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Abstract
Eco-lodges are an increasingly popular accommodation form. This research aims to investigate
the service quality perception of the Eco-tourists in Eco-lodge context by developing an adapted
version of the SERVQUAL& SERPERF in general, traditional hotel and ecotourism scale named
ECO-SERVQUAL. A self-administrated questionnaire was used to collect data from 202 Eco-
guests in Eco-lodge on Fayoum and Dakhla Oasis. A random sample-sampling plan was used to
collect samples. Regression Model and F tests were calculated to analyze data. The highest being
assurance and the lowest Eco- activities and sustainable practices. Eco-lodge administrators
should focus their efforts on specific areas of quality that had a greater influence in explaining
the customer’s intent to behave and their satisfaction. Results indicate that ECO- SERVQUAL
dimensions had a positive and significant impact on Eco-guest service quality perception and
satisfaction.
Key Words: Eco-lodge, Service Quality, Guest Satisfaction, ECO-SERVQUAL.

Introduction

The Hospitality industry is growing worldwide and becoming more fiercely competitive,
understanding customer expectations, and delivering superior service is a prerequisite for a
successful business (Said et al., 2013 and Zabkar et al., 2010). Hence, service quality in the
hospitality industry is receiving increased attention from researchers and service providers alike.
Service quality has always been considered crucial, not only for customer satisfaction and behavior
intention but also for firms’ competitive advantage (Perera and Vlosky, 2015 and Chen and Chen,
2010). Delivering high-quality service enhances customer satisfaction (Bhakar et al., 2015:
Zabkar et al., 2010 and Hutchinson et al., 2009).

Ecotourism has become increasingly popular over the past 20 years and one of the fastest growing
segments of the world’s tourism (Weaver, 2007). It is important not only for economic benefits but
also to support the conservation of natural ecosystems (Wearing.and.Neil, 2009).
In view of the growing demand for ecotourism, many nature-dependent tourist lodges nowadays
have a unique character and an activity and educational focus is now being planned and developed
in order to meet the philosophy and principles of ecotourism. Ecotourism provides opportunities
for relaxation, experiencing nature and culture, and it also allows tourists to learn about responsible
traveling (Ecotourism Australia, 2015). In this vein, Eco-lodges have been considered a vital
component of the ecotourism industry as Ecotourists’ satisfaction is mainly affected by the Eco-
lodges’ overall service experience (Kwan et al., 2008). Understanding the service quality attributes
of importance to Eco-lodge guests might be the first step in improving ecotourists’ satisfaction with
the ecotourism destination.

Unfortunately, the quality of services cannot be empirically measured since it remains a
relatively elusive and abstract construct compared to the technical quality of manufactured
products. (Khan, 2003). The evaluation of service quality has always been considered more
complex than that of products due to their intrinsic nature such as heterogeneity, inseparability,
intangibility, and perishability (Ladhari, 2009). Within the ecotourism field, service quality has
been addressed by a few researchers and has attracted less attention than other services contexts.
In fact, over the past decades, the scope of Eco-lodge studies has mainly focused on definitions,
environmental sustainability, best practice evaluations, Eco-lodge patrons’ characteristics and
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motivations, social-ecological factors, lodge selection, and satisfaction (Jackson, 2010: Kwan et
al., 2008: TDA, 2008: Mehta, 2000: 2005, Mackoy and Osland, 2004 and Wight, 1997). Thus,
the researcher suggested that there is a need to develop new reliability and validity service
quality scale, which can better explain the variation in service quality measures in the eco-lodge
industry - by using the service quality perception-only indicators.

Eco- lodge Background

The term of Eco-lodge was formally launched in the marketplace at the First International Eco-
lodge Forum and Field Seminar held in 1994 at Maho Bay Camps in the U.S. Virgin Islands and
Maho Bay Camps was determined as the first Eco-lodge (Dizdarevic, 2010). As a follow-up of
the 1994 forum, Eco-tourism international Society (TIES) published the first book for Eco-lodge
industry named “The Eco-lodge Sourcebook for Planners and Developers” (Mehta, 2007) which
contains information on site selection, finance, planning, design, alternative energy applications,
conservation education, guidelines and an impressive set of resources including a variety of
architectural plans for Eco-lodges (Eagles, 2001).

Later, “The First International Eco-lodge Guidelines” was published in 2002 after the Second
International Conference held in 1995 in Costa Rica, which offered a definitive international
definition of an Eco-lodge (Wood, 2002). According to the definition, Eco lodge conceptually is
“an industry label used to identify a nature-dependent tourist lodge that meets the philosophy and
principles of ecotourism” with an emphasis on ecological sensitivity and a focus on the delivery
of educational or experiential concepts. Parallel to ecotourism principles and philosophy, Eco-
lodges can play a role in contributing to enhanced tourist awareness of and support for,
conservation and participation in environmental management practices. This is further supported
by the need to improve sustainable management and operations for guest accommodation (EL
Bary, 2011: Jackson, 2010: Chan, 2010: Kwan et al., 2008: Carmody, 2008: Black, and Crabtree,
2007: Fennell, 2007: TDA, 2004 and Weaver and Lawton, 2002). Eco-lodges are usually small-
scale, individually and locally owned businesses. Also, the main attractions of an Eco-lodge are
its natural setting and nature-based activities which allow a better appreciation and enjoyment of
the ecological environment (EIl amine et al., 2015 Kwan et al., 2010 and Hawkins, et al., 1994).
According to The international and local Eco-lodge Guidelines, an Eco-lodge should meet the
following criteria, which are the key principles and characteristics of Eco-lodges: They are as
follows: designed in harmony with the local natural and cultural environment, using the
principles of sustainable architecture, maximize the use of renewable energy resources and the
use of renewable materials for construction, where possible using recycled materials, work in
harmony with communities offering jobs with a wide range of responsibilities and employment
via contracts with other vendors, provide benefits to local conservation and research initiatives
both public and private and offer excellent interpretative programs to educate the clients about
the local environment and culture.(TDA, 2008:Mehta, 2005:IFC, 2004 and Hawkins et al.,
1994).

