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Vision Statement 
 

 

 

To position the Caribbean as the most 
desirable, year round, warm weather 

destination. 
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Our newest program 

The CTO presents….  
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What is Guestpitality?  

 

 

A CTO-designed system for refining the 
measurement of Visitor Satisfaction and 
identifying areas of strength and weakness.  
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Why Guestpitality? 
Ultimately achieve higher 
profits and boost economic 
growth   

High visitor satisfaction 
drives retention\loyalty 
and spurs 
recommendations 

Visitors arrive with 
expectations which the 
actual experience should 
exceed 

Measuring and improving 
visitor satisfaction is 
essential to delivering the 
Caribbean’s Vision 
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Why now? 

• Intense global competition threatens 
tourism’s sustainability in the region.  

• Caribbean is slowest growing region in 
terms of visitor arrivals and total visitor 
expenditure. 

• Tourism product is in need of retooling. 

• Ability to deliver great visitor satisfaction is in 
need of improvement. 
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Why the Caribbean? 
“As the world’s most tourism-dependent region, we must 
care more!” 

• Develop a culture of service excellence and a welcoming 
environment. 

• Inspire our populations to take ownership of our reputation. 

• Create a rapid-response mechanism to constantly improve visitor 
satisfaction. 

• Measure visitors’ experience scientifically, accurately and reliably.  

• Provide a competitive advantage. Visitors have a world of 
destination options! 
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How it works  

• Index/Scorecard (between 0 & 100) that quantifies visitors’ 
perceptions of your destination. 

• Focus on 7 key areas\touch points:  

Accommodation; Immigration & Customs; Restaurants; Sites 
& Attractions; Shopping; Safety & Security; Transportation & 
Infrastructure. 

• Full report presented to the destination. In-depth analysis prepared 
if required.  

• Scores disclosed to authorized destination representative.  

• Survey instrument, materials and reports in the four CTO languages.  
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Visitors’ Point of View 
Satisfaction with each subsector 
is measured by survey responses 

to 3 key questions: 

Your overall 
satisfaction with the 

service. 

The extent to which 
the actual service 

met your 
expectations. 

Your satisfaction 
with the service 

compared to your 
ideal experience. 
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Scoring 

• Each subsector is scored between 0 and 100. 

• A weighted-average of the subsectors yields an overall satisfaction 
index/score. Scores are disclosed only to the destination. 

Two-year Guestpitality certification 

• Survey conducted  twice a year; once in high and low seasons; 
average score determines certification. 

• A minimum of 75 on each sub-index. 

• Overall index scores of 85 or more to attain certification. 
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Factors in Visitor Satisfaction 
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Methodology 

• The model is used to derive the subsector 
indices. 

• Based on Song et al (2011) as published in the 
International Journal of Tourism Research. 

• Estimated using Structural Equation 
modeling. 

• 2nd Order Confirmatory factor analysis is 
used to derive the overall satisfaction index. 
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 How Participation Benefits a Destination 

Scientifically, reliably quantifies Visitor Satisfaction levels 

Highlights problem areas and areas of excellence 

The report allows you to benchmark against your peers and 
track your performance over time 
Analysis provides an effective destination marketing and 
management tool 
Improves tourism policy decisions and enhances 
competitiveness  

Secures the support of industry partners 

Encourages the involvement of local stakeholders 
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How Visitor Satisfaction Benefits The 
Region Acquires 

leadership 
advantages 

in the 
industry  Improves 

Caribbean’s 
tourism 

product & 
competitive-

ness.  

Assures 
trade media 

attention. 

Builds 
visitor’s 

trust.  

Improves 
tourism’s 

sustainability. 

Enhances the 
region’s  

desirability.   
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Survey Instrument 



FOR GUESTPITALITY  
THE LOOK OF THINGS TO 
COME…. 
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How a destination participates 

 

Submit application online at: 
www.guestpitality.com 

 

Or email the CTO’s Ryan Skeete: 
rskeete@caribtourism.com 

 

http://www.guestpitality.com/
mailto:rskeete@caribtourism.com
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Message to the world: The Caribbean 
cares. 
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Vision Statement 
 

 

 

To position the Caribbean as the most desirable, 
year round, warm weather destination. 


