Taylor (1992),
Crompton and Love (1995), Dorfman (1979), Panton (1999), and Yuksel and
Rimmington (1998b), Bolton and Drew (1991: 383), in a study of satisfaction with
telephone services, reported that "disconfirmation explains a larger proportion of the

variance quality then performance".
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5.3.1 Perceived Performance: Is this the way forward?

Given the ambiguity concerning the most appropriate comparison standard, as well as
the theoretical and operational problems related to the measurement of expectations,
the validity of disparity theories for measuring customer satisfaction has been
questioned and perceived performance has been suggested to be a better predictor.
Some argue that the performance dimensions alone predict behavioural intentions at
least as well as the complete EDP, and thus, the inclusion of the dis/confirmation
process as an intervening variable appears to be unnecessary (Brown ef al 1993; Swan
and Trawick 1981). That is, when service/product attributes of a restaurant or a
destination perform well the customer will be satisfied regardless of any
dis/confirmation effect. It is noted that depending on the product category and the
nature of customers’ expectations, the customer assessment of certain services may
not even rely on disconfirmation but instead rely on performance evaluations only
(Halstead er al 1994). When customer expectations have become passive (not actively
processed), such as in the case of continuously consumed services or when there is a
high familiarity with the service, the dis/confirmation process will not operate unless

performance is clearly outside the range of experience-based norms (Oliver 1989).

Performance holds a pre-eminent role in the formation of customer satisfaction
because it is the main feature of a service that creates the consumption experience
(Halstead et al 1994). Perceived performance appears to be more straightforward,
convenient and typical of the human cognitive process (Meyer and Westerbarkey
1996). Although empirical studies have almost consistently confirmed that measures
of performance alone have higher predictive validity than measures that incorporate
expectations, some researchers (Parasuraman et al 1994) argue that using the
performance rating alone may not lead to the same practical applications and
diagnostic value. It is suggested that the use of difference scores enhances managers
understanding of whether higher expectations or lower performance might be
responsible for declining service quality and customer satisfaction (ibid.). In response,
Cronin and Taylor (1992: 56) comment that "it is possible for researchers to infer
consumers’ dis/confirmation through arithmetic means but that consumer perceptions,

not calculations govern the behaviour". Meyer (1991: 36), on the other hand, argues
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