"MEXICO

We are striving to achieve

Complete
TOURIST SATISFACTION

gvel of satisfaction and profile of

International tourists

Survey conducted in airports



presentation

One of the main aims of the Mexican 2001-2006
National Tourist Program is to achieve complete
tourist satisfaction.

This is a monitoring system that determines how
satisfied tourist are.

An index is used to determine the variables that affect
tourist satisfaction.

For the first time, the Mexican tourist industry has
carried out an analysis with the characteristics, scope
and representation of this survey.



v Self-applied Questionnaires

V' The segments currently being studied are:

International tourism 55
Cruises 49
Local tourism

» Airports 92
» Roads 51
> Buses 52

v Aspects covered:
Tourist profile
Appraisal of services on arrival
Appraisal of tourist stay at main destination:
» Tourist services
» Destination
Appraisal of services upon departure

Appraisal of temporary visit by tourists (for cruises)



"MEYICO
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we work to have

TOTALLY SATISFIED
Visitors

WE WANT YOU TO COME BACK AND RECOMMEND US

WE ASK YOU TO TAKE A FEW MINUTES TO GIVE US YOUR OPINION
BEFORE YOUR DEPARTURE

- What wos your main reason |12 How many fimes have you
for fravelling to Mexicoz ||visited Mexico?

J.What kind of reservations did you make?2
|a package | Each setvice separately

LI Personal Business
LI Visiting relgtives and friends
U Group Business

L Heneymocn 4 How long in ddvanced did you pldn your tipe

LISun and Beach g yeul Y P

LI Culture Uless than 15 days

LI Shepping LIFrom 15 days fo 1 month

LI Eco-tourism LIFrom 1 fo 3 months

LI Other LiMore than 3 months
|Indicate degree of importa in the following issues '=gc|rd your decision to travel
o Mexico important ) No

12Proximily e jfisseet e | @ ®
(time of trip] i i

¢ i Bad |

13, Waiting time at in rfz
irmigrafion < © @ : ®
14. Customs' officers behavior © @ ® e
15. Luggude delivery =) . ® | ®

EVALUATION OF AIRFORT SERVICES ON DEFPARTURE
cellent Good Ba ery bad

16.Transpariation o Ihe airpori C—) @ . .
17.Clearliness and comfort af = : —~ -
the airport e @ ® ®
18.Aine senvice &l ® @ ®
19.Alrpart Safety 2 ] [ ] @

INFORMATION ON YQUR STAY

20. Which was your rmain destination in Mexico and how many nights did

G sty THiarar Which was [Fé 25.How did you gel o know gboul this
ou § Bred hich was T2

destination?
I. Y. J—I
Travel Agency l—1
Recommendalion from
relatives and friends

21. Nights

2215 this the first fime you visit this cestinglion? 23 How many fimes had you visited itg

Yes |__| NGO, Ihad dready visted it | __| F| Magazine } l[
24 Where did you stay during your visit In that destination® N_ewsmcrpers | |
LiHotel UTime share lmer.net : t Mexi =
L Allkinclusive Hotel LiWith relatfives or friends gﬁoggglﬁ:.g?gu Medeo } _I
L Camping / rural hotsl LOther > Other |—| I
LI Cruise

26 What is your overall apinion
regarding this desfinalion?
LI Excellent

How do you rate your experience in the main destination regarding the following
issues?
Bad

EX.CEH@IWT Very bod

LGood
27 Hospitalily ram mMesxicans . |Bad
288afety forfourists T e LiVery bad
29.Clegniiness T B )

30.Taxis and Buses fo move around the
D ace

31.Infarmdtion available
and activities

32.The place where you sfayed ol

33 Reslourants where you hod yourmeanls

34.amount of avallable activiies

o visit sites

38.In general, You € )I‘!Sji‘it':f yaur
35.Quality of available aclivifies FEEBICEDI KNG
"""""""""""""""""""""" ___| Worth mare than what you spent
| Worth what you spent
___|Worlh Less than whal you spenl
| Worth much less than what you spent

36.Tourist guides
37 Your shaoping

3% In one waord, what was it that you liked the most during your fnp2
40 In one werd, whal was il Ihal bolhered you the mest during your fip2

EXPECTATIONS AND RECOMMENDATIONS
4| Are you planning fe come back ta this desiinanion®  Livary kely  Uilkely

Linot lkely

42 Would you recommend this tourist destination to anybody2 LIFor sure Llkely Lunfkely  Linobody
GENERAL INFORMATION
43%ex M |__| F|_|
MAge |_|_|
45 Studies
Less than college ]| College ormore| |
46 Nationality
47 Ploce of residence Country State City 7ile:
48 Haw many peoaple fraveled wilh yau dudng thisip2 || ___|
49 Did you visit other destinafions in Mexice, staying there ovemight  Yes|  |Howmarv2|__ | | Ne|__|