Service Quality Measurement

The most popular definition of quality is the customer’s perception of service excellence
(Zeithaml et al., 1990). SERVQUAL, developed by Parasuraman et al., (1985, 1988, 1991), is a
multiple item instrument designed to measure customer expectations and perceptions concerning
a service encounter. Due to the overlap found between dimensions during analysis, the original
10 dimensions were collapsed into five. The final SERVQUAL (Zeithaml et al., 1988) consists of
22 items pertaining to expectations and perceptions. They are tangibles (physical facilities,
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equipment, and appearance of personnel); reliability (ability to perform the promised service
dependably and accurately); responsiveness (willingness to help customers and provide prompt
service); assurance (knowledge and courtesy of employees and their ability to convey trust and
confidence); and empathy (caring, individualized attention the firm provides its customers).
SERVQUAL is a useful measurement tool that has made an important and valuable contribution
in the area of perceived service quality measurement (Day 1992; Fick and Ritchie 1991). The
original scale was revised and according to Parasuraman et al., (1991), it is a generic instrument
with good reliability, validity, and broad applicability. However, questions about its validity,
reliability, and generalizability have been raised.

The SERVQUAL measurement has been criticized for its conceptual foundation and empirical
operationalization. Carman (1990) questioned its methodology and found a need to expand and
add on certain dimensions that were important across different services. He further questioned
the differences in perception and expectation items. Babakus and Boller (1992) agreed with
Carmen and suggested that the perception and expectation items should be combined into one
scale. According to Cronin and Taylor (1992), SERVQUAL confounds service satisfaction with
quality, which should be measured as an attitude, and developed the SERVPERF scale based on
performance items instead of expectations. While acknowledging the contributions of
Parasuraman et al, Cronin and Taylor (1994) emphasize the importance of service quality and its
relationship with consumer satisfaction, service value, and purchase behavior/intentions.

Thus, the SERVPERF (performance-only measurement) may be preferred to SERVQUAL
because it is a good predictor of service quality and a more user-friendly measurement tool
(Buttle, 1996). Therefore, the SERVPERF measure has been successfully adapted for measuring
service quality in different service industries and some studies have directly applied service
quality paradigms within the context of the hospitality industry. Such as hotels (Al Khattab and
Aldehayyat, 2011: Raspor, 2010: Karunaratne and Jayawardena, 2010: Yilmaz, 2009: Akbaba,
2006 and Nadiri and Hussain, 2005).

Dimension of Services Quality Scale in Traditional Hotel and Eco- lodge

In traditional hotel, in 1990, Knutson et al., developed LODGSERYV, a 26-item scale to measure
service quality in the lodging industry. LODGSERYV utilizes each of the core five dimensions of
SERVQUAL. Confirmatory analysis as developed by Hunter and Gerbing, (1982) was used to
purify the scale and confirm the five dimensions of service quality (Knutson et al., 1990)
tangibles (Neat Personnel), reliability (Equipment Works), responsiveness (Do Special
Requests), assurance (Knowledgeable Staff) and empathy (Convenient Hours).

In addition to LODGSERYV, HOLSERYV was developed and tested for the hotel industry. Wong
et al., (1999) determined that there are five dimensions in assessing service quality on the hotel
industry. These five dimensions are: Tangibility (Equipment, fixtures and fittings are modern
looking), Reliability (Performs the service right the first time) Responsiveness (Never too busy to
respond to guests’ requests), Assurance (Instills confidence in guests) and Empathy (Understands
guests’ specific needs). Also, Getty and Getty, (2003) conducted a study to the development of
reliable and valid quantitative measuring tool that lodging practitioners can implement to
measurer their customer perception of delivered quality, which is called lodging quality index
(LOI). LOI is content of five dimensions are tangibility (The outdoor surrounding were visually
attractive), Reliability (I got what | paid for), responsiveness (Informative literature about the
hotel was provided), and confidence and Communication (Chargers on my account were clearly
explained). In 2014, Tefera and Govender developed a reliable and valid instrument to measure
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customers’ perceptions of hotel service quality called HOTSPERF. The HOTSPERF had 25
items with two dimensions named as Tangibles and Intangibles. HOTSPERF are the content of
two dimensions are tangibles (Materials associated with the service are visually appealing
in the hotel) and Intangibles (The hotel provides accurate information about their service).

