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Abstract:

This article aims to empirically validate a perception model of hotel service quality for short-stay tourists in transit by applying
the SERVPERF model. Thus, 364 foreign tourists in transit in Guayaquil, Ecuador, whose final destination was the
Galapagos Islands, were interviewed. The Confirmatory Factor Analysis (CFA) multivariate technique was adopted to
evaluate the scales' validity and reliability. The results confirm the SERVPERF model's psychometric properties for the hotel
services quality evaluation. The findings will contribute to hotel managers decision making.

Keywords: SERVPERF; Galapagos Islands; confirmatory factor analysis; hotel industry.
JEL Classification: M10 ; R11; Z32.

Introduction

Currently, tourism is recognized as a fundamental activity for growth and development worldwide (Ruspini 2019).
In recent decades, this economic sector has had a substantial expansion due to the market's opening,
development of technologies, theadvent of new business models, or the low prices offerings of (Benckendorff et
al. 2019). However, the tourism sector's expansion has generated a more competitive market environment where
it is necessary to carry out effective differentiation strategies (Al-Ababneh 2016).

The hotel industry's quality of service has become one of the most relevant factors to obtain sustainable
competitive advantages (Sun and Pang 2017). In this way, service quality contributes to increasing customer trust
and even generating tangible product value (Gandia and Parmentier 2017). Due to its importance, the quality of
service and customer satisfaction in the tourism industry have become topics of interest in academic and
business studies (Lai et al. 2018; Rather and Camilleri 2019; Wang and Tseng 2019). Initially, the qualitywas
analyzed from the perspective of marketing strategies. Still, due to its impact on companies' performance, service
quality is part of any business model (Sanjay Kumar 2018).
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In Ecuador, tourism is one of the key economic growth activities because it has a territory with significant
natural and cultural diversity (Carvache-Franco et al. 2020; Mestanza et al. 2019). The Galapagos Islands are a
leading destination with two protected areas: the Galapagos National Park and the Galapagos Marine Reserve.
The Galapagos province has been one of Ecuador's strategic tourist destinations and one of the most recognized
places worldwide. It is the winner of international awards as a sustainable tourist destination in the world
(Carvache-Franco et al. 2021; Pizzitutti et al. 2017).

In 2018, more than 182 thousand tourists visited Galapagos, 66% of them were foreign tourists, and 34%
were national tourists (Ministry of the Environment and Water 2019). Also, Galapagos receives about 7.33% of
the total foreign tourists who arrive in Ecuador each year (Ministry of Tourism of Ecuador MINTUR 2019). The
tourism sector expansion has created a space for the hotel industry development. The accommodations service
is the second sector with the highest tourist activity in Ecuador, after food and beverage services (MINTUR 2018).
Therefore, the hotel industry has striven to provide better service quality and ensure the customers’ future return
(Sharma and Srivastava 2018).

Because the Galapagos Islands are World Heritage of Humanity and a biosphere reserve, they do not
have an international airport. Thus, foreign tourists must arrive at the International airports in Quito or Guayaquil
to travel to Galapagos (Rousseaud 2016). For the study, Quito and Guayaquil are called cities in transit since
they are not the tourist's final destinations.

One of the primary services that enhance the tourist experience is accommodation (Kurtulmusoglu and
Pakdil 2017). However, given theGalapagos lIslands particular case, it is necessary to evaluate tourists'
experience in transit cities, and how such experience contributes to tourists' return in the future. Few studies have
assessed the quality of lodging services in a transit city (Min Poon and McKercher 2016). Consequently, to
address the research gap, the present study aims to validate the psychometric properties of the SERVPERF
model for evaluating the hotel services quality for tourists in transit. Hence, the authors assessed the external
validity of the SERVPERF model for one of the tourist services with significant growth in recent years. The results
will bring theoretical and practical contributions to destination managers and service providers.

1. Literature Review

In the hotel industry, several variables influence the choice of lodging (a) size; (b) location; (c) image; (d)
category; (e) price; (f) additional services; and (g) availability of parking spaces (Park et al. 2018). However,
providing a quality service is always the key to generating customer satisfaction, related to word-of-mouth
advertising and indirectly to customer loyalty and return intention (Kurtulmusoglu and Pakdil 2017). According to
Dileep and Mathew (2017), the service quality within the tourism sector depends significantly on the delivery
process. Therefore, the perceived quality of services will depend on both the provider and the client's factors. In
this sense, the perception of the service quality has been studied from a multidimensional perspective through the
following factors: (a) operational aspects; (b) physical aspects; (c) technologies; (d) human aspects; (e) services
received; (f) location; and (g) trust, among the most studied factors (Nunkoo et al. 2017).

Furthermore, Parasuraman et al. (1985 1988) propose a general service quality evaluation model based
on five components that allow abstracting the phenomenon's complexity. As perception is a latent subjective
variable, the quality of services is considered an abstract construct which is challenging to define and measure
because it is intangible, heterogeneous, Inseparability and perishable intangibility, heterogeneity, inseparability
and perishability (Gupta 2016; Iglesias et al. 2019; Parasuraman et al. 1985, 1988).

From the consumer's perception, are various models measure the services’ quality (Sanchez-Balcells et
al. 2018). The most widely used model is the SERVQUAL proposed by Parasuraman et al. (1985, 1988). Based
on the cognitive dissonance theory, this model measures the difference between the expectation and the
service’s reality. SERVQUAL has been a benchmark model for developing a sequence of variants and
adaptations applicable to various industries (Al-Ababneh 2016).

Due to the complexity of hotel services, Quester et al. (2015) support the idea of measuring the service
from a multidimensional perspective since some of the individual components of services can affect the overall
evaluation. Hotels manage to have competitive advantages in some of their particular service components, which
allows them to differentiate themselves from the competition (So and Li 2020).

The existing literature on the evaluation of service quality commonly cites the SERVQUAL model as the
base structure of the quality evaluation of various service, which has allowed the comparison and generalization
of results (Basfirinci and Mitra 2015; Liu et al. 2015). The SERVQUAL model has proven to be a versatile model
used in different service types (Gupta 2016). The quality dimensions are presented in Table 1.
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Table 1. Quality dimensions

Authors Dimensions

Duque and Palacios
(2017)

Tangible

These include the state of facilitating assets, the physical condition of buildings, and the
environment. The hotel industry’s tangible characteristics are a general atmosphere, the
quality of the food and drink, the room’s design, the prices, and the general cleanliness.

