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|- BACKGROUND:®

SIYAHA, Jordan Tourism Development Project commissioned MEMRC to conduct a survey targeting
members of the tourism industry Associations to assess attitudes and perceptions on the performance of those
Associations.

Members of the following Associations were included: ®

» Jordan Hotel Association (JHA).

» Jordan Restaurant Association (JRA).

» Jordan Society for Tour and Travel Agents (JSTTA).
» Jordan Tour guides Association (JTGA).

» Jordan Inbound Tour Operators Association (JITOA).

» Jordan Society for Handicrafts Manufactures and Retailers (JSHMR).
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I- METHODOLOGY:®

1- SAMPLING FRAME : ®
Membership of targeted Associations as quoted in annex re ""Request for Proposal®'.
2- SAMPLE DESIGN: ®

Proportional to size allocation for each of the six Associations utilizing sample fraction method within
category i.e. five star, four star, A,B etc.

3- INTERVIEWER METHOD: ®
Face — to — face interviews.
4- SAMPLE SIZE: &
(232) interviews.
5- ELIGIBLE RESPONDENT: ®
Person representing the establishment at the Association.

6- SAMPLE COMPOSITION: ®

Number Of Interviews

1- Classified Hotels / Suite Apartments 50
2- Restaurants 58
3- Travel Agents 40
4- Tour Guides 38
5- Jordan Society for Handicrafts 25
6- Inbound Tour Operators 15

TOTAL 232
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[11- MAIN FINDINGS: ®

1-  Level of Satisfaction Within The Past 5 Years Performance of the Associations: 2
A very modest level of satisfaction on the performance of Associations was obtained.

The mean percent was computed at 33% with (11%) Satisfied to a large degree and (37%) Not at all satisfied

Satisfaction on performance: R

Percent
1- Satisfied to a Large Degree 11.2
2- Satisfied to a Moderate Degree 38.4
3- Satisfied to a Small Degree 10.8
4- Not at all Satisfied 37.1
5- Not Sure 2.5
TOTAL 100.0%

MEAN PERCENT 33%
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Around a third of all members interviewed, however, felt that the performance of the Associations have improved
during the year 2005.

Whether performance improved during 2005: 2

Percent
1- Improved 35.3
2- Deteriorated 16.4
3- Remained the Same 45.7
4- Not Sure 2.6
TOTAL 100.0%
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Less than a forth were able to mention one or more activity performed by the Associations that could be commended
for:

Have done anything that could be commended for: 2

Percent
1- Yes 22.8
2- No 70.7
4- Not Sure 6.5
TOTAL 100.0%

Those activities relate to:

Percent
1- Policy Advocacy & Members / Industry Rights Support 6.5
2- Training, Conferences Tradeshows & Networking 6.2
3- Member's Benefits 52
4- Promotion & Awareness 0.7
5- Other 3.5
6- Nothing to be Commended for / Not Sure 77.9

TOTAL 100.0%
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2- Activities Expected to be Performed By the Associations: 2

Five activities were checked for their importance to the industry, whether practiced by the Associations and whether
those activities have benefited members: 2

Defining Improving Providing Defending Obtaining

Criteria for Quality Training Members' International

Developing the of Services to Rights Certificates on

Industry to Customers Members Quality Service
» Level of Importance 89.5% 80.0% 78.0% 91.2% 78.4%

(Mean Percent)

» Practiced By Associations | | 31.0% 21.1% 31.9% 34.9% 16.4%
» Benefited Members 20.7% 12.5% 18.5% 18.5% 10.3%
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There seem to be a long way to go in order for the Associations to fulfill their main objectives and goals.

In fact, the original hypothesis that a lot is needed to be done is justified from the point of view that members are not
satisfied with the performance of the Associations particularly that impacted benefits on main goals and objectives

are at a minimal level.

What in fact apply to the above mentioned goals also apply to other issues such as conducting studies that would aid
the government to develop legislations that would help expand the role of the Associations in order to promote the

industry.

About one third of all members interviewed were aware that their Associations has indulged in such an activity and
about a forth of those felt that the government has positively responded to this endeavor ( only 8% of the total

sample).