In ecotourism and Eco-lodge, Khan, (2003) proposed ECOSERV; a scale comprising six
dimensions to measure the service quality expectations of Eco-tourists. They are as follows: eco-
tangibles (facilities appropriate to the environment) assurance (feel safe in their transaction),
reliability (show sincere interest in solving a problem), responsiveness (employees always be
willing to help), empathy (personal attention) and Eco- tangibles (Materials reflect local
influence). This research inducted that the highest dimension on the hierarchy was Eco tangibles
and the lowest was tangibles. Saez et al., (2007) proposed RE, a scale comprising five
dimensions to measure the service quality expectations and perception in of Eco-tourists in
rurally located tourism lodgings. They are as follows: personnel response (Any requests made to
the staff are correctly and immediately dealt with), complementary offer (The RE provides
traditional homemade cooking), tourist relations (staffs at our disposal know the traditions),
tangible elements, (external decoration (facade, gardens, etc.) is attractive and in harmony with
the rural surroundings and empathy (The RE attends to customers individually). This research
reported that the highest construct was complementary and the lowest was empathy.

Chan and Baum, (2007) studied eco-tourists’ perceptions of experiences that they value. These
include ecotourism activities related to natural resources surrounding sites (e.g. wildlife
observation, riverboat cruises and jungle walks), the natural environment in which they are
located, and interactions with on-site service staff and socialization with other eco-tourists.
Tourists also value learning through information provided about wildlife and local culture. This
research concluded that eco-tourists emphasize ecotourism activities in which they have engaged
physically at the sites and their natural environment, their interaction with the site service staff
and group members as well as the learning and information acquired during the visit.

Bastic and Gojcic, (2012) found that eco-components expected by consumers in a hotel include
environmentally sound practices associated with hotel staff's ecological behavior, use of
environmentally friendly and healthy equipment, energy- and water-saving measures, waste-
minimization practices, and bio-food. Their researcher suggested a scale eco component, a scale
comprising five dimensions to measure the service quality expectations in eco- hotels. They are
as follows: environmentally friendly and healthy equipment (natural materials in hotel building),
Eco-behavior of hotel staff (waste disposal into recycling cans), efficient use of energy and water
(efficient use of energy) and Bio-food (meals made from organically produced components).
This research explained that Tourists demonstrated a hierarchy of eco-dimensions, with the most
important being hotel staff’s eco-behavior and the least important being bio-food.

Said et al., (2013) conducted a study that assessed the quality of services in Niah National Park
(NNP) located in Malaysia. The ECOSERV instrument developed by Khan in 2003 was
modified to measure visitors’ expectations and perceptions on services quality. A scale
comprising five dimensions to measure the service quality expectations and perception. They are
as follows: eco-tangibles (facilities environmentally safe), assurance (consistently courteous with
the customers), reliability (Show sincere interest in solving a problem), responsiveness
(employees tell exactly when service will be), empathy — (understand specific needs) and
tangibles (Facilities to be kept in a clean setting). This research found that the height was eco-
tangibles.
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Yusof et al., (2014) study showed that a scale comprising seven dimensions to measure the
service quality expectations and perception of Eco-tourists in lodging on ecotourism destination.
They are as follows: sustainability (visual attraction and the appeal of natural attractions),
sustainable practices (development integrated with local environment/ culture), tangibility,
(physical facilities and natural resources), reliability (the staff provides on-time services),
responsiveness (the staff is willing to assist tourists), assurance (the staff has the knowledge that
IS necessary to answer questions) and empathy (the staff understands the specific needs of
tourists). The highest dimensions on ECOSERV were sustainable and Sustainable practices and
the lowest was tangible.

Ban and Ramsaran, (2016) developed the ECOPERF a scale comprising eight dimensions to
measure the service quality perception of Eco-tourists in eco-lodge on ecotourism destination.
They are as follows: eco-friendly practices (sustainable means to reduce energy and water
consumption), eco-activities (leisure and recreational and adventurous activities), eco-learning
(ecological/ environmental knowledge and culture), tangibles (use of local traditional building
materials), reliability (well-trained and knowledgeable staff), responsiveness (keeping customers
informed about useful information), assurance (consistently courteous with customers) and
empathy (customized individual tour programs). This research mentioned that the most important
dimensions were eco-friendly practices, eco-activities, and eco-learning. According to Moore et
al., (2015), service quality in ecotourism is judged based on the services and facilities available.
The cited authors report that measurement issues continue to researchers in this sector. While
service quality attributes have been examined in previous research, several authors suggest that
specific scales still need to be developed for this subsector and validated in different settings
(Moore et al., 2015 and O’Neil et al., 2010). The present research, therefore, targeted the eco-
lodge in the Egyptian context.

Service Quality and Satisfaction

Both service quality and satisfaction are acknowledged as critical concepts concerning customers.
The concepts of service quality, satisfaction, and its measurement have received much attention from
researchers (Minh et al., 2015: Hassan and Shahnewaz, 2014: Groblna and Marciszewska, 2013:
China and Tsai, 2013 and Boonitt and Rompho, 2012). Although, the concepts of service quality
and customer satisfaction differed, several studies have indicated that both concepts are
significantly correlated (Oh and Parks, 1996 and Tefera and Goevender, 2017). Parasuraman et al.,
(1985) defined service quality as the degree and direction of the discrepancy between customers’
perception and expectation. Gronoos, (1982) suggested that perceived quality is the outcome of a
comparative evaluation process as reflected in the differences between expected and perceived
service. Meanwhile, satisfaction is defined as ‘judgment a product, or service feature, or the
product or service itself, provides a pleasurable level of consumption-related fulfillment, including
levels of under or over fulfillment’ (Meng et al., 2008).

