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Executive Summary
The total economic impact of the Cruise Industry was $119.9 Billion in 2014, whereas it was reported that a guest spends on average $134.72 daily while on their cruise vacation. 
Most participants of this report was seen to travel with XXXXXXXXXX and XXXXXXXXXX on their most recent cruise vacation. 
35.71% of the participants was aged between 65-74 years old, with nationalities such as British, American, and Canadian. British participants accounted for 43% of the participants. 
64.24% of the participants said they did participate on an on-board booked Shore Excursion on their last cruise vacation, however, 32.14% said they did not participate due to reasons such as: price, other activities available independently, limited availability and preference to do it on your own. 
Even though 32.14% said they did not participate on an excursion on their most recent vacation, 42.11% said they would definitely participate on another excursion. Their main focus when choosing an excursion was the actual content, the activity level of the excursion they chose and the price they had to pay. The participants were then asked to rate their latest Shore Excursion experience, where 1 was not satisfied and 10 was very satisfied. The average number was 56 (5.6), so most of the participants rated their excursion as adequate. 
To complete this project it was vital to find out what extra services the guests would like to see to feel they have received value for the money they paid for the excursion. 42.86% of the participants wanted to see water bottles provided on the coaches, as well as extra sightseeing stops were applicable. Others wanted to see maps and proper information provided. 
It was concluded that price plays an important role for when choosing a Shore Excursion, and guests may not feel a great value for price when they are not provided with small, yet essential elements such as water bottles or restroom stops. 
It is recommended to work more closely with the tour operator to make the trip as memorable and enjoyable as possible for the guests. One of the recommendations are to provide water bottles on the coaches, especially during the Caribbean Season. The participants also pointed out that over-crowding of coaches is an issue, so it is recommended to offer more or other excursions that takes a smaller group. It can be argued that guests’ would like to pay extra for that service. 
Small changes can do great things. 
Contents Page

Introduction ……………………...…………………………………………………………… 3
Terms of Reference ……………………………………………………………… 3
Research Methods ………………………………………………………………. 3
Issue Log ………………………………………………………………………….. 3
Findings ……………………….……..………………………………………………………. 4
Discussion and Analysis …….……………………………………………………………. 12
Conclusion ………………….……….……………………………………………………… 13
Limitations and Suggestions ………..……………………………………………………. 13
Recommendations ………………………………………………………………………… 13
Appendix …………………….……………………………………………………………… 14
Appendix 1.1 – Evidence of Submitting Questionnaire …….……………….... 14
Appendix 1.2 – Gantt chart ………….…………………………………………… 16
Appendix 1.3 – Issue Log …………….………………………………………….. 17
Appendix 1.4 – Questionnaire …………………………………………………… 17
Appendix 1.5 – Quality of Tour Guides …………………………………………. 20
Appendix 1.6 – Further Comments from Participants ………………………… 21
Bibliography ………………………………………………………………………………… 23









