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Handout 1   PG1 - FULL RESEARCH PROPOSAL 
 
This form is to be completed by both the student and supervisory team within THREE months 
for full time students and SIX months for part time students, after the commencement of the 
research degree or Part Two. Return the completed form to the -Academic Office. The 
Academic Quality Handbook contains the academic regulations relating to Research Degrees 
(Chapter 8) http://www.uwtsd.ac.uk/academic-office/academic-quality-handbook/ 
 
Academic Office, University of Wales Trinity Saint David, Carmarthen, SA31 3EP  
Tel:  44 (0)1267 676785 Email: pgresearch@uwtsd.ac.uk  

 

Student Details  
Institution/Centre of Study 
 

Hong Kong Management Association 
 

Student Family / Surname: 
 

Chan 

Student Given / First name: 
 

Tai Man 

Student Number 
 

xxxxxx 

Faculty and School Faculty of Business and Management 

Are you a Member of Staff at UWTSD? 
 

YES   ☐ NO   ☒ 

Are you an International student 
currently on a Tier 4 visa? 

YES   ☐ NO   ☒ 

Start Date  End Date  
Mode of Study 
 

Part time   ☐ Full time   ☐ 

PhD 
by Research 

PhD  
Practice 
Based 

PhD by  
Published 
Works 

Professional 
Doctorate 
(including DBA, 
DProf, Ed D) 

MPhil by 
Research 
 

MPhil 
Practice 
Based  
 

☐ 
 

☐ ☐ ☒ ☐ ☐ 

MA by 
Research 

MSc by 
Research 

MRes    

☐ 
 

☐ 
 

☐ 
 

   

 
 

Proposed Research 
PG1A Guidance notes for completing the PG1 form can be found on the intranet at 
http://www.uwtsd.ac.uk/academic-office/appendices-and-forms/  

 

Current Proposed Title (20 / 30 words): 

Linking Tour Guide Performance to Tourist Satisfaction: A Study of Mainland Chinese Tour 
Groups in Hong Kong 
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Background & Context (approx. 500 words) 
(A list of references should be included) 
Parallel to the economic development of China, overseas travel has increased rapidly in the past 
two decades. Due to Hong Kong’s proximity to the mainland, it has become one of the most 
visited places by Chinese tourists. Last year alone, over 10 million Chinese tourists went to Hong 
Kong. While there has been a relaxation of restrictions on independent travel, guided tour is still 
the predominant mode of travel outside of the country. Research evidence suggests that tourists’ 
satisfaction judgements with guiding services wield substantial influence over their overall 
satisfaction with tour services (McDonnell, 2001). Very often, it is the tour guides’ skills and 
performance that make a great difference to the tourists. Despite the significant role that tour 
guides play in tours, hardly any research has been conducted, and little has been done to ensure 
that the service they provide actually lives up to tourists’ expectations. 
  
In previous attempts to explain tour guide performance and tourist satisfaction, researchers 
tended to focus on the formal duties of tour guides and did not recognise that social aspects could 
be even more important. Recent studies in marketing have called attention to the service provider 
role performance, a previously neglected construct, as a determinant of customer satisfaction. The 
origin of role theory can be traced to performances on stage, where actors manifest a role’s 
obligations and responsibilities through stereotyped behaviour and attitudes. The theory suggests 
that tourists will communicate verbally and non-verbally with the tour guide about what he should 
or should not do. They are not satisfied when a tour guide’s performance falls short of their 
expectations.  
 
The intent of the proposed study is to develop and validate an instrument capable of assessing 
the role performance of tour guides in Hong Kong based on the role theory. A specific interest is to 
understand whether and how Hong Kong tour guides’ role performance relates to Chinese 
tourists’ satisfaction with guiding services. The importance of the Chinese tour market to Hong 
Kong, in combination with the fact that there is a dearth of research into tour guiding, provides a 
strong rationale for the development of a tour guide performance assessment instrument. The 
results could be used as a benchmark for identifying training needs and formulating training 
programmes for tour guides. This instrument developed can also be adapted to other countries 
where Chinese group tours are common. 
 
