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Expectations of Tour Business Operators on the Characteristics of Tour

Operation Staff
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Abstract

This study aimed to identify the expectations held by tour business operators relative to the
characteristics of their tour staff. The study compares the characteristics as perceived by manag-
ers from 3 types of tour business operations: Domestic Tour Business, Inbound Tour Business,
and Outbound Tour Business. Questionnaires were distributed to 86 tour business managers. The
data were analyzed by percentage, mean and standard deviation. The study found that from a list
of 28 common characteristics the managers expected staff to have 23 of them. The first five com-
mon characteristics that all managers expected of their staff were: 1. Sincerity (4.86), 2. Service
minded (4.80), 3. Responsible (4.79), 4. Punctuality (4.75) and 5. Interpersonal skills (4.74). Despite
these common characteristics, service mindedness was identified as the most important for do-
mestic and inbound tour business operators, while sincerity was the most important characteristic
of tour staff for Outbound tour business operators. Although, this study showed that the managers
share different and common expectations towards staff, they all agreed that the staff can do this

job and serve their customers efficiently and effectively.

Keywords : Tour Business Operators, Tour Operation Staff, Characteristic
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