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Abstract

Purpose - This research project aims to assess the views of customers about the service
quality which tourism receive in Sstar hotels in Pafos, Cyprus. Thus it is essential that
service providers understand and assess customer’s expectation and perception level
towards service quality offered by Sstar hotels in Pafos in five dimensions: tangibility,
reliability, responsiveness, assurance, and empathy.

Methodology/approach/design - The objectives of this research have been achieved
through review of various literatures in service quality management and quality
measurement of tourism. This work has begun with the concept of quality of service and
shown the model of the gaps of service quality. The paper results have been obtained
through a survey. Approximately 300 questionnaires were distributed to three Sstar hotels
in Pafos area. The number of respondents who participated was 230. SERVQUAL
model/Gap Model was used to measure customer expectations and perceptions of service
quality.

Findings - The main findings of this research work are: the quality may be regarded as a
philosophy for guiding tourism organization/destination when taking decisions related to
tourism services. Tourism business environment in Sstar Hotels, in overall score of the
five dimensions, does not support customer satisfaction, is still a need for things to be
done, such as improving environmental conditions, internal improvement of the quality of
services and improving the level of safety and protection.

Research limitations/implications -There is a number of constraints which faced this
research paper, they are:

e The sample size is small, compared with the size of total population Sstar Hotels
had yearly, that was reflected on the level of reliability of the research results.

e The limited time allowed to the respondents was reflected on the validity of the
research outcomes, because they interviewed at the last time of their journey by
the time they are ready for departure.

e The questionnaire had no use of weights at the questions, or classification of the
customers based on their sex, age and if they are repeaters or not, the results of the
research can be very useful to the hotel management in order to improve the

service level of this specific unit.



Practical implications - A useful source of information about service quality
management and how practitioners can measure it.

It provides general guidelines for improving the quality service for tourism services in
total manner in Sstar Hotels in Pafos area and in Cyprus in general.
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SERVQUAL



Acknowledgements

I would like to thank all those who helped me through the project thesis of the Master in
Business Administration program. I would begin by sincerely thanking my academic
supervisor, Prof. Dr. Andrea Kakouris for his cooperation and the unyielding support he
gave to my. I appreciate his efforts because he offered my all the necessary guidelines we

needed in order to achieve this academic task.

I would like to thank the management and the staff of the three Sstar Hotels in Pafos area
for their cooperation and support. Special thanks to all customers for giving my answers

to my questionnaires and those who gave extra support in making my work have a better

quality.

Finally, I am grateful to my boss and my colleagues for their understanding and support. I
also thank all my friends for their encouragement.
I deeply wish to pay highest tribute to my wife and my children for their love, support,

encouragement and advice. To them I dedicate this study.



TABLE OF CONTENTS

A S e et e S R S R RSN 3
ACKNOWIEAZEIMENTS. ..o e tresieieeet ettt see s et s s ses s ssssas sebstesssassesaresesase senses sesstesntanssessbsserensse seneaess 5
TABLE OF CONTENTS coususuusgassnnevuiosssnvasssismmases v sksssss i s ann s s 6
LISEOE TabDISE crammammmpncnmunemnsns s sxmm s i s i s s s A s S S ST e s 7
List of FIUIES .. usasans i sss ividiasai cos i s iV st st s s s st s B s sianaslasty 8
LiStiof Charts. ... .o msissimss s s tamie s s iiam st o Se s s s ey s s 8
CHAPTER ONE: INTRODUCTION, ussassnnsstmssim v iainmis v s e anisse sy s oviing 9
CHAPTER TWO: LITERATURE REVIEW iisassisussesesssstirmismmmss i sssss s smsssmmsss 12
2.1  Infroducton.osmemrssrsnsssmrssnsnssmsesmessssmmsssasmmmes TR RIT R T A RS AR B R 12
2.2 Background information of Tourism in Pafos.............ccooiiiiiiiiiiiiiiiiiicii e 12
23  Servies QualityICONCEDL. . : corvunsarnos s ismminss § hrpssons » s i s i SR AR T 15
24 Service quality Management in Hotel Industry..............ooovvviiiiiiiiiiiiiiiiiiiinnn 18
25  Giap model 7 Servqualk. ..cscassissnsinnoncsmmmm i e s S S E e e 19
2.6  Application of the SERVQUAL Model in Different Contexts..........cccuvviuirininiinninnn 25
CHAPTER THREE: METHODOLOGY .....ouitiiiiiiiiiieieiiieeeneeanaeieasansas e eanaeansnnne 27
3.1 Research Approach. ......s crasmsmssmmsnsnssnismsni sses sas oo shb s atovem s2s s daismsh s g exe Ty s oo 27
3.2 The QUESHIONNAITE. . . . .. .owimmniis i smamsisimisnis silsmm s wera s s e s e s 28
33  Data Colleetion APProfth. e, ismssssssrmmmmmessossmmnssssrasss st sinsssss s St 29
3.4  Ethical 18SU6S a0 enuiimimmmms s s b e s v s e R A Ve R R i s 30
3.8 Analysis of Dats MEHhod....... sussescomimsmmmammisi i st s i st i 30
3:6. Gap Analysis........ce.cece s oo onsimmasvuiiinimissasiei e deibovide s s Riia 31
3.7 Ricliabilityr BrlSBISL o oo S o pumomopis s R DR R e 31
CHAPTER FOUR: DATA ANALYSES/FINDINGS. . covct0tetesssacessossnsasassssosasasassanssssnes 33
4.1 TOErodUEtion.. .« cossmmmses s commomnn sns v s nossmns s NSRRI S A RS 33
4.2 RBITATIIRS .. ot » neerisgs R R S S A S A SR A S e 33