Introduction
According to Fulford and Baker (2016), customer-perceived value is defined as “the consumer’s overall assessment of the utility of a product based on perceptions of what is received and what is given”
Customers today are more sophisticated than ever and they are continuously demanding value, however, businesses are being advised to be ‘high value’ marketers and provide satisfaction if they want to continue to be profitable. 
According to CLIA (2016), the total economic impact of the Cruise Industry was $119.9 Billion in 2014. It is reported that a guest spend $134.72 daily while on their cruise vacation, and it can be argued that this includes on-board booked Shore Excursion for many of these guests. 
Terms of Reference
This report is written for XXXXXXXXXX and University of Wales Trinity Saint David by XXXXXXXXXX   Management Student. The report will assess current Shore Excursions and guests’ perceived value on these excursions and evaluate whether there is scope to improve Shore Excursion amenities offered.
Research methods
In the Project Initiation Document and previously it was discussed to conduct Focus Groups to assess the Perceived Guest Value within nationalities, however, due to change of management and supervisory duties, as well as arrival of cruise ships to Southampton, the consultant was unable to conduct focus groups with current cruisers. However, the consultant has been submitting the questionnaire on social media and other platforms, such as Cruise Critics. Please see appendix 1.1 for evidence of submitting questionnaire online. 
As the Consultant stated in the Project Initiation Document, a Rolling Wave System would be followed throughout the course of writing this project. Therefore, an amended Gantt chart, enclosed in Appendix 1.2, has been created, which will differ from the original one due to changes stated below in section 1.3 – Issue log. 
Issue Log
Project communication is one of the key factors of success. Openness and sharing of problems and issues is one of the principles of modern project management. The Issue Log enclosed in Appendix 1.3 is a list of issues and problems the consultant experienced throughout the scope of this project. The issues and problems the consultant have experienced will be reflected in this final report. 
Issue Log number 1 was missed meeting from JP Joubert where the overall plan was to discuss further development of the project, however, it was found out on January 25th 2017 that there had been a change of management, which affected the final report greatly as it was unsure if the consultant could continue with the project. On March 3rd it was advised that the project would change from XXXXXXXXXX to XXXXXXXXXX, therefore questionnaires would need amendment. Throughout the scope of this project there has been poor communication from XXXXXXXXXX regarding this project. Due to late replies from XXXXXXXXXX, it was decided that the questionnaire would go live on different platforms on 3rd April 2017, 11:30 am. XXXXXXXXXX name needed to be taken out of the questionnaire due to issues with not responding to the consultants emails. The questionnaire was now more general than what it was supposed to be, however, this information was sent to XXXXXXXXXX Supervisor, Geoffrey Burleton. 
Findings
A total of 28 people responded to the questionnaire that was submitted on several Cruise Forums. As mentioned in section 1.3 Issue Log, the consultant had to seek other ways to receive information from cruisers, therefore Cruise Forums was seen to be the most effective way to do so. Hence this change, these findings will not solely be based on XXXXXXXXXX as first initiated, but will implement information gathered from other Cruise Lines as well. Please find a draft of the questionnaire enclosed in appendix 1.4. 
After analysing the Consultants survey, it was seen that most of the participants have most recently travelled with XXXXXXXXXX and XXXXXXXXXX. Out of 28 responds, these cruise lines stood for 20 responds. XXXXXXXXXXXXXXXXXXXX and XXXXXXXXXX Cruises stood for 25% each of the responds, while XXXXXXXXXX and XXXXXXXXXX Cruises accounted for 11% of the responds each.


The demographic of the participants ranged from the age 16-75 or older, where the main demographic was seen to be the 65-74 year bracket with 35.71%, however, it was managed to get information from 4 out of 5 age brackets. 75 or older bracket had 0 responses.

An important part of this final report was that the consultant were supposed to assess the Guest Perceived Value within different nationalities, but due to change of research methods as mentioned in section 1.2 – Research Methods, the consultant found it difficult to find a good variety of nationalities to participate in the questionnaire. Out of the 28 participants, 36% was of American origin, while 43% was of British Origin. Due to the lack of a variety of nationalities, it can only be argued that more nationalities may have the same views as the nationalities gathered in this research.


53.57% of the participants travelled on their latest cruise vacation with their partner, while 32.14% travelled with friends and relatives. 3.57% said they travelled by self.


The consultant saw a good variety of male and female participants in the excursion, with 18 females and 10 males responding. 


Question 4 of the Survey included the question “Have you ever participated on an onboard booked Shore Excursion during your cruise vacation?” where 64.29% said that they have participated on one. 

32.14% said they did not participate on an on-board booked Shore Excursions, and here are some of the reasons why they chose not to do so.
“Too expensive and too crowded. We don’t enjoy bus trips with 40+ people”
“Equivalent activity was available at a lower price by booking independently”
“Excursions are hit or miss. Also, they are never timed correctly”
“Only book ship excursions when DIY is impractical”
“From past experience, ship tours are overpriced and not as good as private tours”
“Limited availability and high cost”
“Easy to do on our own”
Question 5 “If yes to question 4, are you more or less likely to participate on another Shore Excursion with a cruise line?” 42.11% responded that they are definitely participating on another on-board booked Shore Excursion, where 15.79% said they were less likely. No participants said they were not likely to do so again in the future. In needs to be noted from Question 4 that 9 participants’ skipped question 5 due to relevancy of the question as they have not participated on a Shore Excursion booked on-board.