Measuring customer satisfaction is an integral part of the effort to improve a product or service
quality, resulting in a company’s competitive advantages (Cravens et al., 1988). As supported by
Kandampully, (2000), services are essentially an intangible experience and it is difficult for
customers to evaluate the product prior to experience. Failure to pay attention to influential
attributes in choice intention may result in a customer’s negative evaluation and may lead to
unfavorable word-of-mouth (Chon et al., 1995), and up to 60 percent of sales to new customers
can be attributed to word-of-mouth referrals (Reichheld and Sasser, 1990). Hence, customer
satisfaction potentially leads to purchases repetition and favorable word-of-mouth publicity In the
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hospitality industry, service quality is acknowledged as essential in building competitive advantage
and to achieve success (Fick and Ritchie, 1991: Augustyn and Ho, 1998: Atiligan et al., 2003:
Hudson et al., 2004 and Tak et al., 2007). The service quality measurement in the hospitality
sector has become a popular research subject. Among the research instruments developed and
adapted to measure service quality and satisfaction in tourism industry include SERVQUAL
(Mackay and Crompton, 1990: Fick and Ritchie, 1991: Lam and Zhang, 1999: Pawitra and Tan,
2003: Juwaheer, 2004), RECQUAL (Crompton, et al., 1991), SERVPERF (Cronin and Taylor,
1994; Hudson et al., 2004), HOLSTAT (Tribe and Snaith, 1998), DINESERV (Stevens, et al.,
1995); LODGESERV (Knutson et al., 1990) ECOSERV (Khan, 2003). In this research, the
researchers intend to measure customer satisfaction in relation to Eco-lodge performance
evaluated by Eco-guests’ perceived service quality dimension.

ECO-SERVQUAL Scale Development Stages

In this study, the researcher conducted the hotel and Eco lodge model from the previous research
of service quality to develop ECO-SERQUAL model to measure the perceived quality of eco-
guest in Egyptian ECO-lodge context. The process of developing the scale goes through four
stages: The first stage explores the service quality model in general industry, hotel industry, and
eco-lodge context and the researcher found that there are two original scales applied in general
industry SERVQUAL (Parasuraman, et al., 1985, 1988) and SERVPERF (Cronin and Taylor
1992, 1994 ), In addition, there are ten developed model used to evaluated service quality in
traditional hotel and eco lodge depend on the original scale that are fellow: ECOPERF (Ban and
Ramsaran, 2016), HOTPERF (Tefera and Govender, 2014) ECOSERV (Yusof et al., 2014),
MECOSER (Said et al., 2013), ECOCOM (Bastic and Gojcic, 2012), RE (Saez et al., 2007),
ECOSER (Khan, 2003), LOI (Getty and Gettz, 2003), HOLSERV (Wong et al., 1999),
LODSERYV (Stevens et al., 1990).

The second stage comprising between the general scale, hotel and eco-lodge model in order to
identify names of different dimensions of the scale developed for hotel industry in general and
ecolodge in particular and determined number of frequencies dimensions are repeated in each
scale separately for inference dimensions names of proposed scale in this study. In the previous
stage, the researcher identified the dimensions of the proposed model in this study, which are as
follows empathy, assurance, reliability, and responsiveness, tangibility and eco activities and
sustainable practices. The third stage is matching between the scale dimension and statement in
three different cases to develop a new one.

The final stage is producing the development ECO-SERVQUAL a scale comprising six
dimensions and 41 statements to measure the service quality perception of Eco-guest in eco-
lodge on ecotourism destination at Egypt. They are as follows: Empathy (gives guests
individualize attention), Assurance (Eco-lodge staff have the knowledge to answer guest
questions related to local natural and cultural history of surrounding areas), Responsiveness (staff
give prompt service to guests), Reliability (guest got what guest paid for), Tangible (The Eco-
lodge architecture (form, color, texture, ambiance...etc) matching with surrounding natural area),
Eco activities and sustainable practices (provide natural based activities (e.g. Bird watching,
Hiking, ...etc.).

The Conceptual Framework and Hypotheses of ECO-SERVQUAL Scale Development for
Eco-lodge

The researcher developed the conceptual framework depend on the literature review. The
conceptual framework of this study content of the first is the perceived service quality dimension
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as the main construct for this study, which is included on six dimensions: the empathy
dimension, the assurance dimension, responsiveness dimension, reliability dimension, tangibility
dimension, and eco - activities and sustainable practices. Also, the relation between the level of
ECO-SERVQUAL dimensions and guest satisfaction (Figure: 2)

ECO-SERVQUAL.: Perceived

Service Quality in Eco-lodge EMP Empathy ASS: Assurance

ECOASP: Eco- activities and

Sustainable Practices TAG: Tangibility | REP: Responsiveness

REL.: Reliability Eco- SAT: Eco-guest satisfaction in Eco-lodge.