Parasuraman, Zeithaml
and Berry (1985)

Reliability

To the extent that the service is believed to be trustworthy, the service provider's name and
reputation and front-line employees' traits contribute to credibility. The appearance of the
personnel and the condition of the equipment. Trust is the element that unites consumers to
the company and makes them feel that they can trust the services provided

Kostopoulou,
Diamantidis and Daulle
(2017)

Answer's capacity

It is the ability to handle complaints and timeliness of service effectively. Also, it refers to
employees willing to help consumers and respond accurately and courteously to their
requests. Employees’ responsiveness is a crucial factor affecting service quality
sinceconsumption and production coincide in the service industry.

Parasuraman, Zeithaml
and Berry (1985)

Security

It is the freedom from danger, risk, and doubt. That implies physical security, financial
security, and confidentiality. The employees’ skills, knowledge, and experience form the
concept of quality assurance in the hotel industry, which is essential for clients to feel safe
and satisfied.

Kostopoulovu,
Diamantidis and Daulle
(2017)

Empathy
The courtesy, respect, consideration, and kindness showed to clients by personal contact.
Furthermore, empathy refers to the individualized service and general care provided to

consumers. Individualized attention in the hotel industry is a concept that is related to the
behavior of employees. Service meetings are essentialtoconsumerloyalty and satisfaction.

For academics, SERVQUAL has become the industry standard tool for evaluating customer satisfaction by
measuring its service components in the hotel sector (Stefano et al. 2015; Wu et al. 2018). Also, there are
adaptations for this model to adjust to particular contexts such as the health industry, advertising, education,
hospitality, among others (Fan et al. 2017; Galeeva 2016; Quester et al. 2015; Saini et al. 2018).

However, critics argue that SERVQUAL cannot independently assess the service's performance (Ahmed
et al. 2017). Quester, Romaniuk and Wilkinson (2015) argue that the 5-dimensional scale has theoretical
limitations. Moreover, empirical studies in various service contexts have evidenced deficiencies at the level of
SERVQUAL validity and reliability (Fleischman et al. 2017; Shokouhyar et al. 2020; Souto and Correia 2017).

Scholars have developed other SERVQUAL models with greater precision and consistency, to maintain
the exact dimensions. In this way, Cronin and Taylor (1994) propose an alternative performance-based model
(SERVPERF). This model measures service quality based on customer perception of the service provider's
performance. The difference is that it does not consider what is related to expectations, which reduces the base
model by half (Cronin and Taylor 1994).

Mahmoud and Khalifa (2015) present SERVPERF as the most optimal option because it is an instrument
with greater parsimony, which explains a more significant proportion of the variance and provides an explanation
with greater convergent and discriminant validity. In their comparative study, Rodrigues et al. (2011) agree with
the ideal use of the perception scales for service quality when evaluating the scales at the level of perception,
perception - expectations, and direct measures, they agree.

SERVPERF has a higher predictive validity and maintains a high degree of reliability and internal
consistency. For this reason, it could be indicated that SERVPEREF is superior to SERVQUAL from a theoretical
and empirical perspective (Fleischman et al. 2017; Lee and Kang 2019; Mahmoud and Khalifa 2015).

In the hotel industry, a series of general and specific models have been defined and applied to measure
services' quality, as shown in Table 2.

Although there are currently various ways to measure the quality of services, the frequent application of
the SERVQUAL and SERVPERF scales to measure a wide variety of services is notable (Duque, Palacios 2017).
However, the extensive use of the SERVQUAL model has not prevented it from being the subject of various
criticisms (Galeeva 2016).
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Table 2. Operationalization of the quality of services in the hotel sector.

Authors Instrument \ Dimensions Results
I I The authors conclude that all instrument
. Tangibility, Reliability, . ! Co o .
Noor and Ali , dimensions are significant and positive concerning
SERVQUAL Responsiveness, . S . )
(2018) quality and satisfaction in their work. This study
Assurance, and Empathy . ; : .
was carried out in a group of hotels in Pakistan.
The study was developed by collaborating with six
hotels in Bosnia and Herzegovina to analyze the
Babi¢-Hodovi¢, Tangibility, Reliability, |influence of services' quality on the clients’
Arslanagic- SERVPERF Responsiveness, satisfaction of the clients with lodging services. The
Kalajdzi¢, Banda Assurance, and Empathy | results indicated that the model's dimensions are
and Sivac (2019) significant and favorable with high predictive
power.
The model implemented in the study shows that
only the tangibility and reliability dimensions are
Kumar and Zikri HOLSERV Employee, Tangibles, | positive and significant for three-star hotels in
(2018) and Reliability Indonesia. This result is justified considering that
the study's analysis unit is oriented to look for a
comfortable service and at low prices.
The study is based on the model provided by
Knutson, Stevens, Wullaert, Patton, and Yokoyama
Tangibility, Reliability, | (1990). It adds a dimension regarding the
Keshavarz  and LODGSERY Responsiveness, convenience or ease of accessing information and
Jamshidi (2018) Guarantee, Empathy + | solving the problem. The results showed that all the
Convenience dimensions evaluated were positive and significant
about the Malaysian hotel industry's service quality
process.
Reliabilit This study assesses the quality of hotel services in
Alj, Hussain, . . ; Y. the economy in Malaysia. The results prove that all
LodgingQualityindex | Responsiveness, Trust, . . "
Konar and Jeon - the LQlI model dimensions are positive and
(Lam Communication, and - . . X :
(2017) . significant for improving service quality and
Tangibility . .
customer satisfaction.

Several researchers suggest applying an instrument that only captures the client's perception to determine
the quality of services, as proposed by Cronin and Taylor (1994) with SERVPERF (Lee and Kang 2019). This
type of measure is recommended to facilitate a series of practical criteria such as reducing the effort on the part
of the interviewee when completing the questions and, in turn, speeding up the data collection process (Haque,
Sultan 2019). For this reason, several academics recommend using SERVPERF as a scale with the greatest
predictive and psychometric power in the field of tourism and the accommodation subsector (Cronin and Taylor
1994; Mahdikhani and Yazdani 2020).