Furthermore, members feel that the Associations should indulge in other type of activities: 2

The Association

Participation in Participation in Coordinating Coordinating Producing
local International With Other With Other Promotional
conferences, conferences, Local International Materials on
work-shops & work-shops & Tourism Tourism Associations’
Trade shows Trade shows Associations Associations Activities
> Level of Importance 86.9% 85.0% 85.3% 85.1% 87.1%
(Mean Percent)
> Effectively Practiced By 35.8% 32.3% 33.3% 28.9% 31.5%
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(62.5%) of Associations members stress that the Associations should ensure that their mandate also include: 2

Percent
1- Marketing Activities 25.2
2- Policy Advocacy 19.8
3- Regulating Industry Standards, Quality & Member Relations 194
4- Training 17.6
5- Information Dissemination 4.5
6- Building up Capacity & Sustainability of Association 4.5
7- Networking 4.5
8- Members Benefits 1.8
9- Other 2.3
10- No Answer 0.4

TOTAL 100.0%
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3- Board of Directors: ®

The two or three year duration of board members is endorsed to be satisfactory by almost three quarters of
respondents. If at all, the alternative by the remaining minority of respondents is to limit the duration to only one

year.

Similarly, three quarters of respondents feel satisfied with size of board members (9 members).
minority was almost equally split to either reducing or increasing the number of board members: 2

The remaining

Satisfactory Not Not TOTAL

Satisfactory Sure
» Duration of Board 70.7 15.1 14.2 100.0%
» Number of Board Members 75.4 8.6 16.0 100.0%

10
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Members of Associations were almost equally split on whether the chairman of the board should serve for one or
more terms: 2

Percent
1- One Term 44.8
2- Two Term 39.9
3- Three Term Plus 51
4- Not Sure 1.3
TOTAL 100.0%
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4- Classification of Members: ®

Members were also split in opinion with regards to the suitability of classifying members into different categories
(five stars etc...).

Percent
1- Suitable to a Large Degree 16.5
2- Suitable to a Moderate Degree 535
3- Suitable to a Low Degree 9.5
4- Not at All Suitable 15.0
6- No Answer 9.5
TOTAL 100.0%

MEAN PERCENT 48%
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5- Registration and Annual Fees: ®

A majority of respondents feel that registration and annual fees are definitely not low. However, when asked about
whether the annual fee is suitable against the current performance of the Associations, the majority of respondents
(55%) rated the annual fee as high: ®

Registration Annual Annual Fee
Fee Fee Against Performance
1- Low Fee 3.0 2.6 4.3
2- Suitable 58.6 60.8 39.2
3- High 37.1 35.3 54.7
4- No Answer 1.3 1.3 1.8
TOTAL 100.0% 100.0% 100.0%
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6- Voluntary Versus Obligatory Registration: ®

With the exception of Inbound Tour Operators and Handcraft Manufactures & Retailers, all other Association members

favored obligatory registration over voluntary registration: 2

Hotels Restaurants Travel Tour Inbound Handcraft TOTAL
Would Support: Agencies Guides Tour Manufactures
Operators &
Relaters
(51) (61) (40) (40) (25) (15) (232)
% % % % % % %
1- Obligatory Registration | 66.6 62.3 67.5 82.5 32.0 333 62.5
2- Voluntary Registration 314 37.7 30.0 175 68.0 66.7 36.6
3- Not Sure 2.0 - 2.5 - - - 0.9
TOTAL | 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%
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Those in favor of obligatory registration pointed out the following benefits: 2

Percent
1- Industry Representation & Advocate 34.4
for Members
2- Industry Standards Preservation 454
& Enhancement
3- Management 6.6
4- Value Added Services 4.9
5- Other 4.4
6- No Answer 4.3
TOTAL 100.0%
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While those in favor of voluntary registration showed the following disappointments with the performance of the
Associations: ?

Percent
1- Limited value of membership 52.0
2- Need to Provide Incentive to Join Based 40.0
on the Value of Provided Services
4- Other 8.0
TOTAL 100.0%

However, (57.6%) of those who prefer voluntary registration confirmed that they will register their establishment if
registration is by law, obligatory.

