Evaluating Visitor Satisfaction Through A Community – University Partnership
Jocelyne Fournier & Annie Boersen
Department of Recreation & Tourism Management
Vancouver Island University
Introduction

Communities that are located in rural remote areas may
have capacity gaps related to tourism development and
research. Collaborations such as the 10 year relationship
between Vancouver Island University’s Ghana Research and
Study Tour (VIU GRST) and the Wechiau Community Hippo
Sanctuary (WCHS), can help to bridge such gaps. This
partnership has resulted in the completion of a variety of
research projects and assessments of tourism products.

Results
The sample (n=155) consisted of 54% Ghanaians, and 46% International visitors. The majority of those not living in Ghana were from Europe and
North-America (93%). The Capital Region of Accra (27%) was the origin of the largest number of Ghanaian visitors.
Table 1. Region origin of
sample Ghanaians (n=84)

The purpose of the evaluation research presented here was
to determine the visitors‘ satisfaction with different aspects
of their experiences with the WCHS and to better
understand who is visiting the Sanctuary.
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In 2018 WCHS Staff and the VIU GRST Project leader codevelop a visitor satisfaction evaluation survey that was
implemented in June 2018. Before data collection began,
training was conducted with WCHS staff and tour guides.
However, 2019 VIU GRST team members conducted the
analysis as that remains outside of the local skill set.
The level of visitor satisfaction is a key factor in determining
tourist behavior, thus making its evaluation an important
concept in order to achieve more valuable visitor
experiences. (Devesa, Laguna, & Palacios, 2009; Crilley,
Weber, &Taplin, 2012). Research also shows that when
industry businesses work directly with specialists in the
field, it allows for practical wisdom and social change
(Jamal, Taillon, & Dredge, 2011; Sharples & Marcon-Clarke,
2019), which is the case of this research.
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Figure 1. Sample characteristics

Figure 2. Map of Ghana regions

Through the partnership between the VIU GRST and the
WCHS, it was concluded that visitors were generally
satisfied with the tourism offer, demonstrating no
significant differences between domestic visitors and
visitors from other countries. Of the domestic visitors, the
majority of them came from the Greater Accra Region,
which is geographically far from Wechiau. This informs the
WCHS that domestic travellers are willing to cross great
distance to visit the sanctuary, which makes them a target
market to encourage staying overnight at the lodge. This
research also informs the practices of the WCHS to improve
their tourism products other than their signature hippo
safari, in order to encourage visitors to stay overnight in the
lodge. Another factor in encouraging visitors to stay longer
and participate in a variety of experiences is the level of
awareness. This means that the WCHS has to adapt their
marketing techniques to promote all activities offered and
to inform visitors that the lodge is available. Findings show
that other than through friends and family, visitors get their
information from materials such as guidebooks, illustrating
that it is crucial to keep the guidebook publishers up to date
on changes.

Following their visit to the WCHS, 93% of visitors (n=88) indicated that they would recommend staying at the WCHS Lodge to other visitors,
and 98% of visitors (n=139) would recommend participating in the signature experience, the Hippo Safari.
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Methods

● The sample was collected by convenience sampling, and
targeted all people that took part in the activities WCHS
offered.
● The method of collection was a self-completed
questionnaire that included questions on trip
characteristics, satisfaction with offered services and trip
information sources. Questionnaires were provided to
visitors by the tour guides.
● WCHS staff then entered data into Excel.
● Members of the VIU GRST team prepared data for
analysis by creating new variables and checking for
complete information. The total sample include 155
completed surveys after the removal of seven incomplete
responses.
● Data were analyzed using descriptive analysis through
SPSS.

Conclusions

Figure 3. Overall levels of satisfaction
(1 = Very Unsatisfied 5 = Very Satisfied)

Figure 4. Participation in tours other than the hippo safari

To plan their visit to the WCHS, 5% of visitors (n=155) indicated that they had used a travel company. Word of mouth and traditional
guidebooks (e.g., Lonely Planet) were the most common sources of information for visitors.
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