McDonnell, I. (2001). The role of the tour guide in transferring cultural understanding (Working 
Paper No. 3). Retrieved from https://opus.lib.uts.edu.au/bitstream/2100/893/1/lstwp3.pdf 
 
 
Aims and Objectives (approx.. 250 – 500 words) 
Role theory has been applied in areas such as marketing (Netemeyer, Boles, McKee & 
McMurrian, 1997), human resources (Welbourne, Johnson & Erez, 1998) and organisational 
behaviour (Ilgen & Hollenbeck, 1991) with fruitful results. Despite the centrality that role 
performance takes in the service encounter, only a limited number of tourism researchers have 
cited role theory in their studies. Role theory offers a different route to understanding service 
performance and customer satisfaction in service environments. The proposed study will add to 
the existing body of work in this area by examining how tour guide role performance relates to 
tourist satisfaction with guiding services. Specifically, the study will investigate: 
 

 the underlying constructs of the role performance of tour guides as perceived by tourists; 
 the reliability and validity of an assessment tool in measuring the role performance of tour 

guides; and 
 the link between the role performance of tour guides and tourist satisfaction with guiding 

services. 
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The contribution of this research will lie in critically and systematically assessing the underlying 
constructs of tour guide role performance and their effect on tourist satisfaction. It will constitute a 
new approach to the study of service quality in general and guiding services in particular. The 
identification of specific forms of expected tour guide role behaviour will be a theoretical and 
managerial outcome of the study. The resulting instrument will advance the theoretical 
understanding of role theory in the context of tour guiding. In addition, the resulting role behaviour 
and expectations will form the basis of developing strategies for the recruiting, training and 
management of tour guides. The challenge to build and maintain a pool of professional and 
committed tour guides who are able to take on a variety of roles is a critical undertaking in today’s 
marketplace. Tour operators that are able to do this gain a definite advantage over others. 
 
Proposed plan of work including timetable  
 
 

Proposed methodology (approx. 500 words): 

For an improved understanding of the role performance constructs and their relation to tourist 
satisfaction, a two-stage approach will be adopted. The first stage, that is qualitative in nature, will 
involve a literature review, focus group discussions, expert panel, and pilot test. The aim of this 
part is to generate a meaningful sample of items for tour guide performance and tourist 
satisfaction. In the second stage, a quantitative tourist survey will be undertaken to validate the 
instrument and analyse the causal relationships in the research model. The procedures employed 
at each stage are described below: 
 
Stage 1 
 
To ensure a valid and reliable instrument, the step-by-step approach for instrument development 
that Churchill (1979) suggested will be adopted. First, the domain of each construct will be 
specified based on a literature review. Second, relevant items that represent the domains of these 
constructs will be derived from focus groups interviews. Third, the items’ face and content validity 
will be assessed by a panel of experts. Finally, a pilot study will be undertaken to assess the 
reliability of the items. The process will be repeated as necessary until a valid and reliable 
instrument is obtained.  
 
Stage 2 
 
The goal of the second stage will be to validate the instrument and support or refute the 
hypothesized relationships. Survey research will be conducted, using the questionnaire developed 
in the first stage. 
 
Survey procedure – The sample for this study will consist of tourists who have joined a group tour, 
visited Hong Kong, and experienced the services of a tour guide. The required data can be 
collected either through self-administered surveys or personal interviews. A self-administered 
survey will be used because personal interviews are too expensive and require many well-trained 
staff. The surveys will be given to land operators for distribution at the end of the tour. There are 
more than 300 land operators that offer tours to mainland tourists, but the majority of them are 
very small or do not have full-time employees. Land operators with more than 10 full-time 
employees will be invited to participate in the survey. Participating operators will be given an 
assigned number of survey packets. Each packet will contain a questionnaire and a self-
addressed pre-paid return envelope. As an incentive, respondents will be included in a lottery to 
win $200.    
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Sample size – Although there is no clear standard for how many subjects who should be surveyed 
in structural equation modelling, Joreskog (1993) proposed a rule of thumb based on the number 
of indicators that are included in the study. Specifically, when there are k indicators, the minimal 
sample size should be k (k+1)/2. The largest subscale in this study is expected to be composed of 
a maximum of twenty-five indicators; therefore, a sample of 325 will be adequate using this 
criterion. Stevens (1996), however, argued that a sample of at least 400 is necessary to avoid 
misspecification errors. To ensure reliable results, a conservative approach will be taken in the 
present study, whereby the sample size will be increased to 600. Assuming the usual response 
rate to voluntary questionnaires of 50% (Kerlinger, 1973), about 1,200 tourists will be approached 
to derive a sufficient sample size.  
 