Following on from previous questions, it was important to find out what the participants main focus was when they were choosing their Shore Excursion. On this question, the Consultant used a Ranking Scale so participants ranked their main focus from 1 to 5, where 1 was the main focus and 5 was the least focus. According to the responses on this question, 12 participants rated Content of Shore Excursion as their main focus when choosing an excursion on-board, with a final score of 4.18. And as no surprise, with a final score at 3.06, the Price of the Shore Excursion also played an important role for the participants when choosing and excursion. 50% of the participants rated Accessible Excursion as the least of their focus when choosing an excursion.


Tour guides are seen to be a vital part of the Shore Excursion experience. They are there to provide information and give the guests a memorable tour, therefore the Consultant that is was important to get the publics’ view on their experience of their most recent tour guide, and here are some of the responses.
“Adequate. Excursion was solely train to large city with self-explore”
“Excellent”
“Very knowledgeable & happy to answer questions”
“Very good”
“Engaging”
Most of the participants have been positive to their tour guide, which is important. The experience the guests have on their Shore Excursion could make or break with the tour guide. Please see appendix 1.5 for a further description from one of the participants on their views regarding tour guides. 
The participants was then asked to rate their Shore Excursion experience from 1-10, where 1 is not satisfied and 10 is very satisfied. The Shore Excursion experience incorporates all the above questions, including the price, the tour guide, and the content of the excursion, which then can be interpreted as their overall perceived value of their excursion. The average was 56 (5.6), which is seen to be almost half of the top score 10. 

To get a more sense over why their Shore Excursion experience were rated lower than expected, the consultant had to ask if there was any ways the participants would see their experience improve. Here are some of the replies received.
“Lower price”
“Lower Price”
“Rotate seats on coaches after every stop so everyone gets the chance to see what the guide is pointing out”
“Too long in smaller towns”
“I wish most were longer”
“Water on the coach, especially when the coach doesn’t have air con”
“Smaller  groups, less time shopping in tacky souvenir shops”
“Not so much shopping”
“More research to what customer wants”
“Yes. Lower price for the services that we get”
In question 10, the consultant asked the participants if there was any extra services they would like to see added to their Shore Excursion, where some of the options were washroom breaks, water on transportation, refreshment stops, extra sightseeing stops, stops for shopping to name a few.
Extra Sightseeing Stops and Water on Transportation was the extra services that most of the participants wanted to see being added, with a total of 42.86% on each service. After Sightseeing Stops and Water on Transportation, Washroom Breaks and Refreshment Stops counted both for 33.33% of the responds. The consultant also added “Other, please specify” to the question in case none of the above were applicable for some. In that section we had 3 responses, which were as follows.
“Adequate maps and information”
“The ability to structure the tour to the interests of the group”
“Less stops where selling is involved”
Even though these are valid points, especially the second one, it is to be noted that Shore Excursion coaches usually consists of 25-40 guests. It will be difficult to get everyone to agree on Sightseeing Stops etc. 