16
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7- Chamber of Tourism Law: =
Association members were very comfortable with the new law of launching a new ""Chamber of Tourism' in

Jordan: ®

Law for launching a new Chamber of Tourism: R

Percent
1- In Favor 75.4
2- Against 19.8
3- No Answer 4.8
TOTAL 100.0%

However, around (60%) of members were in favor of keeping the individual current Associations versus (31%)
who preferred to replace the individual Association by forming committees at the Chamber of Tourism and (9.5%)

were not sure:

Sustaining individual Associations: 2

Percent
1- In Favor 59.5
2- Replacing Associations by Committees at Chamber 31.0
3- Not Sure 9.5
TOTAL 100.0%
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Main reasons for sustaining individual Associations: 2>

Percent
1- Committees Cannot Replace the 56.4
Functions of Individual Association
2- Individual Associations are More Equipped to 22.7
Deal With Problems Related to Their Members
3- Other 104
4- Not Sure / No Answer 8.5
TOTAL 100.0%

While the arguments for supporting dissolving Associations and replacing them with specialized committees at the
Chamber were two folds: 2

Percent
1- More Effective Networking 52.3
2- Avoid Competition 35.2
3- Other 10.2
4- Not Sure 2.3
TOTAL 100.0%
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8- Training:®
Previous research have showed the importance establishments, working in the tourism sector, place on training.

This lead to validate the findings of such studies by having a section in the questionnaire that measures the
relevant importance of training among members belonging to different Associations.

The following results were obtained: 2

In need of training staff members:

Percent
1- Yes 37.9
2- No 61.6
3- Not Sure 0.5
TOTAL 100.0%
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Main fields of Training Required: 2

Percent
» Food and Beverage 19.3
» Customer Service 12.7
» Hospitality Management 94
» Specialized Technical
. 12.7

Training Courses
» Languages 7.2
» Tourism Specialization 7.2

(eco, adventure, religion etc...)
> Ticketing 6.1
» Housekeeping 6.1

20
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(27.2%) of all establishments belonging to different Associations claimed to have sent one or more staff member to
attend a training course in past three years.

A total of (281) persons working in (58) establishments sat for a training course.

Main fields of training were: 2

Number Percent
1- Food & Beverage 60 21.4
2- Ticketing 58 20.7
3- Languages 33 11.7
4- Customer Service 32 114
5- Specialized Technical Training 29 10.3
6- House Keeping 23 8.2
7- Tourism Specializations 14 5.0

(eco, adventure, religion etc...)

8- Hospitality Management 13 4.6
9- Marketing 8 2.8
10- Financial Management 6 2.1
11- Human Resources 9) 1.8

TOTAL 281 100.0%
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Providers of training were: 2

Number Percent
1- Ammoun College / Hotel 20 19.6
2- Own Association 13 12.7
3- Airlines 12 11.8
4- NGO's 12 11.8
5- Establishments Outside Jordan 10 9.8
6- Hotel / Restaurants 7 6.9
7- Ministry of Tourism 5 4.9
8- Jordan University 3 2.9
9- Other 12 11.8
10- Don't Recall 8 7.8

TOTAL 102 100.0%
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SUMMARY OF FINDINGS:®

*

A very modest level of satisfaction with the performance of the Associations (33%), despite
a slight improvement in 2005.

Goals and objectives of the Associations were endorsed for their importance; however,
approximately only a third of respondents confirmed that the Associations have been
active in fulfilling these goads and objectives.

One in five respondents claimed to have directly benefited from the performance of the
Associations.

Four major areas were recommended for increased attention: R

Marketing, Policy Advocacy, Regulating Industry Standards and Training.
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Board duration, number of board members and whether Chairmen of boards can serve
for two terms were not major controversial issues.

Registration and annual fees were not strongly criticized beyond the expression that the
Associations need to be more active in order to justify those fees.

Obligatory registration was preferred over voluntary registration. Eighty one percent of
establishments will definitely register if registration were, by law, obligatory.

"The Chamber of Tourism Law" obtained high approval rate. However, a majority of
members prefer keeping the function of the Associations against being replaced by
committees at the Chamber of Tourism.
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