Figure 1: The Research Conceptual Frame Work.
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The research method is quantitative. The study used a questionnaire to collect data from guests.
The questionnaire comprised a series of Five-point Likert scales (1 for strongly disagree to 5 for
strongly agree) statements adapted by the research based on the literature review). These are
Khan, (2003), Bastic and Gojcic, (2012), Said et al., (2013) and Ban and Ramsaran, (2016),..etc,
whose studies relate SQ development in Eco-lodge. The final form includes 41 items used to
measure the six constructs of the developed model. The six constructs are, empathy “ (measured
by 5 indicators), ,, assurance “ (measured by 5 indicators), ,, responsiveness “ (6 items), ,,
reliability “ (6 indicators), ,, tangibility “ (15 indicators), ,, Eco- activities and sustainable
practices “ (6 indicators). Questionnaires were distributed and collected face to face by
researcher for a two-month period employing random sampling technique. Surveyed Eco-lodges

s is located in Fayoum governorate and Dakhla oasis, where most Eco-lodge exist (El bary,
2011). The researcher was staying in the selected Eco-lode three times per week and he chooses

40



International Journal of Heritage, Tourism and Hospitality Vol. (13), No. (2), September, 2019
By: Faculty of Tourism and Hotels, Fayoum University

randomly guests to complete the questionnaires. 385 questionnaires were sent out for data
collection purposes from Eco-lodge™ guests in Fayoum governorate and Dakhla oasis. 276
questionnaires were returned and were found usable, and the other 74 ones were not completed
by respondents. Accordingly, the response rate was 71.6 % which is found sufficient.

Validity and Reliability

For validity concerns, the survey was piloted on a sample of 20 eco-guests to check its face and
content validity. The comments of respondents related to language and design of questionnaire
were considered in the final form. Furthermore, the rule used in this study to achieve construct
validity is that item (i) should be retained if 0.35 < i < 0.80 (Netemeyer et al., 2003).For
reliability of constructs, Cronbach®s alpha coefficient was calculated and exceeded 0.70 for all
constructs meaning that the questionnaire results are reliable (Hair et al., 2010).

Analysis Technique

All data were then analyzed utilizing procedures of the SPSS, 16 (Statistical Package for Social
Science) for windows. Frequencies, means, standard deviation and percentages were calculated.
Then, one-way analysis of variance (One-Way ANOVA) to determine which group differs
significantly from each other and multiple regressions between variables. Thereafter, Reliability
and validity analysis using was carried out to measure the reliability and validity of the results
from the questionnaire.

Results
Descriptive Statistics

Tablel: The Descriptive statistics of Eco-lodge Guests Demographic Characteristic
Variable Frequency Percentage
Gender Male 81 40.1%
Female 114 56.4%
Single 108 53.5%
Martial statue Married 78 38.6%
Widowed 5 2.5%
Divorced 5 2.5%
High school education 6 3.0%
Education level Bachelor degree 124 61.4%
Master degree 51 25.2%
Ph.D. degree 15 7.4%
Egyptian 141 69.8%
Canadian 4 2%
Danish 4 2%
French 11 5.4%
English 4 2%
Nationality German 15 7.4%
Italian 4 2.0%
Spanish 2 1%
Swedish 4 2.0%
Turkish 2 1%
American 2 1%
Student 18 8.9%
Employment Status Unemployed 11 E 4%
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Variable Frequency Percentage
Self-employed 45 22.3%
Full-time Employee 104 51.5%
Part-time Employee 7 3.5%
Retired 9 4.5%
Less than 3000 $ 49 24.3%
3000:6000% 35 17.3%
Annual Income (USA) | 6000:9000% 24 11.9%
9000:12000% 4 2.0%
More than 12000$ 60 29.7%

This research shows that 56.4% of Eco-lodge guests are female, while males guests 40.1 %.
Additionally, the most frequent age group among the eco-lodge guests from the guests was 25 to
less than 40 age group (58.4%), followed by the less than 25 age group (17.3%) and the 40 to
less than 60 age group (14.9%). Also, the most of Eco-lodge guest are Single guests (53.5%).
The second largest group of guests contained married guests (38.6%), and the third and four
groups were those who were widowed and divorced (8.9%).

Furthermore, the majority of Eco-lodge guest are well educated: 61.4% had a Bachelor's degree.
About 3.0% of the guest had in high school education. In addition to, the four most frequently
visiting nationalities to the Eco-lodge are Egyptian (69.8 %), German (7.4%), France (5.4),
Italian, Canadian, Danish, English and Swedish (2.0) respectively. In addition to, 51.5% of Eco-
lodge guests are full-time Employee and the following are the remaining employment status:
22.3% Self-employed, 8.9 students, 5.4% Unemployed, 4.5% Retired 3.5% Part-time Employee.
Finally, 29.7% of eco-guests had an annual income more than 12000$. Followed by 24.3% from
those less than 3000 $, while 17.3% from the sample from US3000 to 6000$.

Table 2: Results of Eco-guest’ perceptions the services provided in Egyptian Eco-lodge.

Dimensions | M | SD | Atttude
Empathy Service Inductors
The Eco-lodge gives guests individualize attention 3.96 81 Agree
The Eco-lodge staffs give guests personal attention. 3.89 .84 Agree
The Eco-lodge staffs understand guests’ specific needs 3.83 .88 Agree
The Eco-lodge has the guests' best interest at heart. 3.89 .85 Agree
The Eco-lodge has operating hours convenient to all its guests. 3.90 .88 Agree
Grand mean 3.89
Assurance service inductors

The Eco-lodge staff behavior instill confidence in guests 4.01 75 Agree
Guests feel safe and secure in their stay at the Eco-lodge. 4.40 .63 Agree
The Eco-lodge staff is consistently courteous with the guests 4.22 N Agree
The Eco-lodge staff is consistently courteous with the guests 4.08 81 Agree
The Eco-lodge staff have the knowledge to answer guest questions 3.95 .88 Agree
related to lodging services.