Data analysis – In accordance with the objectives of the study, data will be analysed using the 
Statistical Package for Social Science (SPSS). Frequency of distribution and means will be used 
to describe tour guide role performance and tourist satisfaction. Exploratory factor analysis will be 
used to identify the key components or factors underlying tourists’ responses. Structural equations 
via LISREL will be employed to validate the factors and verify the relationships. 

Introductory bibliography: 

Chan, A. (2003). The impact of tour service performance on group cohesion, customer satisfaction and 
behaviour intentions. PhD Thesis, University of Strathclyde. 

Chan, A., Go, F., & Pine, R. (1998). Service Innovation in Hong Kong: Attitudes and Practice. The Service 
Industries Journal, Vol. 8, No. 2, pp. 112-124. 

Chan, A., Wong, S., & Leung, P. (1998). Ethical Beliefs of Chinese Consumers in Hong Kong. Journal of 
Business Ethics, Vol. 17, No. 11, pp. 1163-1170. 

Cheng, Simone, Lam, Terry, and Hsu, Cathy H.C. (2003). Dissatisfaction responses of Chinese customers 
in high-class restaurants. First Asia-Pacific CHRIE Conference Proceedings, 309-320.   

Chon, K. S., & Olsen, M. D. (1991). Functional and symbolic approaches to consumer 
satisfaction/dissatisfaction in tourism. Journal of International Academy of Hospitality Research, 28, 
1-20.  

Cohen, E. (1985). The tourist guide: The origins, structure and dynamics of a role. Annals of Tourism 
Research, 12(1), 5-29. 

Holloway, J. C. (1981). The guided tour: A sociological approach. Annals of Tourism Research, 8(3), 377-
402.  

Hsu, Cathy H.C. (2003). Mature motorcoach traveler's satisfaction: A preliminary step toward measurement 
development. Journal of Hospitality and Tourism Research, 27(3), 291-309. 

Hsu, Cathy H.C. (2000). Determinants of mature travelers’ motorcoach tour satisfaction and brand loyalty. 
Journal of Hospitality and Tourism Research, 24(2), 223-238. 

Hsu, Cathy H.C., & Wong, Kevin. (2003a). Senior travelers’ hotel choice and satisfaction: An investigation 
based on country of origin. Review of Business and Economics. (in press) 

Hsu, Cathy H.C., & Wong, Kevin. (2003b). Understanding Mainland Chinese domestic mature travellers’ 
motivation and behavior. Funded by HKPU, HK$200,000. 

Ilgen, D. R., & Hollenbeck, J. R. (1991). The structure of work: Job design and roles, In M. D. Dunnette & L. 
M. Hough (Eds.), Handbook of Industrial and Organisational Psychology, (pp. 165-207). California: 
Consulting Psychologists Press Inc. 

Johns, N., & Chan, A. (2003). The Impact of Chinese Culture upon Service Predisposition. The Service 
Industries Journal, 23(5), 107-122.  

Jöreskog, K. G. (1993). Testing structural equation models. Sage focus editions, 154, 294-294. 
Katz, D., & Kahn, R. L. (1978). The social psychology of organisations, 2nd Edition. New York: Wiley.  
Netemeyer, R. G., Boles, J. S., McKee, D. O., & McMurrian, R. (1997). An investigation into the antecedents 

of organisational citizenship behaviours in a personal selling context. Journal of Marketing, 61(July), 
85-98. 

Oh, H., & Parks, S.C. (1997). Customer satisfaction and service quality: A critical review of the literature and 
research implications for the hospitality industry. Hospitality Research Journal, 20(3), 35-64.  

Oliver, R. L. (1981). Measurement and evaluation of satisfaction process in retail setting. Journal of 
Retailing, 57(Fall), 25-48.  

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of service quality and its 
implications for future research. Journal of Marketing, 49(4), 41-50. 
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Price, L., Arnould, E., & Tierney, P. (1995). Going to extremes: Managing service encounters and assessing 
provider performance. Journal of Marketing, 59 (April), 83-97. 

Reisinger, Y., & Waryszak, R. (1994). Japanese tourists’ perceptions of their tour guides: Australian 
experience. Journal of Vacation Marketing, 1(1), 28-40.  

Saxe, R., & Weitz, B. A. (1982). The SOCO scale: A measure of the consumer orientation of salespeople. 
Journal of Marketing Research, 19(August), 343-351.  

Solomon, M. R., Surprenant, C. F., Czepiel, J. A., & Gutman, E. G. (1985). Service encounters as dyadic 
interaction: A role theory perspective. Journal of Marketing, 49(Winter), 99-111. 

