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Introduction

� Resort selection generally relates to a 
particular activity (Brey & Lehto, 2007)

� Common factors that exist across resort type 
or amenity focus

� Focus on developing a better understanding 
of these elements

� A modified IPA analysis that considers 
salience and determinant status (Keyt, Yavas, Riecken, 1994)
�Importance and relative performance



Literature Review - SRHE

� Six primary studies served as the basis for 

element development

�18 attributes to consider

� Builds upon previous literature that identified 

groups of attributes (Brey, Klenosky, Lehto, Morrison, 2008)

�Feature-based

�Activity-based

�Business-based



Literature Review - SRHE



Variable Introduction

� Ambiance (4.58)

�The feel of the property (Hudson & Shepherd, 1998)

� Lodging features (4.54)

�The ‘sleeping’ component (Verhoven & Masterson, 1996)

� Service quality (4.51)

�Overall quality of service (Johanson, Woods and Sciarini, 2001)

� Value (4.44)

�Cost of stay given the return (Ormiston, Gilbert & Manning, 1998)



Variable Introduction

� Physical condition (4.43)

�Overall condition and characteristics (Hudson & Shepherd, 1998)

� Marketing information (4.41)

�Provided information accuracy (Uysal, Howard & Jamrozy, 1992)

� Reputation (4.37)

�An existent perception (Knutson, Beck & Yen, 2004)

� Location (4.28)

�The physical property placement (Ormiston, Gilbert & Manning, 1998)



Variable Introduction

� Food & beverage (4.09)

�Culinary provisions (Hudson & Shepherd, 1998)

� Community (3.92)

�Area around the property (Johanson, Woods and Sciarini, 2001)

� Outdoor recreation (3.89)

�Outside specific (Verhoven & Masterson, 1996)

� Indoor recreation (3.84)

�Indoor specific (Knutson, Beck & Yen, 2004)



Variable Introduction

� Activity diversity (3.74)

�Options for everyone (Ormiston, Gilbert & Manning, 1998)

� Entertainment (3.17)

�Specific activity type (Uysal, Howard & Jamrozy, 1992)

� Health services (3.14)

�Spa and well-being (Verhoven & Masterson, 1996)

� Family (2.91)

�Services for everyone (Knutson, Beck & Yen, 2004)



Variable Introduction

� Technology (2.78)

�Internet service extended (Verhoven & Masterson, 1996)

� Business services (2.21)

�Productivity (Knutson, Beck & Yen, 2004)

� True differentiation

�Minimal differences between many variables

�Herzberg’s Two Factor Theory (Herberg & Mausner, 1959)



Literature Review - IPA

� Importance-Performance Analysis

�Service gap analysis

� A modified IPA analysis that considers 

salience and determinant status (Keyt, Yavas, Riecken, 1994)

�Method to mediate methodology weakness 

�Competition & consumer influence (Burns, 1986; Engle, Blackwell, 

Miniard, 1990)

�Loyalty can be attributed to performance (Meng, Tepanon

& Uysal, 2008)



Methodology

� Part of a larger study examining consumers

� Two U.S. Mid-West water park resorts

� SRHE validation 

�Web site verification, 10 destination properties

� Industry expert verification (52 GM or higher)

� Pilot test interview (35 individuals)

� Survey distributed via web-based means

�19% average response rate (671 respondents)

� Trip characteristics, SHRE Likert Scale values, Loyalty



Methodology

� Importance Performance Analysis

�Traditional grand means calculation (Zhang & Chow, 2004)

� Modified IPA calculations

�Attribute salience (position to grand mean)

�Regression determinance (loyalty)

�Own performance 

�Relative performance (one competitor)



Modified Matrix



The Sample



The Sample



Traditional IPA Results
Importance

Performance



Results



Results



Discussion

� Ambiance

�Maintain = Expectations Maintenance (Loyalty)

� Lodging Features

�Maintain = Expectations Maintenance (Loyalty)

� Service Quality

�Maintain = Operational Opportunity

� Value

�Concentrate = Competitive Disadvantage



Discussion

� Physical Condition

�Maintain = Operational Opportunity

� Marketing Information

�Maintain = Operational Opportunity

� Reputation

�Maintain = Expectations Maintenance (Loyalty)

� Location

�Maintain = Long-Term Leverage (Loyalty)



Discussion

� Food & Beverage
�Concentrate = Expectations Maintenance (Loyalty)

� Community
�Maintain = Long-Term Leverage (Loyalty)

� Outdoor Recreation
� Low Priority – Prolonged Potential (Loyalty)

� Indoor Recreation
�Maintain = Instant Advantage 

� Activity Diversity
�Maintain = Long-Term Leverage (Loyalty)



Discussion

� Entertainment
� Low Priority – Enduring Competitive Issue (Loyalty)

� Health Services
� Low Priority – Enduring Competitive Issue (Loyalty)

� Family
� Low Priority - Prolonged Potential (Loyalty)

� Technology
� Low Priority – Illusionary Advantage

� Business Services
� Low Priority – Illusionary Advantage



Future Research

� Further understand the relationship of SRHE 

and primary amenity attraction

�Overall interaction between considerations

�Negative loyalty indication (long-term 

considerations)

� Potential implications of modified IPA 

analyses

�Maximize ROI in today’s environment



Thank You

Any Questions?


