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Catering for the tourist — satisfaction and well-being

Tourists as a group are often ‘captive consumers’ particularly in situations where the food provision is
‘all inclusive’. Notwithstanding, there are many influences, which impinge upon food intake such as
tradition, habits, religious practices and within the tourist domain the desire to be entertained and
interested. Satisfaction can impact upon ‘well-being’ and this study intends to explore and develop a
consensus definition and conceptualisation of the domain while providing a model of good practice to
enhance the tourism and hospitality experience.

Summary of research project

Aim

The aims of this research are twofold: 1) To employ a multi-faceted approach to consider consumer
satisfaction within the construct of well-being 2) To provide a theoretical model of well-being within
the hospitality experience. Associated objectives are: i) explore and develop a consensus definition and
conceptualisation of well-being ii) to provide a model of good practice to enhance the satisfaction and
hence well-being of consumers within the tourism and hospitality experience.

Methodology

Initially a survey research method (scoping study) will be developed using an experimental design of a
pre-test/post-test procedure illuminating the gap between expectation and perception of consumers
engaged in the hospitality experience using themes of;

* Food and Beverage: originality of menu, food choice, variety, preference and acceptance style of
service, match between consumption and expectation.

¢ Service attributes of staff: number on duty, attentive, clean, smart, friendly, courteous, helpful,
efficient and attentive to detail.

* Physical attributes of eating area: space, comfort, noise, lighting, temperature, crockery, menu
cards, furnishings and colour (situational variables)

* Total customer experience — turning a mundane experience into a memorable satisfying event

Profiles of the respondents' demographic characteristics will be gathered and responses analysed with
regard to overall level of satisfaction with the hospitality experience and likelihood of return. The well-
being instrument will be based on the Memorial University of Newfoundland Scale of Happiness
(MUNSH) (Milman, 1998), a robustly validated tool used for psychological well-being studies. In
addition, narrative enquiry will be used to expand upon and develop themes and issues arising with
regard to satisfaction, expectation and perception. Results will be synthesised and extrapolated in
order to identify a model of ‘well-being’ practice that will inform hospitality provision.

Currently, there is little evidence detailing the relationship between satisfaction, well-being and
hospitality; theoretical currency will make this project unique and hence add to the body of literature.
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