50How many rights in lotal did you spend in Mexico frorn yaur anival lo your deparlured ||
51.What is your approximate annual family income? | __|___|___|___[.__|__|__| (Inyour counfry's curency)
52.Whal were your lotal expenses duing thistipe || || |.__|__|__| (inyour zouniry’s curency)

THANKS FOR YOUR COOPERATION FOR US TO BE ABLE TO SERVE YOU BETIER
HAVE A GOQD TRIP AND WE WILL BE EXPECTING YOU AGAIN

| S ODIFIL.A:JOR | [ | CAPTURISTA |||
NO. DE VIELO HORA

ENTREVISTADOR: | | |
AEROPUERTO__ FOLIO




methodology
size of sample

® Example: International tourists departing the country.
@ Level of confidence of 95 percent and an error rate of 1.7 percent.
® The number of questionnaires for the third quarter of 2002 was as follows:

International tourism

M
City exico Guadalajara Monterrey Cancun Acapulco Los Cabos Mazatlan Vallarta Merida Ixtapa Cozumel Manzanillo  Total

woust| 2510|411 mtﬂlﬂwlnuﬂﬂnﬁﬂlﬂmm

TOTAL 7,530 3,330 3,330 | 5,280 1,830 4,530 2,130 4,530 11,830 | 1,830 | 1,830 1,200 39,180

® The sample was selected systematically in proportion to the number of
departures at each place.




methodology

constructing the index

The satisfaction index has been established based
on the answers to 18 questions.

Answers may be: excellent, good, poor and very
pOOor.

The method compares the extreme ratings
gexcellent/very_ oor) and the average ratings
good/poor), with the extreme ratings having more
weight than the average ones.

Using this formula, a rating of everything being
KVerv poor causes an index value of 0 (zero); a

rating of everything being Excellent causes an index
value of 100.




methodology

A stratification method is used to create similar
groups of tourists based on the rating given.

The rating index is:
o Between 0 — 69: Not satisfied at all tourists
° Between 70 — 79: not very satisfied tourists
o Between 80 — 89: Satisfied tourists
° Between 90 — 100: Completely satisfied tourists



methodology

size of sample

® Example: International tourists departing the country.
@ Level of confidence of 95 percent and an error rate of 1.7 percent.
® The number of questionnaires for the third quarter of 2002 was as follows:

International Tourism

Mexico
Destination ).(I Guadalajara Monterrey Cancun Acapulco Los Cabos Mazatlan Vallarta Merida Ixtapa Cozumel Manzanillo  Total

woust| 2510|411 mtﬂlﬂwlﬂuﬂﬂnﬁﬂlﬂmm

TOTAL 7,530 3,330 3,330 | 5,280 1,830 4,530 2,130 4,530 11,830 | 1,830 | 1,830 1,200 39,180

® The sample was selected systematically in proportion to the number of
departures at each place.




EXample off

Satisiaction Index results

July=September

MEXICO



MEXICO Overall index

BEACHES

TOTAL

CITIES

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9) satisfied
(between 9 and 10)



MEXICO Overall index per destination

N. VALLARTA - — G 4
P. VALLARTA — S 4
*IXTAPA g— G4
*COZUMEL - g 0.3
MAYAN RIVIERA - o 53
PLAYAS - g 5.2

ACAPULCO | o D
MAZATLAN s O D

C AN C U —— 0.

LOS CABOS —__ 8.2
MONTERREY Eesssss——————————— 3 1
HIVIAN ZAN L O —————————————— O

*MERIDA S 1

T T /A L .1

CITIES EESSSSSSSSSSSSSSSSSSSOS—S—S————— 0

GUADALAJARA 55000000 g o/ O

MEXICO CITY e ?.9

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied
(between 9 and 10)




MEXICO Overall index per category

HOSPITALITY 8.9

LODGING 8.5

TRANSPORT 8.4
RESTAURANTS : - 3.2
LUGGAGE - = 5.2
IS I I ——————L
COUNTER SERVICE  — O
AIRPORT SECURITY  ————— )

NO. OF ACTIVITIES  Se——— . |
TOURIST SAFETY - .