Dimensions M SD Attitude
Grand mean 4.13 Agree

Responsiveness Service Inductors

The Eco-lodge staff give prompt service to guests 3.88 .88 Agree
The Eco-lodge staff are always willing to help guests 4.19 74 Agree
The Eco-lodge staff never too busy to guest requests 4.00 .81 Agree
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Dimensions M SD Attitude
The Eco-lodge staff tell exactly when services will be 3.66 .94 Agree
Grand mean 3.93 Agree

Reliability Service Inductors
When the Eco- lodge promise to do service it does so 3.94 .79 Agree
The Eco-lodge shows sincere interest in solving the guest problem 3.99 .78 Agree
The Eco-lodge staff performing services right the first time 3.79 .82 Agree
The Eco-lodge staff provide services at the promised time 3.76 .90 Agree
The Eco-lodge staff provides services at the promised time. 3.50 .88 Agree
| got what | paid for. 3.97 .83 Agree
Grand mean 3.83 Agree
Tangibility Service Inductors
The Eco-lodge equipment is made from natural / local resources 3.94 2.29 Agree
The Eco-lodge equipment saves energy and water resources efficiently 3.32 1.08 Neutral
The Eco-lodge has recycling equipment 2.90 1.05 Neutral
The Eco-lodge are visually appealing (Front desk, restaurant, public
area, shop.etc) 3.63 .95 Agree
The Eco-lodge architecture external and internal is harmony with the 413 .79 Agree
natural and cultural surrounding area.
The Eco-lodge architecture (form, color, texture, ambiance.etc.) 4.23 .82 Agree
matching with surrounding natural area.
The Eco-lodge architecture reflects the local culture style 3.94 1.11 Neutral
The Eco-lodge buildings and physical facilities made of local and natural | 3.12 1.11 Neutral
materials.
The Eco-lodge staff wear local attire. 3.12 .86 Agree
The Eco-lodge materials are reflecting surrounding cultural and natural 3.55 .86 Agree
environment (e.g. brochures, pamphlets, signposting...ETC).
The Eco-lodge has attractive, clean, and spacious and comfortable 3.79 81 Agree
rooms.
The Eco-lodge provides quality food and beverage to guests. 3.99 .84 Agree
The Eco-lodge uses of fresh, local and organic food. 3.85 .88 Agree
The Eco-lodge menu provides guests with many choices and a vast 3.56 .85 Agree
variety of items.
The Eco-lodge meals made through the local and traditional cooking 3.92 .82 Agree
method.
Grand mean 3.66 Agree
Dimensions M SD Attitude
Eco- activities and Sustainable Practices Service Inductors

The Eco-lodge provides natural based activities (e.g. Bird watching, 3.73 .93 Agree
Hiking, etc.).
The Eco-lodge provides culturally based activities (e.g. Barbecue, 3.68 .95 Agree
local festival, traditions, celebrations ...etc).
The Eco-lodge applies sustainable practices to reduce energy and 3.22 1.07 Neutral
water consumption.
The Eco-lodge applies sustainable practices to reduce waste. 3.12 1.07 Neutral
The Eco-lodge emphasis on the recycling waste. 2.99 1.03 Neutral
The Eco-lodge emphasis on the recycling waste. 3.30 .92 Neutral
Grand mean 3.34 Neutral
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Results of empathy dimension indicate that variables’ means range from 3.96 to 3.90; with a grand
mean 3.89 which is close to the choice (£) "agree”. This result indicates that the eco-lodge guests
agree with the empathy dimension. Additionally, results of assurance dimension indicate that
variables' means range from 3.95 to 4.01; with a grand mean 4.13 which is close to the choice (¢)
"agree”. This result indicates that the eco-lodge guests agree with the assurance dimension.
Furthermore, results of responsiveness dimension indicate that variables' means range from 3.66 to
4.00; with a grand mean 3.93 which is close to the choice (¢) "agree”. This result indicates that the
eco-lodge guests agree with the responsiveness dimension.

Moreover, Results of reliability dimension indicate that variables' means range from 3.50 to 3.99;
with a grand mean 3.83 which is close to the choice (¢) "agree”. This result indicates that the eco-
lodge guests agree with the reliability dimension. In addition to, results of tangibility dimension
indicate that variables' means range from 2.90 to 4.23; with a grand mean 3.66 which is close to the
choice (£) "agree”. This result indicates that the eco-lodge guests agree with the tangibility
dimension. Finally, results of Eco- activities and sustainable practices indicate that variables'
means range from 2.99 to 3.73; with a grand mean 3.34 which is close to the choice (3) "
Neutral”. This result indicates that the eco-lodge guests agree with the Eco- activities and
Sustainable Practices dimension.

The standard deviation of all dimension in ECO-SERQUAL model shows that the researcher can
rely on the mean to give a meaningful representation of the data. As a standard deviation from 0.
63 to 2.29 are not far off from the mean, indicating that a majority of data points are positioned
close to the mean. The closer the standard deviation is to 0, the more reliable the mean is. More
than that though, standard deviation values are close to 0 which tells that there is little volatility in
the sample.