2. Methodology

The present research used a quantitative methodological design to empirically validate a measurement
instrument that assesses the hotel industry's quality of services (Saunders et al. 2016). This study's quantitative
design uses non-experimental, cross-sectional, and correlational research (Creswell and Creswell 2017). For the
data collection, a survey based on the SERVPERF model was applied, with five dimensions of perception of the
quality of hotel services proposed by Duque and Palacios (2017).

This study's population is made up of users of hotel services, specifically transit tourists Guayaquil who
were destined for the Galapagos Islands. Based on this, a non-probabilistic convenience sampling process was
carried out, which is a valid method for studies of a confirmatory nature with a representative size of cases
(Creswell and Creswell 2017). The data were collected during January and February 2019 utilizing a
questionnaire distributed in Spanish and English. The survey's application was personal to increase the data’s
reliability and have a higher response rate (Szolnoki and Hoffmann 2013).

Four hundred nine surveys were applied to surveyed tourists of 27 nationalities. Through frequency
analysis, it was found that 28 of the respondents were Ecuadorian, who were excluded since the unit of analysis
of this study is foreign tourists. Moreover, the database was filtered by the city of accommodation. It was decided
to eliminate the surveys of those tourists who stayed in a city other than Guayaquil. With this, 364 surveys of
foreign tourists who stayed in hotels in Guayaquil were obtained.
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Given the purpose of the research, the use of the multivariate statistical technique of Confirmatory Factor
Analysis (CFA) was considered. This technique evaluates each variable’s contribution that or question to its
respective dimension and thus measures the suitability of the proposed measurement model (Prudon 2015). The
CFA offers the advantage of analytically proving that a precise theory, in this case, the quality of services, is
explained based on different measures representing psychological, sociological, or commercial constructs (Hair
Jr. et al. 2019). Therefore, this analysis makes it possible to check whether the defined model conforms to the
evaluated reality.

The data analysis was carried out in several phases. First, the data were descriptively analyzed to identify
essential characteristics of the sample. An analysis of missing data, outliers, and normality was performed at the
univariate and multivariate levels. Also, the comparability of the data was tested for factor analysis. The third
phase consists of estimating the AFC. For this, we started from the analysis of fit indices’ goodness to later
examine the reliability and validity of the latent factors that are part of the construct (Hair Jr. et al. 2019).

3. Results and Discussion

To evaluate the quality of hotel services in the city of Guayaquil by foreign tourists in transit with their
finaldestination to Galapagos, a measurement instrument based on the SERVPERF model adapted for hotel
services proposed by Duque and Palacios (2017) was applied. The data was collected at the Guayaquil city
airport, specifically the international departures area, where 364 valid surveys were obtained. To improve the
results' reliability, an informed consent was presented to the respondent indicating the research’s purpose. The
survey's average time and the confidential handling of the data were guaranteed (Siegle 2019).

The survey’s application of the survey was aimed at foreign tourists in transit, of which 56.6% were women
and 43.4% men. Information was collected only from tourists over 18 years old (Nicolussi 2015). The average age
of the tourists was 47 years old. However, a representative sample was obtained for different age ranges, as
indicated in Table 3.

Table 3. Age of respondents

Frequency Percentage
From 18 to 25 26 7.14%
From 26 to 35 64 17.58%
From 36 to 45 78 21.43%
From 46 to 55 63 17.31%
From 56 to 65 98 26.92%
More than 66 35 9.62%
Total 364 100%

Considering the valid surveys, the tourists staying in the city of Guayaquil came from three continents with
26 nationalities. According to the results, there are many North American visitors: 35.7% of the Canadian visitors
and 8.2% altogether 43.9%. Europeans followed them with 36.24%, Latin Americans 17.71%, and finally Asian
tourists with 2.18%. The number of days they stayed in the city of Guayaquil before their Galapagos destination
averaged two days.

Before estimating the AFC, it was necessary to analyze the variables' distribution to identify best-fitting
estimation the estimation method that. An inspection of the data’s normality was applied by analyzing the
skewness and kurtosis coefficients (Kline 2016) to know the distribution of the data obtained from the survey.
From the data obtained, it was concluded that there is evidence of non-normality since the asymmetry and
kurtosis statistics exceed the absolute value of one (Lloret et al. 2014).

The Kolmogorov-Smirnov test, contrasted the null hypothesis of a univariate normal distribution to obtain
more precise conclusions. The results rejected the null hypothesis and evidenced the non-normality of the
variables analyzed (D'Agostino 2017). Finally, the Mardia multivariate test yielded a p-value lower than the
significance level of 0.05, thereby confirming the data's multivariate non-normality (Oppong, Agbedra 2016).

Furthermore, the feasibility of the factor analysis estimation is evaluated by analyzing the degree of
adequacy of the association matrix. Hence, the Kaiser Meyer-Olkin (KMO) test was calculated, and it yielded a
coefficient of .943, suggesting a good measure of sample adequacy (Hair Jr. et al., 2019). As a complement, the
Bartlett test of sphericity was estimated, and it contrasts the null hypothesis - the correlation matrix is an identity
matrix (Hair Jr. et al., 2019). The sample adequacy and sphericity test results presented in Table 4 confirm the
application of the study’s confirmatory factor analysis.

1124



Journal of Environmental Management and Tourism

Table 4. Sample adequacy measures: KMO and Barlett's test

Kaiser-Meyer-Olkin
Approx. Chi-Square 6483
Bartlett's Test ofSphericity Df 231
Sig. .000

Once the sample suitability for the CFA application had been verified, the model was evaluated by
estimating the Standardized Root Mean Square (SRMR). According to the estimates, this SRMR index shows a
good fit because it is 0.07, less than the critical limit value of .08 (Henseler et al. 2016). Additionally, the model's
collinearity was examined by estimating the VIF, based on the critical value of 5 to manifest problems in
collinearity (Daoud 2017). The estimates were favorable since all the coefficients are less than 5. Therefore, it is
appropriate to examine the results of the model.