CLEANLINESS AND COMFORT g 8.0
QUALITY OF ACTIVITIES — 8.0
IMMIGRATION :7.9
GUIDES e e 7 .5
INFORMATION AVAILABLE e 7

TAXIS AND BUSES HiaSSSSSSSSSSSSSSSSSSSSSSSSSSSSS;Ss>s;»;»;»;W 1 s

SHOPPING [iiiiiiiiiiiiiiiiiiiiiiiiiiisssssssssss-s-xsxvsni 1 5

M
\'
w
[ ]

[ L u u u u L L
1 II'I .II n [ N ]

.°°

—_—
IEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEENEEEEEEEEEEEEEDR

CLEANLINESS

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9) satisfied
(between 9 and 10)




MEXICO

SatiSfaction INAEX PEr aestination




MEXICO

HOSPITALITY
LODGING
TRANSPORT
RESTAURANTS
LUGGAGE
CUSTOMS
COUNTER SERVICE s —— .0
AIRPORT SECURITY essss——f— 5.1
NO. OF ACTIVITIES /s ———— O . |

TOURIST SAFETY
CLEANLINESS AND COMFORT E—— O

|
©
—_—

QUALITY OF ACTIVITIES HessssSSSSSS a0

IMMIGRATION ;: 8.0

GUIDES Neee— 7 9

INFORMATION AVAILABLE HSSS S sss——, 7 9

TAXIS AND BUSES eSS SSSSSSSh—S——————

SHOPPING o g 7 %
CLEANLINESS 6.9

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied
(between 9 and 10)




MEYICO
Puerto Vallarta

HOSPITALITY 93
TRANSPORT | = - :9_0
TOURIST SAFETY | : : 8_57
LODGING - - 8.57
LUGGAGE | 8_53
CUSTOMS s § 5
CLEANLINESS AND COMFOR T i——— 0/ *
COUNTER SERVICE ——— 0 3 *
AIRPORT SAFETY I—.. 8.3 E
RESTAURANTS  ——— 3 "
TAXIS AND BUSES ;=—:_:. 8.3 E
NO. OF ACTIVITIES |—.. 8.2 E
IMMIGRATION |—.. 8.2 E
QUALITY OF ACTIVITIES I—.. 8.1 E
INFORMATION AVAILABLE !g:: 8.1 E
GUIDES !%: :7_9 E
SHOPPING ii: 7.E; E
CLEANLINESS! 7.6 -
Not satisfied at all Not very satisfied Sat:ﬁed Com_pletely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied

(between 9 and 10)




e T T W

Los Cabos

8.9
8.7
8.5
8.4
8.3
8.3
8.3
8.3
8.2
8.2
8.2
8.1
8.0
7.7
7.6
7.5
7.3
7.2

HOSPITALITY
LODGING
CUSTOMS
LUGGAGE
TOURIST SAFETY
IMMIGRATION
RESTAURANTS
TRANSPORT
COUNTER SERVICE
AIRPORT SAFETY
NO. OF ACTIVITIES
CLEANLINESS AND COMFOR
QUALITY OF ACTIVITIES
INFORMATION AVAILABLE
CLEANLINESS
GUIDES
TAXIS AND BUSES
SHOPPING

Scale

Not satisfied at all
(less than 7)

Not very satisfied

Satisfied

Completely

(between 7 and 7.9) (between 8 and 8.9) satisfied

(between 9 and 10)




MEYICO
Cozumel

HOSPITALITY ! - 9 0
CLEANLINESS AND COMFORT - 5_.8
TOURIST SAFETY | 8.6
COUNTER SERVICE | 2 | 8. é
AIRPORT SAFETY | : : 8. 5
LODGING l—: 8. 5:
TRANSPORT l—: 8. 5-
NO. OF ACTIVITIES |— 8. 5.
CUSTOMS lﬁ 8. 4.
QUALITY OF ACTIVITIES Iﬁlﬁﬁ 8. 4.
LUGGAGE Iﬁ 83 :
RESTAURANTS l—: 8.2 E
INFORMATION AVAILABLE l—:S 0 E
GUIDES |—Es 0 E
TAXIS AND BUSES |ﬁ'—b 9 E
IMMIGRATION |ﬁ 2 8 .
Not satisfied at all Not very satisfied Sati:ﬁed Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied

(between 9 and 10)




MEXICO .
Mayan Riviera

9.0
= 9.0
8.7
&6

LODGING
HOSPITALITY !
NO. OF ACTIVITIES |

QUALITY OF ACTIVITIES !
TRANSPORT |

TOURIST SAFETY |

COUNTER SERVICE | ——— O]
CLEANLINESS s /]
RESTAURANTS s e O /[,
LUGGAGE = 0

GUIDES . __ %
INFORMATION AVAILABLE lﬁ:—'_ 8.1
CUSTOMS I—-7,9
TAXIS AND BUSES . ____________________________________________________________| 7.8
CLEANLINESS AND COMFORT e — 1 T

SHOPPING [ 7_{

IMMIGRATION eSS SSSSSSSSSSSSSSSSS———————=—~ 1 0

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied
(between 9 and 10)




Satisfaction INAEX Upon arrival




MEXICO Waiting time at immigration

MAZATLAN | ; g— 5.6
MERIDA | : = 5.4
ACAPULCO | -4
IXTAPA | - = g 3
LOS CABOS | 8.3
P. VALLARTA | 8.2

MONTERREY [ﬁ: 8.2

MANZANILLD ES———————_______  —§™m™m5mm5_—mm—m—m— 9

N. VALLARTA | 3|
GUADALAJARA (ES,O

Ot A
CITIES I 7 O
TOTAL e —————————— ] O

COZUMEL e ————————————— .8

<
m
X
O
@)
o
_|
<
‘
~
!