Testing Model of the research
Table 3: ECO-SERVQUAL and Eco-guest satisfaction (Co-efficient of Determination
(R2 value))

Model R R Square Adjusted R Square | Std. Error of the Estimate | Durbin-Watson
1 .752a .565 .552 49181 2.051
The previous table 3, the R and R-square values. The R value represents the correlation
coefficient between the ECO-SERVQUAL dimensions and Eco-guest satisfaction. (R= 0. 752). It
indicates a strong positive correlation between ECO-SERVQUAL dimensions and Eco-guest

satisfaction.
The R2 value refers to the coefficient of determination which indicates how much of the total
variation in the dependent variable (Eco-guest satisfaction can be explained by the independent
variables (empathy, assurance, responsiveness, reliability, tangibility and Eco activities and
sustainable practice). In this case, 56.5% of the Eco-guest satisfaction can be explained by the
ECO-SERVQUAL dimensions. This result reflects the good influence of ECO-SERVQUAL
dimensions on Eco-guest satisfaction and 43.5% is residual or unexplained. That leads to validate
the assumption where satisfaction is changed/ affected by the level of changes in Eco-SERVQUAL
dimensions as independent variables.
To test the significance of the (linear) relationship between Eco-SQ dimensions as independent
variables and satisfaction as a dependent, F- test can be used as shown in table 4.

Table 4: Service Quality and Customer Satisfaction ANOVA
Model Sum of Squares DF Mean Square F Sig.

Regression 61.373 6 10.229 42.289 .000?
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Model Sum of Squares DF Mean Square F Sig.
Residual 47.166 195 242
Total 108.539 201

The ANOVA shows whether the regression model significantly predicts Eco-guest satisfaction.
From table 4, it is clear that Fe, 105 = 42.289 and P<0.01 and this means that there is a significant
relationship between ECOSERQUAL dimensions and satisfaction.

Table 5: Multi-Regression analysis for all ECO-SERVQUAL Dimensions

Eco-SQ Dimensions B Std. Error | Beta T T-Sig.

Constant -.792 395 -2.005 .046
Empathy 142 .043 175 3.323 .001
Assurance .198 .065 182 3.026 .003
Responsiveness 181 .073 .188 2.491 014
Reliability .336 .096 .295 3.509 .001
Tangibility 370 .086 .290 4.300 .000
Eco activities and sustainable | .170 .058 178 2.961 .003
practice

From table 5, it is clear that all B coefficients are not equal to zero which means we still can
reject the null hypothesis where t for x1= 3.323, x2= 3.026, x3= 2.491, x4 = 3.509, x5 = 4.300
and x6=2.961 P<0.01 for all x variables.

It is obvious also that a =-.792 and B1=.142, f2=.198, 3= .181, p4=.336, p5=.370 and f6=.170
SO:

ECO'guest SatiSfaCtion =-792+ 142 Empathy +.198 Assurance T 181 Responsiveness
+.336 Reliability +.370 Tangibility*t -170 Eco activities and sustainable practice

From the table 5 the regression model show that a is significant effect of all service quality
preserved dimension (Empathy, Assurance, Responsiveness, Tangibility, Eco activities, and
sustainable practice) by eco-guests in the eco-lodge, these variable as an independent variable on
guest satisfaction as a dependent variable. Also, the table explains why and how the service
quality dimensions had a positive effect on the guests' satisfaction in Egyptian Eco-lodge.

Results discussion

Many studies mentioned that the highest construct effect on all SQ construct and level of guest
satisfaction from the viewpoint of guests in a traditional hotel in general and Eco-lodge practical.
For example, in a traditional hotel, Groblna and Marciszewska, (2013) found that the lack of
quality in such dimensions as reliability, responsiveness, and empathy. China and Tsai, (2013)
found that reliability is the chief evaluation dimension, followed by empathy. Hassan and
Shahnewaz, (2014) reported that the highest factor is empathy, followed by responsiveness,
reliability, assurance, and tangibles. Al Khattab and Aldehayyat, (2011) indicated that the lowest
perception scores on empathy and tangibles. Raspor, (2010) reported that the most important
predictor of perceived service quality. Yilmaz, (2009) found that Hotel customers have the
lowest perception scores on tangibles but, empathy is the most important dimension in predicting
hotel customers' overall service quality evaluation. On the other hand, in Eco-lodge studies,
Khan, (2003) found that the highest on the hierarchy of ECOSER was Eco-tangibleles and the
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lowest was tangibles. Saez et al., (2007) reported that the highest is complementary and the
lowest is empathy. Bastic and Gojcic, (2012) found that the most important being hotel staff’s
eco-behavior and the least important being bio-food. Ban and Ramsaran, (2016) concluded that
the eco-guest view the service quality in eco-lodge including three dimensions are eco-friendly
practices, eco-activities, and eco-learning.