Subsequently, the reliability analysis of the measurement model constructs was performed. Cronbach's
Alpha and the composite reliability index were used for the reliability analysis, and the critical value of .7 was a
sample of adequate internal consistency (Kline 2016). The results of both indices, presented in table 2, show that
all the model factors have values higher than the critical one, indicating an adequate level of internal consistency.

Table 5. Estimation of the reliability and the variance extracted

Original scale Adjustedscale
Cronbach's  Composite EED . Cronbach's =~ Composite MG .
. reliability extractedvariance J reliability extractedvariance
(AVE) (AVE)
Answer'scapacity 0.867 0.918 0.790 0.873 0.912 0.722
Confiabilidad 0.875 0.910 0.671 0.875 0.910 0.671
Empathy 0.858 0.901 0.653 0.867 0.918 0.790
Security 0.855 0.903 0.699 0.855 0.903 0.699
Tangibility 0.873 0.912 0.722 0.898 0.929 0.767

Concerning validity, both convergent validity and discriminant validity are analyzed. Convergent validity is
examined using two parameters, factor loadings with critical values of 0.7 and the mean-variance extracted
(AVE), which corresponds to the variance extracted with a minimum value of 0.5 (Hair Jr. et al. 2019). In the
variable factorial loads analysis, it was identified that the Conf_8, Conf_10, and Emp_22 items had a less than
the acceptable minimum value of .7, as shown in figure 1.

~
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Figure 1. Standardized loads and Cronbach's Alpha of the Figure 2. Standardized loads and Cronbach's Alpha of the
original model fitted model
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However, the variable Conf_8 had a value close to the critical 0.673, so it was kept on the scale. The variables
Conf_10 and Emp_22, with loads of 0.586 and 0.493were eliminated from the model (Cheung and Wang 2017).

After the adjustment, the reliability indices, factor loadings, and the mean-variance extracted (AVE) were
calculated. The estimates confirmed the reliability of the scale dimensions and the convergent validity of the
constructs. The estimates met the factorial loads critical values represented in figure 2 and exceeded the optimal
value of the AVE of .5, seen in Table 2.

The cross loads and the Fornell-Larker criterion (Hair et al. 2017) are analyzed to evaluate the
discriminant validity. The cross loads criterion consists of appreciating the items’ loads with other factors. The
loads must be less than the factor to which they belong, which were verified in the estimates made (Burns et al.
2017).

The Fornell and Larker criterion sets a higher value for the squared correlation matrix's main diagonal
(Hair et al. 2017). Thus, the estimates of the extracted variance are more significant than the squared
interconstructed correlation, as shown in table 6. The idea is that the latent construct or factor should explain the
variance in its items (Hair Jr. et al. 2019). Therefore, the model factors' discriminant validity is confirmed
according to the Fornell and Larcker’s criterion of crossed loads.

Table 6. Discriminant Validity Fornell-Larcker Criterion

" Answer'scapacity ~ Reliability Security Tangibility
Answer'scapacity 0.889
Reliability 0.789 0.819
Empathy 0.760 0.807 0.808
Security 0.803 0.805 0.846 0.836
Tangibility 0.667 0.686 0.691 0.680 0.850
Conclusion

Quality management has become a necessary condition for success. Since the Ecuadorian tourism sector is
strategic to boost the economy, the hotel industry is the second most important sector at the national level. Thus,
the evaluation and improvement of the loging services’ quality is crucial to strengthen tourism.

This research study verified the internal reliability - with Cronbach's Alpha values greater than 0.850- of
the SERVPERF model dimensions or factors for evaluating the hotel service quality for transit passengers. At the
convergent validity level, the extracted variance was greater than 0.671, higher than its critical value of 0.5.
Discriminant validity was checked by meeting the Fornell and Larcker criterion. The operationalization of the
quality of hotel services proposed by Duque and Palacios (2017) was the reference. The instrument used was
applied to a representative sample of 364 foreign tourists, whose final destination was the Galapagos Islands, at
the airport in Guayaquil.

Regarding the practical implications, it is recommended to strengthen the buildings' state and physical
condition, the general environment, the quality of food and drink, the rooms' design, and the general cleanliness
to improve the service’s tangibility. The service’s security field should aim to invigilate physical security and
confidentiality. Also, the skills, knowledge, and experience of employees should be improved. Regarding
reliability, it is proposed to monitor and take care of the service provider's reputation, the image and appearance
of the employees, and teamwork conditions. It is recommended to deal effectively with complaints and punctuality
of service to increase responsiveness. In addition, employees should be trained o assist tourists and respond
accurately and courteously to their requests. Finally, to improve empathy, employees should be courteous,
respectful, considerate, and friendly and they must strive to provide individualized service.

Further research could evaluate the quality of hotel service in the Galapagos Islands. Finally, the study’s
limitation is the temporality of the selected sample because the tourists’ opinions and market conditions may vary
over time.

References

[1] Ahmed, RR., Vveinhardt, J., Streimikiené, D., Ashraf, M., Channar, Z.A. 2017. Modified SERVQUAL model
and effects of customer satisfaction in banking industry: mediation, moderation and conditional process
analysis.  Journal ~ of  Business  Economics  and  Management,  18(5),  974-1004.
DOl:https://doi.org/10.3846/16111699.2017.1368034.

[2] Al-Ababneh, M.M. 2016. Employees' perspectives of service quality in hotels. Research in Hospitality
Management, 6(2), 189-194. DOI: https://doi.org/10.1080/22243534.2016.1253287.

1126



https://doi.org/10.3846/16111699.2017.1368034
https://doi.org/10.1080/22243534.2016.1253287

Journal of Environmental Management and Tourism

[3] Ali, F., Hussain, K., Konar, R., and Jeon, H.-M. 2017. The effect of technical and functional quality on guests'
perceived hotel service quality and satisfaction: A SEM-PLS analysis. Journal of Quality Assurance in
Hospitality & Tourism, 18(3), 354-378. DOI: https://doi.org/10.1080/1528008X.2016.1230037.