Swan, J. E., & Combs, L. J. (1976). Product performance and consumer satisfaction: A new concept. 
Journal of Marketing, 40(April), 25-33. 

Weiler, B., & Davis, D. (1993). An exploratory investigation into the roles of the nature-based tour leader. 
Tourism Management, 14(2), 91-98.  

Welbourne, T. A., Johnson, D. E., & Erez, A. (1998). The Role-Based Performance Scale: Validity analysis 
of a theory-based measure. Academy of Management Journal, 41, 540-555. 

Yung, E., & Chan, A. (2001). Business Traveler Satisfaction with Hotel Service Encounters. Journal of 
Travel & Tourism Marketing, Vol. 11(4), pp. 29-41. 

 
Facilities and resources available for the investigation: please indicate if you expect to need any 
special resources 
 
 

 
 
Special Issues 

Tick √ 
 YES NO 

Submission to include non-written work                    ☐ ☒ 

Research is part of a group project                                            ☐ ☒ 

Research is to be undertaken outside of the UK                           ☒ ☐ 

Is a bar on access being sought? ☐ ☐ 

Language of thesis English ☒ Cymraeg ☐ 

 
Training Needs 
Please include any training needs that have been identified for this project: 
 
 
 
Have you been made aware of the Research Development 
Programme at http://www.uwtsd.ac.uk/rdp/rdp-online-/ ? 
 

YES  ☐ NO  ☐ 
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Ethical Issues 
 
Following approval of the Full Research Proposal an application must be made by ALL research 
students to the Ethics Committee through the form PG2/E1 prior to any data collection taking 
place. 
I have understood the above statement and will make an application to the Ethics 
Committee following approval of the PG1 Full Research Proposal 
 

 
☒ 

 
Intellectual Property IP 
It is anticipated that Intellectual Property (IP) will be produced as a result of this research. 

Tick √ 

 YES NO 

Is the IP already subject to a separate agreement with a third party 
(e.g. employer, sponsor or external funder)? If so please provide 
details below 

☐ ☐ 

Is the research dependent upon background IP owned by:  
If so, please provide details below 

UWTSD 
☐ 

A third party 
☐ 

Text box will expand 
 
 
 

Tick √ 

I understand that: YES NO 

If any party other than the student is likely to be involved in the 
development of IP a separate IP agreement will be needed and it 
may be necessary for the student to assign the IP rights to the 
University. 
 

☐ ☐ 

If there are no third parties involved in the creation of the IP the 
student is deemed to own the IP, however should the student wish to 
commercially exploit their IP and require the assistance of the 
University to do so, they will be required to assign their IP to the 
University.  http://uwtsd.ac.uk/ip  
 

☐ ☐ 

 
Sponsorship Declaration 

 
 

Students should note that once the result of the thesis examination has been confirmed by the Research 
Degrees Committee, the Academic Office will arrange for any sponsors to be notified of the outcome of the 
examination.  Students that are in receipt of a sponsorship should also be aware of any requirements from 
their sponsor(s) especially in the light of any restriction of access requested by Students as specified in 
Chapter 8 of the Research Degrees Regulations.   
 
I have understood the above statement in relation to sponsors 
 

☐ 

Provide details of your sponsor here (if appropriate): 
 
 

 



  
  
  Appendix PG1 

 
 
 
  

7 
October 2018                                                                                                   PG1 Full Research Proposal 

Student Signature 
 
 
Student Signature 
 

 Date: 
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Supervisory Team 
PG1A Guidance notes for completing the PG1 form can be found on the intranet at 
http://www.uwtsd.ac.uk/academic-office/appendices-and-forms/  

 
 
 
Comments on the proposal by the supervisory team (approx. 300 words): 
 
 
 
 
 
Comments on the progress made so far by the supervisory team (approx. 300 - 500 words) 
 
 
 
 
 

 
Authorisation 

 
To be completed by Supervisory Team, Faculty Director of Research Degrees and Head of 
School 
 
 
              Supported:  ☐                                                     Not Supported:  ☐ 
 
 

 
 
 
Lead Supervisor 

Signature or Print Name: 
 
 
 

Date: 

Supervisor Signature or Print Name: 
 
 

Date: 

Director of Studies (if 
not Lead Supervisor) 

Signature or Print Name: 
 
 
 

Date: 

 
Head of School / Dean 
of Faculty / or nominee 
 
Or 
 
Faculty Director of 
Research Degrees 

Signature or Print Name: 
 
 
 

Date: 

 