In conclusion, This study can be classified as an extension to previous studies that attempted to
explore the effect and relation between services quality, guests satisfaction and guest behavioral
intentions in the Hotel industry, but this study development scale practical for new phoneme in hotel
sector name is Eco-lodge to reported the different SQ dimension between the traditional hotel and
Eco-lodge effect on Eco-guest satisfaction and guest behavioral intentions, a lot of authors around
the world addressed this issue as Markovic et al., (2015), Phillips et al., (2013), Canny and
Hidayat, (2012), Chen and Tsai, (2007), Tak et al., (2007), Hudson et al., , (2004), Juwaheer,
(2004), Atiligan et al., Aksoy, (2003), Pawitra and Tan, (2003), Khan, (2003), Lam and Zhang,
(1999), Augustyn and Ho, (1998), Cronin and Taylor, (1994) Fick and Ritchie, (1991), Crompton
et al. (1991), Mackay and Crompton, (1990) and Mackay and Crompton, (1988).

The results of this study which reported the significant impact of perceived SQ dimensions
empathy, assurance, responsiveness, reliability, tangibility and Eco activities and sustainable
practice on customer satisfaction and have agreed with Tefera and Goevender, (2017), Ban and
Ramsaran, (2016), Minh et al., (2015), Tefera and Govender, (2014), Hossain, (2012), Bastic and
Gojcic, (2012), Karunaratne and Jayawardena, (2010), and Nadiri and Hussain, (2006). Then the
theoretical model testing can be summarized in the following figure2:

Figure 2: Regression Model of the research

EMP < R= .565
Bis , © R=.565
B2=.198
ASS ECO-GUEST
SAT

REP

REL

TAG
ECOASP

Hypothesis Validity

For testing the HO1, which is "There is a significant effect of empathy in eco-guest satisfaction.”
it indicates that the null hypothesis should be rejected, and then the alternative hypothesis is
accepted. As the p-value is less than .01, which means there is a significant relationship between
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empathy and customer satisfaction and an increase in the quality of empathy will lead to more
customer satisfaction. Therefore, the hypotheses will be accepted.

For testing the hypothesis HO2, which is "There is a significant effect of assurance on eco-guest
satisfaction”, it indicates that the null hypothesis is rejected, and then the alternative hypothesis is
accepted. As the p-value is less than .01, which means there is a significant relationship between
assurance and customer satisfaction and any differences in the quality of the assurance will lead
to a difference in customer satisfaction. Therefore, the hypotheses will be accepted.

After testing the hypothesis HO3, which is "There is a significant effect of responsiveness on
eco-guest satisfaction™, it indicates that the null hypothesis should be rejected, and then the
alternative hypothesis is accepted. As the p-value is less than .01, which means there is a
significant relationship between responsiveness and customer satisfaction and any increase in the
quality of the responsiveness will lead to more customer satisfaction. Therefore, the hypotheses
will be accepted.

After testing the hypothesis HO.4, which is "There is a significant effect of reliability on eco-
guest satisfaction”, it indicates that the null hypothesis should be rejected, and then the

alternative hypothesis is accepted. As the p-value is less than .01 which means there is a
significant relationship between reliability and customer satisfaction and an increase in the
quality of the reliability will lead to more customer satisfaction. Therefore, the hypotheses will
be accepted.

After testing the hypothesis HO.5, which is "There is a significant effect of tangibility on eco-
guest satisfaction" it indicates that the null hypothesis should be rejected, and then the alternative
hypothesis is accepted. As the p-value is less than .01 which means there is a significant
relationship between tangibility and customer satisfaction and an increase in the quality of the
reliability will lead to more customer satisfaction. Therefore, the hypotheses will be accepted.

After testing the hypothesis HO6, which is "There is a significant effect of Eco- activities and
sustainable practices on eco-guest satisfaction.” it indicates that the null hypothesis should be
rejected, and then the alternative hypothesis is accepted. As the p-value is less than .01 which
means there is a significant relationship between Eco- activities and sustainable practices and
customer satisfaction and an increase of the quality of the Eco- activities and sustainable
practices will lead to more customer satisfaction. Therefore, the hypotheses will be accepted.

Conclusion

To develop a better understanding of the relationship between the quality of Eco-lodge services
and Eco-guest satisfaction an empirical investigation of Egyptian Eco-lodge guests was
conducted. This study was carried out using the survey questionnaire, which was distributed to
250 Eco-guests. From the original sample, 202 questionnaires were used, representing a 70.1%
response rate. The major purpose of this study was to identify service quality dimensions and
customer satisfaction levels in the Eco-lodge industry and also to define the most significant
factors of the Eco-guest satisfaction and Eco-guest behavioral intentions.

Furthermore, in this study, the researcher development a valid and reliability ECO-SERVQUL
scale to assess the eco-guest services quality perception of Eco-lodge in the Egyptian context
from eco-guest viewpoints. Also, the result of the survey in this research indicated that the
highest ECO-SERVQUAL dimensions positive effect in the customer satisfaction and are rank as
fellow: assurance, followed by responsiveness, empathy, reliability, tangibles, Eco-activities and
sustainable practices. In addition to, the highest dimension is assurance and the lowest dimension
is Eco-activities and sustainable practices, therefore the eco-lodge manager should take in
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consideration improve dimension Eco - activities and sustainable practices to be as a sustainable
model and matching with the concept of ecotourism.

Future Direction

This study found that the total variation in the dependent variable (Eco-guest satisfaction can be
explained by the independent variables empathy, assurance, responsiveness, reliability,
tangibility and Eco activities, and sustainable practice) as 56.5% of the Eco-guest satisfaction
can be explained by the ECO-SERQUAL dimensions proposed in this study; so 43.5 % need to
be investigated.
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