[4] Babi¢-Hodovi¢, V., Arslanagi¢-Kalajdzi¢, M., Banda, A., And Sivac, A. 2019. Ipa and Servperf quality
conceptualisations and their tole for satisfaction with hotel services. Tourism and Hospitality Management,
25(1), 1-17. DOI: https://doi.org/10.20867/thm.25.1.4.

[5] Basfirinci, C., and Mitra, A. 2015. A cross cultural investigation of airlines service quality through integration
of Servqual and the Kano model. Journal of Air Transport Management, 42, 239-248.
DOI:https://doi.org/10.1016/}.jairtraman.2014.11.005.

[6] Benckendorff, P.J., Xiang, Z., and Sheldon, P.J. 2019. The digital tourism landscape. En P. J. Benckendorff,
Z. Xiang, & P. J. Sheldon (Eds.), Tourism Information Technology, 3, 22-46. CABI.
DOI:https://doi.org/10.1079/9781786393432.0022.

[7] Burns, G.L., Becker, S.P., Servera, M., Bemad, M. del M., and Garcia-Banda, G. 2017. Sluggish cognitive
tempo and attention-deficit/hyperactivity disorder (ADHD) inattention in the home and school contexts: Parent
and teacher invariance and cross-setting validity. Psychological Assessment, 29(2), 209-220.
DOI:https://doi.org/10.1037/pas0000325.

[8] Carvache-Franco, W., Carvache-Franco, M., Carvache-Franco, O., and Hernandez-Lara, A.B. 2020.
Motivation and segmentation of the demand for coastal and marine destinations. Tourism Management
Perspectives, 34, 100661. DOI: https://doi.org/10.1016/.tmp.2020.100661.

[9] Carvache-Franco, M., Carvache-Franco, W., and Manner-Baldeon, F. 2021. Market segmentation based on
ecotourism motivations in marine protected areas and National Parks in the Galapagos Islands, Ecuador.
Journal of Coastal Research, 37 (3): 620-633. DOI: https://doi.org/10.2112/JCOASTRES-D-20-00076.1.

[10] Cheung, G.W., and Wang, C. 2017. Current approaches for assessing convergent and discriminant validity
with  SEM: issues and solutions. Academy of Management Proceedings, 2017(1), 12706.
DOI:https://doi.org/10.5465/AMBPP.2017.12706abstract.

[11] Creswell, J.W., and Creswell, J.D. 2017. Research Design: Qualitative, Quantitative, and Mixed Methods
Approaches (5th ed.). Sage publications.
https://books.google.es/books?hl=es&lr=&id=335ZDwAAQBAJ&oi=fnd&pg=PT19&ots=YDIRLQAmMuH&sig=A
NyQIV_LnDrHb1s7bsOXNSZZEhY#v=onepage&q&f=false.

[12] Cronin, J.J., and Taylor, S.A. 1994. SERVPERF versus SERVQUAL: Reconciling performance-based and
perceptions-minus-expectations measurement of service quality. Journal of Marketing, 58(1), 125-131.
DOl:https://doi.org/10.1177%2F002224299405800110.

[13] D'Agostino, R.B. 2017. Goodness-of-fit-techniques. En Tests for the Normal Distribution. 367-420.
Routledge.

[14] Daoud, J.I. 2017. Multicollinearity and regression analysis. Journal of Physics: Conference Series. IOP
Publishing, 949(1), 012009. DOI: https://doi.org/10.1088/1742-6596/949/1/012009.

[15] Dileep, M.R., and Mathew, V. 2017. Marketing of tourism industry: enhancing services through marketing mix
elements. En Strategic Marketing Management and Tactics in the Service Industry, 304-329. IGI Global.

[16] Duque, E.J., and Palacios, D.P. 2017. Evaluacion de la calidad de serviciopercibidaen los establecimientos
hoteleros de Quibdo. Criterio  Libre, 15(26), 195-213. DOI: https://doi.org/10.18041/1900-
0642/criteriolibre.2017v15n26.1047.

[17] Fan, L., Gao, L., Liu, X., Zhao, S., Mu, H., Li, Z., Shi, L., Wang, L., Jia, X., Ha, M., and Lou, F. 2017. Patients'
perceptions of service quality in China: An investigation using the SERVQUAL model. PLOS ONE, 12(12),
€0190123. DOI: https://doi.org/10.1371/journal.pone.0190123.

[18] Fleischman, G.M., Johnson, E.N., and Walker, K.B. 2017. An exploratory investigation of management
accounting service quality dimensions using Servqual and Servperf. En M. A. Malina (Ed.), Advances in
Management Accounting. Emerald Publishing Limite, 29,91-125.D0I: https://doi.org/10.1108/S1474-
787120170000029001.

[19] Galeeva, R.B. 2016. SERVQUAL application and adaptation for educational service quality assessments in

Russian higher education. Quality Assurance in Education, 24(3), 329-348. DOI:https://doi.org/10.1108/QAE-
06-2015-0024.

1127


https://doi.org/10.1080/1528008X.2016.1230037
https://doi.org/10.20867/thm.25.1.4
https://doi.org/10.1016/j.jairtraman.2014.11.005
https://doi.org/10.1079/9781786393432.0022
https://doi.org/10.1037/pas0000325
https://doi.org/10.1016/j.tmp.2020.100661
https://doi.org/10.2112/JCOASTRES-D-20-00076.1
https://doi.org/10.5465/AMBPP.2017.12706abstract
https://books.google.es/books?hl=es&lr=&id=335ZDwAAQBAJ&oi=fnd&pg=PT19&ots=YDtRLQAmuH&sig=ANyQlV_LnDrHb1s7bs0XNSZZEhY#v=onepage&q&f=false
https://books.google.es/books?hl=es&lr=&id=335ZDwAAQBAJ&oi=fnd&pg=PT19&ots=YDtRLQAmuH&sig=ANyQlV_LnDrHb1s7bs0XNSZZEhY#v=onepage&q&f=false
https://doi.org/10.1177%2F002224299405800110
https://doi.org/10.1088/1742-6596/949/1/012009
https://doi.org/10.18041/1900-0642/criteriolibre.2017v15n26.1047
https://doi.org/10.18041/1900-0642/criteriolibre.2017v15n26.1047
https://doi.org/10.1371/journal.pone.0190123
https://doi.org/10.1108/S1474-787120170000029001
https://doi.org/10.1108/S1474-787120170000029001
https://doi.org/10.1108/QAE-06-2015-0024
https://doi.org/10.1108/QAE-06-2015-0024

Volume XII, Issue 4(52) Summer 2021

[20] Gandia, R., and Parmentier, G. 2017. Optimizing value creation and value capture with a digital multi-sided
business model. Strategic Change, 26(4), 323-331. DOI: https://doi.org/10.1002/jsc.2134.