Even though the initial participant number on the questionnaire was relatively good, the Consultant did get information from others who did not want to personally be involved in the questionnaire. Enclosed in appendix 1.5 there is evidence of further information from others not wishing to take part in the questionnaire, but who was more than happy to give their views in the forum itself. Some of this feedback goes back to the initial feedback the consultant received in the questionnaire, and helps build up the later discussion and analysis. 
Discussion and analysis
As analysed in Section 2.0 Findings, most of the participants in the Consultants questionnaire finds the Shore Excursions booked on-board too crowded, too expensive and they are not benefitting from booking on-board financially. It can be discussed that booking through an independent tour operator or have the ability to go explore on their own benefits the participants more financially, however, mentioned by one participant in Appendix 1.6, some do like the safety of booking their Shore Excursion on-board due to safety and security reasons. Another major concern from the participants was the overcrowded coaches. A normal Shore Excursion coach can accommodate everything from 25-40 or more guests. Not everyone on the coach will be able to see what the tour guide explains, so one of the recommendations made was that there will be rotation of seats after every stop. This could be a good idea, but when travelling with that many people there is bound to be somewhat of a conflict, which again will affect their experience of the tour. The guests may or may not go to the Shore Excursion Desk on-board to say that they did not feel they received value for what they initially paid for the Shore Excursion. Another participant said it was a good idea to plan the excursion after the guests’ wishes, which draws lines back to the rotation of the seats and the unfairness of sightseeing stops. It is difficult to accommodate all guests when they are on a Shore Excursion. Some guests may feel the excursion is wonderful, while others doesn’t feel the same way. 
According to Petrick (2015), price significantly impacts tourists’ decision-making process, and therefore highly related to purchase behaviour. Throughout the scope of this project and by analysing the questionnaire, the consultant have experienced that price do play a significant role for the ones choosing to participate on an on-board booked Shore Excursion. It can be argued that the cruise industry have greater difficulty incorporating yield management principles, this due to greater marginal costs and a very small percentage of business travellers. 
Conclusion
It can be concluded that most of the participants are happy with their most recent on-board booked Shore Excursions, however, with the lack of certain amenities on the actual excursion, some feel they do not receive good value for the money they paid. Like mentioned, it is difficult to accommodate all needs, but by listening to the guests, it is possible to make a change that will benefit not only the guests, but also XXXXXXXXXX and the overall guest experience and satisfaction. The overall price for a Shore Excursion on-board may arguably be more expensive than what is initially thought when booking a cruise vacation, however, by providing small amenities on the transportation modes, guests’ may feel they have received good value for the price they paid. Another important focus the participants pointed out was the content of the Shore Excursion. Here it is important to constantly gather information if the content of the excursion is like advertised. By experience it has been noticed that most guest complaints is in regards to price and content of Shore Excursion, where guests’ feel they have not received value for money due to the high cost of the Shore Excursion, and then not received what is promised of content on the actual excursion. 
Limitations and suggestions
The overall result of this case study is encouraging, however, due to the limitations of this questionnaire there might be some inconsistencies due to the lack of a variety in nationalities and that this case study incorporates all cruise lines and not XXXXXXXXXX specifically. This may arguably also open pathways of future research on this topic, and perhaps other topics that may be of interest to XXXXXXXXXX. 
Recommendations
XXXXXXXXXX provides a good range of Shore Excursion for their guests, but with the wide range of individual tour companies across their port of calls and the guests willingness and ability to explore on their own, it is necessary to review the total package delivered to the guests, whether it is reviewing the price of the excursion, which is seen to have an impact on their decision. Even though most of the cruise passengers participating in this questionnaire is fairly happy with their most recent excursion, there is more that can be done to give that extra service. This could include water bottles on coaches where air-condition in the coach does not work. Even though transportation modes and its amenities is mostly provided by the Tour Operator, XXXXXXXXXX can work more closely with its Tour Operator to provide those small, yet necessary amenities for its guests. Most of the participants in this project were unhappy with the over-crowded coaches when going on an on-board booked Shore Excursion and the consultant was informed that Individual Tour Operators provide smaller coaches or mini-buses instead. A recommendation to make the experience more comfortable and memorable for the guests is to, again work more close with the Tour Operator, to provide more tours in smaller groups. It can be argued that guests are willing to pay more for comfort and reassurance. Many complaints are seen to be due to wrong advertising of the Shore Excursion, therefore it is vital to constantly review the Shore Excursions offered, especially those excursions that are seen to receive content complaints. 
If small changes are set in place, XXXXXXXXXX might see a boost in on-board booked Shore Excursion and a decrease in guest complaints. 
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