Tourists and locals value different factors

Touchpoints ranked by impact on perceived quality

Locals Tourists
courtesy NN 0.89 Courtesy 1.13
Professional [N 0.78 Layout 0.92
variety [N 0.73 Professional 0.85
Exchange [N 0.65 Variety 0.56
promotions [N 0.48 Promotions 0.52
Layout [ 0.32 Exchange 0.39

Numbers represent the magnitude of impact. ie: How much perceived quality improves by for
every 5-point increase in the touchpoint

Source: Institute of Service Excellence at SMU (ISES)