[21] Gupta, A. 2016. Redefining service quality scale with customer experience quality scale: A critical review.
International ~ Journal ~ of  Services and  Operations  Management,  25(1), 48. DOl
https://doi.org/10.1504/1JSOM.2016.078070.

[22] Hair, J.F., Hult, G.T., Ringle, C.M., and Sarstedt, M. 2017. A Primer on Partial Least Squares Structural
Equation Modeling (PLS-SEM) (2 ed.). SAGE Publications.

[23] Hair Jr., J.F., Black, W.C., Babin, B.J., and Anderson, R.E. 2019. Multivariate Data Analysis (8th ed.).
Cengage Learning EMEA.

[24] Haque, M.1., and Sultan, Z.A. 2019. A structural equation modeling approach to validate the dimensions of
SERVPERF in insurance industry of Saudi Arabia. Management Science Letters, 495-504.
DOl:https://doi.org/10.5267/.msl.2019.1.012.

[25] Henseler, J., Hubona, G., and Ray, P.A. 2016. Using PLS path modeling in new technology research:
Updated  guidelines. Industrial ~ Management &  Data  Systems, 116(1), 2-20.
DOl:https://doi.org/10.1108/IMDS-09-2015-0382.

[26] Iglesias, O., Markovic, S., Singh, J.J., and Sierra, V. 2019. Do customer perceptions of corporate services
brand ethicality improve brand equity? Considering the roles of brand heritage, brand image, and recognition
benefits. Journal of Business Ethics, 154(2), 441-459. DOI: https://doi.org/10.1007/s10551-017-3455-0.

[27] Keshavarz, Y., and Jamshidi, D. 2018. Service quality evaluation and the mediating role of perceived value
and customer satisfaction in customer loyalty. International Journal of Tourism Cities, 4(2), 220-244.
DOI:https://doi:10.1108/ijtc-09-2017-0044.

[28] Kline, R.B. 2016. Principles and Practice of Structural Equation Modeling, Fourth Edition. Guilford
Publications.

[29] Kostopoulou, T., Diamantidis, A., and Daulle, J. 2017. an empirical study on the relationship between the
service quality and the customer's satisfaction in the Greek hospitality industry: the case of the SMES hotels.
University-Industry Links: Coproducing Knowledge, Innovation & Growth, 121.

[30] Kumar, Sanjay. 2018. Understanding Different Issues of Unit of Analysis in a Business Research. Journal of
General Management Research, 5(2), 70-82.
https://www.scmsnoida.ac.in/assets/pdf/journal/vol5issue2/00%208%20Sanjay %20Kumar.pdf.

[31] Kumar, Suresh, and Zikri, M. 2018. The Relationship between Hotel Rating and Customer Outcomes and Its
Implication towards Revisit Intention. FIRM Journal of Management Studies, 3(1), 71-83.
DOl:http://doi.org/10.33021/firm.v3i1.386.

[32] Kurtulmusoglu, F.B., and Pakdil, F. 2017. Combined analysis of service expectations and perceptions in
lodging industry through quality function deployment. Total Quality Management & Business Excellence,
28(11-12), 1393-1413. DOI: https://doi.org/10.1080/14783363.2016.1147945.

[33] Lai, I.K., Hitchcock, M., Yang, T., and Lu, T.-W. 2018. Literature review on service quality in hospitality and
tourism (1984-2014). International Journal of Contemporary Hospitality Management, 30(1), 114-159.
DOI:https://doi.org/10.1108/IJCHM-08-2016-0408.

[34] Lee, S., and Kang, D. 2019. Development of interval-valued fuzzy GRA with SERVPERF based on subjective
and objective weights for evaluation of airline service quality: A case study of Korea low-cost carriers. PLOS
ONE, 14(8), €0219739. DOI: https://doi.org/10.1371/journal.pone.0219739.

[35] Liu, R., Cui, L., Zeng, G., Wu, H., Wang, C., Yan, S., and Yan, B. 2015. Applying the fuzzy SERVQUAL
method to measure the service quality in certification & inspection industry. Applied Soft Computing, 26, 508-
512. DOI: https://doi.org/10.1016/j.as0c.2014.10.014.

[36] Lloret, S., Ferreres, A., Hernandez, A., and Tomas, |. 2014. El analisis factorial exploratorio de los items:
Una guiapréctica, revisada y actualizada. Anales de Psicologia, 30(3), 1151-1169.
DOl:https://doi.org/10.6018/analesps.30.3.199361.

[37] Mahdikhani, M., and Yazdani, B. 2020. Transformational leadership and service quality in e-commerce
businesses: The role of trust and team performance. International Journal of Law and Management, 62(1),
23-46. DOI: https://doi.org/10.1108/IJLMA-12-2018-0290.

1128


https://doi.org/10.1002/jsc.2134
https://doi.org/10.1504/IJSOM.2016.078070
https://doi.org/10.5267/j.msl.2019.1.012
https://doi.org/10.1108/IMDS-09-2015-0382
https://doi.org/10.1007/s10551-017-3455-0
https://doi:10.1108/ijtc-09-2017-0044
https://www.scmsnoida.ac.in/assets/pdf/journal/vol5issue2/00%208%20Sanjay%20Kumar.pdf
http://doi.org/10.33021/firm.v3i1.386
https://doi.org/10.1080/14783363.2016.1147945
https://doi.org/10.1108/IJCHM-08-2016-0408
https://doi.org/10.1371/journal.pone.0219739
https://doi.org/10.1016/j.asoc.2014.10.014
https://doi.org/10.6018/analesps.30.3.199361
https://doi.org/10.1108/IJLMA-12-2018-0290

Journal of Environmental Management and Tourism

[38] Mahmoud, A.B., and Khalifa, B. 2015. A confirmatory factor analysis for SERVPERF instrument based on a
sample of students from Syrian universities. Education + Training, 57(3), 343-359.
DOI:https://doi.org/10.1108/ET-04-2014-0038.

