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PRESENTATION

One of the main aims of the National Tourism Program 2001-2006 is: to have 
totally satisfied tourists.

In order to determine the effect of the various actions that the national tourist 
sector, both private and public, have on tourist satisfaction, a monitoring 
system was set up in order to establish the profile and level of satisfaction of 
tourists in Mexico.

Level of satisfaction is measured using an index that determines the variables 
involved in having totally satisfied tourists. Variables cover four travelling 
aspects: arrival, tourist services, destination and departure. 

In order to set up and apply the satisfaction index, it was decided to consider 
the opinion of international tourists visiting Mexico, departing from eight 
airports: Acapulco, Cancun (with information on the Mayan Riviera), Mexico 
City, Guadalajara, Los Cabos, Mazatlan, Monterrey and Vallarta (with 
information on Nuevo Vallarta). 



METHODOLOGY

Scope of Sample 

International tourists (defined using the criteria of the World Tourism 
Organization, WTO) departing Mexico from one of the aforementioned airports 
were used as the sample for this survey. 

The primary sampling unit includes scheduled and charter flights departing 
Mexico. 

The secondary sampling unit includes international tourists departing the 
country by air.

The scope of the sample was based on weekly information provided by airports. 



METHODOLOGY

Size and Selection of Sample

The size of the sample was defined using the following parameters: a level of 
trust of 95 percent and an error rate of 5 percent per airport, and 1.8 percent 
for the overall survey.

Flights were selected randomly in proportion to the number of flights 
departing from each airport.

Tourists interviewed were chosen at random, immediately moving on to 
another one if our approach was rejected.



METHODOLOGY

Questionnaire
Self-applied questionnaires were handed out to tourists before their flight 
departed as the basic premise to determine project viability.

The questionnaires included 55 questions that covered:

Tourist profile data (residence, nationality, age, gender, education, income, 
group size, reservations, previous trips, means of information, length of stay)

Appraisal of arrival services (immigration, customs and baggage)

Appraisal of tourist stay at main destination:
Tourist services (lodging, food, tourist guides)
Destination (cleanliness, activities, on-site information, taxis, shopping, 
safety)

Appraisal of departure services (transportation to airport, cleanliness and 
comfort of airport, airport security, airline service)

Questionnaires were designed in Spanish and translated into English, French, 
Italian, Portuguese and German.





METHODOLOGY

Processes and construction of indices

Twenty attributes were defined to obtain the satisfaction index, including questions concerning services  
at the airport of arrival, departure services, and an appraisal of the stay at the main destination for each 
tourist. 

Once the necessary statistical consistency had been established, the satisfaction index of international 
tourists departing by air was self-constructed with the answers to the 20 questions.

The folllowing formula was used in order to create an index with a scale of 0 to 100, based on four 
possible answers (excellent, good, bad and very bad):

I = 50 + 0.5*(%Excellent - %Very Bad) + 0.25*(%Good- %Bad)

Where the extremes were compared with each other, as were the averages, in order to establish a 
scale of 0 to 100, with greater emphasis being placed on extremes (.50) than averages (.25).

The result of this was that if a tourist gave a rating of Very Bad, the equivalent value was 0 (zero) and, on 
the other hand, if the tourist gave a rating of Excellent, the equivalent value was 100.
This formula lessened the effect of the courtesy factor.

Once the satisfaction indices had been established, the Dalenius and Hodges stratification method was 
applied, which satisfies the requirement of obtaining the minimum variation between layers, and similar 
groups of tourists were created on the basis of the ratings given.



METHODOLOGY

The result after appplying stratification to the overall index was as follows:

Ratings between 0 – 6.9 were obtained from tourists that said that they 
were Not At All Satisfied (very bad).

Ratings between 7 – 7.9 were obtained from tourists that said that they 
were Not Very Satisfied (bad).

Ratings between 8 – 8.9 were obtained form tourists that said that they 
were Satisfied (good).

Ratings between 9 and 10 were obtained from tourists that said that they 
were Completely Satisfied (excellent).
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In general, what did you think of the destination?
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