4.2.1 Expectations Statement..cmuiciassuusmsssssrsissivsieonss it s smsmaeaos s 33

6



422 Perceptions Statement. ....... sssaumssemussumssisssir svsosmes b sss avssssronspsyensmmon 34

43  Gap Analysis.......coceviriiiniiiiiiieeie e R 35
CHAPTER FIVE: DISCUSSION OF FINDINGS....ciuiutuiaeasessescrsacessrsesssnsnesnsronssssoncens 39
5.1 INrOAUCHION. covues c o cvvomenls s s  emusmnnns s s sonmpmmanespmrensmensnn s FoN A RS S EREZIE e+ ve 39

5.2  Tan@ibles. ..uuvers « « oo sbisii sl i e e A S S S A A R SRS A 5 39

83  Reliability. s nvsssmmmimmmessonessmansmemmssmseismmivs s i i faatis i i 40
54  RESDONSIVONESS ws0s « + : ssaymiosismis dres sty s e 0a e liss s vuw s s s G o AV 0 41
5.5 ASSULANCE. . i comvuiiis s Sbioa i s s R SR R A R am R Ry s e s B R AR e 42
56  Empathy............comspampsemparsanmnymam s sssbiosss it bt s e s N s v s 42
5.7 OVerall...... cooenenn o st S S S L ST U s v B e 44
5.8  General DiSCUSSION. . cuexsmmrvansmmmmmmsnsnsasmmpsnpearsonssassrminessis pniv s inab s SAssa s 44
CHAPTER SIX: CONCLUSION AND RECOMMENDATIONS.......cvviiiiiiiiniiiiinnnenennn. 47

6.0  ConcluBIon. .. . comemmsmmmsnrsanons e o SRR S Se S s sSSP R s 47
6.2 Recommendations to Hotels management. ....cvssiissmsssimmismisdasmamss senimansasis 48

0.8  LADHBATIONS s o5 osmmmmnns o4 s nsmmomssns s orein o4 ps R R A A AR S Rt 49
6.4  Inplications of the StudY......csespessissssniimsss v mp s Ee s AR o 49
6.5 Suggestions for further research cccimauimsrerms e ssvansssas e mrisxevaemsmssssmmmngs 50
ROfOTEIOES .. v s c e svsmemnn o s oem oo v RS RS SR T R A SR e A AN ST 51

Appendix A: Servqual Questionnaire. . ..covimmmmminiiss dasssammmsssissssassseisassssses sonsnmeees 55
List of Tables

Table 1: Tourist Arrivals by Country of usual residence — 10 top Countries.........cceveeverueiserasuans 13
Table 2: Distribution of Tourist arrivals per District 2010 ........cceeirieeiriininninnrenseieneisessesenns 14
Table 3: Percentage Distribution of Tourists by type of accommodation...........c..eeveveruerererensene. 14
Table 4: Hotel units and beds in operation in Pafos as at 13.06.2012..........ccccerieinminraereenenennes 14
Table 5: Quality Definition sand impliCAtionS ..........cocvverreririrccerieninreee st saessesssas e essenens 16
Table 6: Overview of the determinants involved in the research. .........c..ccceevniererrriesncnsrareeenns 29
Table 7: Example of one column format QUEeStioNNaire ...........ccocevuerreeiirnirierierssenseresseerssssssasssnes 29
Table 8: Questionnaire response from HOelS ......vmiissinsvstisiassisvinaiamsisisimminseess 30

7



Table 9: Reliability Coefficient (Cronbach's alphas) Expectations by Hotel..........cccoviviriinennen 34

Table 10: Reliability Coefficient (Cronbach's alphas) Perceptions by Hotel.......c.ccccceivirirririnnne 35
Table 11: Service Quality Gap (Perception — EXPectations).......c.eeuesuersessmesesnessessaressersassessasserseses 37
Table 12: Dieseriptive STatistios cusamssnsanssssmemis s S s o s sss 43
List of Figures

Figure 1: Perceived Service Quality MOdel ........cccooiruiiirimniiniiiiineiiie i sieseeeenee e sessesnesenns 17
Figure 2: Service quality Sap MOAC] .uiccpmssmsssrmismsesssspmsimsosenssiniss i s et 21
Figure 3: Measuring service quality using SERVQUAL model......Error! Bookmark not defined.
List of Charts

Chart 1: Gap Analysis per Dimensions (Perceptions — Expectations).........co.cevvevevsnveicresiuesnesnens 36
Chart 2: Total Average (Mean) Perceptions — Expectations by Hotel ..........ccoviciiiinniiiniciinnnns 36
Chart 3: Gap Analysis for all Hotels by DIimension ..........coceeceevieriiisienieinieesesieseessseesnessesnessens 45
Chart 4: Perceptions — Expectations for all 3 Hotels..........cccccneiiiiniinnicnnnnnsenessssnsssssnnesssesens 45

8