[39] Mestanza, C., Botero, C.M., Anfuso, G., Chica-Ruiz, J.A., Pranzini, E., and Mooser, A. 2019. Beach litter in
Ecuador and the Galapagos islands: A baseline to enhance environmental conservation and sustainable
beach tourism. Marine Pollution Bulletin, 140, 573-578. DOI: https://doi.org/10.1016/j.marpolbul.2019.02.003.

[40] Min Poon, P.C., and McKercher, B. 2016. The transit tourists in Hong Kong. En M. Kozak & N. Kozak (Eds.),
advances in culture, Tourism and Hospitality Research, 12, 31-46. Emerald Group Publishing Limited.
DOI:https://doi.org/10.1108/S1871-317320160000012004.

[41] Nicolussi, A. 2015. Informed consent and minors. lfalian Journal of Pediatrics, 41(2), 1-1.
DOl:https://doi.org/10.1186/1824-7288-41-S2-A51.

[42] Noor, S., and Ali, M. 2018. Impact of service quality on customer satisfaction in hotel industry of Pakistan.
Singaporean  Journal of Business Economics and Management Studies, 6(1), 51-59.
DOl:https://doi.org/10.12816/0044423.

[43] Oppong, F.B., and Agbedra, S.Y. 2016. Assessing univariate and multivariate normality, a guide for non-
statisticians. Mathematical Theory and Modeling, 6(2), 26-33.
DOl:https://core.ac.uk/download/pdf/234680353.pdf.

[44] Parasuraman, A., Zeithaml, V.A., and Berry, L.L. 1985. A conceptual model of service quality and its
implications for future research. Journal of Marketing, 49(4), 41-50.
DOI:https://doi.org/10.1177%2F002224298504900403.

[45] Parasuraman, A., Zeithaml, V.A., and Berry, L.L. 1988. Servqual: a multiple-item scale for measuring
consumer perceptions of service quality. Journal of Retailing, 64(1), 12-40.

[46] Park, S., Hahn, S., Lee, T., and Jun, M. 2018. Two factor model of consumer satisfaction: International
tourism research. Tourism Management, 67, 82-88. DOI: https://doi.org/10.1016/j.tourman.2018.01.007.

[47] Pizzitutti, F., Walsh, S.J., Rindfuss, R.R., Gunter, R., Quiroga, D., Tippett, R., and Mena, C.F. 2017. Scenario
planning for tourism management: A participatory and system dynamics model applied to the Galapagos
Islands of Ecuador. Journal of Sustainable Tourism, 25(8), 1117-1137.
DOI:https://doi.org/10.1080/09669582.2016.1257011.

[48] Prudon, P. 2015. Confirmatory Factor Analysis as a Tool in Research Using Questionnaires: A Critique.
Comprehensive Psychology, 4, 03. DOI: https://doi.org/10.2466/03.CP.4.10.

[49] Quester, P.G., Romaniuk, S., and Wilkinson, J.W. 2015. A Test of Four Service Quality Measurement
Scales: The Case of the Australian Advertising Industry. En K. Grant & . Walker (Eds.), Proceedings of the
1995 World Marketing Congress. Springer International Publishing, 384-391.
DOl:https://doi.org/10.1007/978-3-319-17311-5_54.

[50] Rather, R.A., and Camilleri, M.A. 2019. The effects of service quality and consumer-brand value congruity on
hospitality brand loyalty. Anatolia, 30(4), 547-559. DOI: https://doi.org/10.1080/13032917.2019.1650289.

[51] Rodrigues, L.L.R., Barkur, G., Varambally, K.V.M., and Golrooy Motlagh, F. 2011. Comparison of
SERVQUAL and SERVPERF metrics: An empirical study. The TQM Joumnal, 23(6), 629-643.
DOI:https://doi.org/10.1108/17542731111175248.

[52] Rousseaud, A. 2016. Plan de Desarrollo Sustentable y Ordenamiento Territorial del Régimen Especial de
Galapagos. Consejo de Gobierno del Régimen Especial de Galapagos.
https://www.gobiernogalapagos.gob.ec/wp-content/uploads/downloads/2017/04/Plan-Galapagos-2015-
2020_12.pdf.

[53] Ruspini, E. 2019. The future of tourism: Innovation and sustainability. Anatolia, 30(1), 162-164.
DOl:https://doi.org/10.1080/13032917.2018.1552055.

[54] Saini, S., Singh, R., and Satpal. 2018. Service quality assessment of utility company in Haryana using
SERVQUAL model. Asian Journal of Management, 9(1), 702. DOI: https:/doi.org/10.5958/2321-
5763.2018.00109.9.

[55] Sanchez-Balcells, S., Callarisa Roca, M., Rodriguez-Zunino, N., Puig-Llobet, M., Lluch-Canut, M.-T., and
Roldan-Merino, J. F. 2018. Psychometric properties of instruments measuring quality and satisfaction in

1129


https://doi.org/10.1108/ET-04-2014-0038
https://doi.org/10.1016/j.marpolbul.2019.02.003
https://doi.org/10.1108/S1871-317320160000012004
https://doi.org/10.1186/1824-7288-41-S2-A51
https://doi.org/10.12816/0044423
https://core.ac.uk/download/pdf/234680353.pdf
https://doi.org/10.1177%2F002224298504900403
https://doi.org/10.1016/j.tourman.2018.01.007
https://doi.org/10.1080/09669582.2016.1257011
https://doi.org/10.2466/03.CP.4.10
https://doi.org/10.1007/978-3-319-17311-5_54
https://doi.org/10.1080/13032917.2019.1650289
https://doi.org/10.1108/17542731111175248
https://www.gobiernogalapagos.gob.ec/wp-content/uploads/downloads/2017/04/Plan-Galapagos-2015-2020_12.pdf
https://www.gobiernogalapagos.gob.ec/wp-content/uploads/downloads/2017/04/Plan-Galapagos-2015-2020_12.pdf
https://doi.org/10.1080/13032917.2018.1552055
https://doi.org/10.5958/2321-5763.2018.00109.9
https://doi.org/10.5958/2321-5763.2018.00109.9

Volume XII, Issue 4(52) Summer 2021

mental health: A systematic review. Journal of Advanced Nursing, 74(11), 2497-2510. DOI:
https://doi.org/10.1111/jan.13813.

