Exercise - Answers
Steps in Developing Attitudinal Scales

Steps 1 and 2: Cohen (1985) articulated a model that distinguishes tour guide’s role in four areas: instrumental, interactionary, social (expressive) and communicative.
Step 3: a) Instrumental behavior: Tour guide behavior that is aimed at carrying out the travel service procedures, disseminating information, and distributing and activating travel related resources. b) Expressive behavior: Tour guide behavior that is aimed at cultivating integrative relationships between the tour members and regulating the tension level among them
Step 4: Tour Guide Role Performance as Indicated by Focus Groups and In-Depth Interviews
	
	Items

	Instrumental Role
	Leader

· Adjust the time that is spent at some attractions

· Take a head count each time that the group reconvenes

· Monitor the pace of the tour

Organiser

· Work closely with local suppliers

· Know what to do in an emergency

Communicator

· Suggest suitable places to go in free time

· Remind clients of customs clearance procedures and regulations

· Communicate clearly

· Translate for clients when necessary

	Expressive Role
	· Make clients talk to one another

· Knit clients into a cohesive group

· Initiate play and jokes to kill time

· Involve clients in recreation and recreation and entertainment activities

· Have a good sense of humour

· Have a personality that compliments the job

· Relate well to clients 


Steps 5 and 6: Tour Guide Performance Items

	Item

	Instrumental Behavior

	1. The tour guide was not flexible enough in adjusting the time spent at some attractions

	2. The tour guide took a head count each time that the group reconvened.

	3. The tour guide was skilful in monitoring the pace of the tour.

	4. The tour guide worked closely with local suppliers, e.g. hotels, restaurants, and bus drivers, etc.

	5. I had confidence that the tour guide knew what to do in an emergency.

	6. The tour guide suggested suitable places to go in our free time.

	7. The tour guide reminded clients of customs clearance procedures and regulations.

	8. The tour guide always communicated clearly.

	9. The tour guide translated for clients when necessary.

	Expressive Behavior

	1. The tour guide tried to make clients talk to one another.

	2. The tour guide tried to knit clients into a cohesive group.

	3. The tour guide initiated play and jokes to kill time.

	4. The tour guide tried to involve clients in recreation and entertainment activities.

	5. The tour guide had a good sense of humour.

	6. The tour guide had a personality that interfered with his job.

	7. The tour guide related well to clients.


Steps 7 to 12: Factor Loadings of Tour Guide Performance

	Factor
	Factor Loadings

	Instrumental Behavior (Cronbach’s Alpha=0.750)
	

	The tour leader/guide took a head count each time that the group reconvened.
	0.728

	The tour leader/guide was skilful in monitoring the pace of the tour.
	0.810

	The tour leader/guide worked closely with local suppliers, e.g. hotels, restaurants, and bus drivers, etc.
	0.658

	I had confidence that the tour leader/guide knew what to do in an emergency.
	0.507

	The tour leader/guide suggested suitable places to go in our free time.
	0.790

	The tour leader/guide reminded clients of customs clearance procedures and regulations.
	0.696

	The tour leader/guide always communicated clearly.
	0.600

	The tour leader/guide translated for clients when necessary.
	0.407

	Expressive Behavior (Cronbach’s Alpha = 0.749)
	

	The tour leader/guide tried to make clients talk to one another.
	0.749

	The tour leader/guide tried to knit clients into a cohesive group.
	0.771

	The tour leader/guide initiated play and jokes to kill time.
	0.750

	The tour leader/guide tried to involve clients in recreation and entertainment activities.
	0.644

	The tour leader/guide had a good sense of humour.
	0.589

	The tour leader/guide related well to clients.
	0.662
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