[56] Saunders, M., Lewis, P., and Thornhill, A. 2016. Research Methods for Business Students (7th ed.). Pearson
Education Limited, England.

[67] Sharma, S., and Srivastava, S. 2018. Relationship between service quality and customer satisfaction in hotel
industry. Tourism Research Journal,2(1), 42-49. DOI: https://doi.org/10.30647/trj.v2i1.20.

[58] Shokouhyar, S., Shokoohyar, S., and Safari, S. 2020. Research on the influence of after-sales service quality
factors on customer satisfaction. Journal of Retailing and Consumer Services, 56, 102139.
DOI:https://doi.org/10.1016/}.jretconser.2020.102139.

[59] Siegle, D. 2019. Research ethics and informed consent. Educational Research Basics by Del Siegle.
https://researchbasics.education.uconn.edu/ethics-and-informed-consent/.

[60] So, KK.F., Li, X. 2020. Customer engagement in hospitality and tourism services. Journal of Hospitality &
Tourism Research, 44(2), 171-177. DOI: https://doi.org/10.1177/1096348019900010.

[61] Souto, C.M.R., and Correia - Neto, J. 2017. Qualidade de Servigos: Uma analisecomparativa entre
SERVQUAL e SERVPERF. Journal of Perspectives in  Management, 1(1), 63-73.
DOl:https://periodicos.ufpe.br/revistas/jpm/article/viewFile/231693/25823.

[62] Stefano, N.M., Filho, N.C., Barichello, R., and Sohn, A.P. 2015. A fuzzy SERVQUAL based method for
evaluated of service quality in the hotel industry. Procedia CIRP, 30, 433-438.
DOI:https://doi.org/10.1016/j.procir.2015.02.140.

[63] Sun, W., and Pang, J. 2017. Service quality and global competitiveness: Evidence from global service firms.
Journal of Service Theory and Practice, 27(6), 1058-1080. DOI: https://doi.org/10.1108/JSTP-12-2016-0225.

[64] Szolnoki, G., and Hoffmann, D. 2013. Online, face-to-face and telephone surveys - Comparing different
sampling methods in wine consumer research. Wine Economics and Policy, 2(2), 57-66.
DOL:https://doi.org/10.1016/j.wep.2013.10.001.

[65] Wang, C.-J., and Tseng, K.-J. 2019. Effects of selected positive resources on hospitality service quality: The
mediating role of work engagement. Sustainability, 11(8), 2320. DOI: https://doi.org/10.3390/su11082320.

[66] Wu, W.-Y., Qomariyah, A., Sa, N.T.T., and Liao, Y. 2018. The integration between service value and service
recovery in the hospitality industry: an application of QFD and ANP. International Journal of Hospitality
Management, 75, 48-57. DOI: https://doi.org/10.1016/}.ijhm.2018.03.010.

[67] Ministerio del Ambiente y Agua. 2019. 275 mil visitantesllegaron a Galapagos en el 2018.
https://www.ambiente.qob.ec/275-mil-visitantes-llegaron-a-galapagos-en-el-2018/.

[68] MINTUR. 2018. ServiciosTuristicos: Estadisticas de oferta 2018. Turismo en cifras. Ecuador. [Ministerio de
Turismo  del  Ecuador].  https://servicios.turismo.gob.ec/index.php/turismo-cifras/2018-09-18-21-11-
17/establecimientos-registrados.

[69] MINTUR. 2019. Llegadas y SalidasInternacionales en Ecuador. Turismo en cifras. Ecuador. [Ministerio de

Turismo  del  Ecuador].  https://servicios.turismo.gob.ec/index.php/turismo-cifras/2018-09-19-17-01-
51/movimientos-internacionales.

1130


https://doi.org/10.1111/jan.13813
https://doi.org/10.30647/trj.v2i1.20
https://doi.org/10.1016/j.jretconser.2020.102139
https://researchbasics.education.uconn.edu/ethics-and-informed-consent/
https://doi.org/10.1177/1096348019900010
https://periodicos.ufpe.br/revistas/jpm/article/viewFile/231693/25823
https://doi.org/10.1016/j.procir.2015.02.140
https://doi.org/10.1108/JSTP-12-2016-0225
https://doi.org/10.1016/j.wep.2013.10.001
https://doi.org/10.3390/su11082320
https://doi.org/10.1016/j.ijhm.2018.03.010
https://www.ambiente.gob.ec/275-mil-visitantes-llegaron-a-galapagos-en-el-2018/
https://servicios.turismo.gob.ec/index.php/turismo-cifras/2018-09-18-21-11-17/establecimientos-registrados
https://servicios.turismo.gob.ec/index.php/turismo-cifras/2018-09-18-21-11-17/establecimientos-registrados
https://servicios.turismo.gob.ec/index.php/turismo-cifras/2018-09-19-17-01-51/movimientos-internacionales
https://servicios.turismo.gob.ec/index.php/turismo-cifras/2018-09-19-17-01-51/movimientos-internacionales

JASERS

Publishing

Web: www.aserspublishing.eu

URL: http://www.journals.aserspublishing.eu/jemt

E-mail: jemt@aserspublishing.eu

ISSN 2068 - 7729

Journal DOI: https://doi.org/10.14505/jemt

Journal’s Issue DOI: https://doi.org/10.14505/jemt.v12.4(52).00




	coperta şi cuprins JEMT 4(52) Summer 2021
	JEMT Issue 4(52) Summer 2021
	coperta 4 JEMT_4(52)