MAYAN RIVIERA i SSSSSSSSEEESSSS—_—_—_———~1 0

CANCUN 6.9

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied
(between 9 and 10)




MEXICO Customs personnel

8.7

P. VALLARTA |
IXTAPA |

o
\l

N. VALLARTA | 8.6

ACAPULCO 8.5

MAZATLAN |

8.5

LOS CABOS 8.5

MANZANLLO | O /|
COZUMEL | /|

T ———————————————————————————————-

BEACHES e — () /|

MONTERREY [—_ 8.4

TOTAL e ——, 3
MERIDA [ﬁ 8.1

CANCUN \—: 7:,9

CITIES NS 1Y

GUADALAJARA s o
MAYAN RIVIERA \—. 759

MEXICO CITY " 7_7-

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied
(between 9 and 10)




rl

destination satisiaction Index




MEXICO Hospitality of Mexicans

9.3
9.3
: 9.1

P. VALLARTA
N. VALLARTA

MAZATLAN

9.0

*IXTAPA
BEACHES

9.0

:90

MAYAN RIVIERA
*COZUMEL —-9 0

LOS CABOS —5 9
CANCUN — 5 9
‘MANZANILLO Ee———————————————— § O

GUADALAJARA — &8
ACAPULCO — 88
MONTERREY — 38

Gl IE S | 8-7

*MERIDA ESSSSSSSSSSSSSSSSSSSSSSSS—S————S—S———————————. 8 7

Not satisfied at all Not very satisfied Satisfied Completely

Scale (lessthan7)  (between 7 and 7.9) (between 8 and 8.9) satisfied
(between 9 and 10)




MEXICO Tourist safety

N. VALLARTA &8
P. VALLARTA — 8. 1

*COZUMEL

8.6:

*IXTAPA
MAYAN RIVIER
BEACHES = 8.4
CANCUN — 8.3

LOS CABOS — 8.3
MAZATLAN — 8.2
ACAPULCO — 8.1

*MANZANILLO — 8.1

TOTAL g 8.1

MONTERREY —8 0
*MERIDA ;. E.8

GUADALAJARA ;: %8

8.6%

o]
01
EEE

CITIES —: 7.

MEXICO CITY SIS 1 3

ims@en

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied
(between 9 and 10)







MEXICO Place of lodging

MAYAN RIVIERA - . $9.0
N. VALLARTA . - 8%7
LOS CABOS ; 8:7
CANCUN —_ 8. y
P. VALLARTA  S—— 3
BEACHES —' 8. q
IXTAPA  ——————————————————————————

TOTAL
MAZATLAN — 8. 5-

MEXICO CITY = 8. 5'

*COZUMEL ; 8.5'

ACAPULCO — 8. 5 .
MONTERREY = 8. 5 u

MANZANILLO [50SS5 —— O .4 E

AVERIDA  —————————— G
GUADALAJARA |15 — . 2

(o]
aa

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied
(between 9 and 10)




MEXICO Restaurants

VN N R __ KX
N. VALLARTA - g 5.4
MONTERREY 8.4
MAYAN RIVIERA : - 5.4
P. VALLARTA - 5.3
*IXTAPA : g 53

LOS CABOS _.. 8.3

BEACHES — 8.3
TOTAL = 8.2

*COZUMEL — 8.2

CANCUN — 8.2
CITIES — 8.2

MEXICO CITY ; 8.1
*MANZANILLO _ 8.1
GUADALAJARA = 8.1

*MERIDA g‘hg

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied
(between 9 and 10)




SatiSiiaction| INAEX OF toUFISt Upon

departure




MEXICO Airport transport

P. VALLARTA |

9.0
9.0

N. VALLARTA |

8:7
87
87

MONTERREY | - - 8.5:
MAYAN RIVIERA | ————— S (

BEACHES l—: 8_&

CANCUN S SSSSSSSSSSsssssssseee——— O 51
*COZUMEL !E 8.55
gy =siws_________________________________] 8.55

TOTAL l—: 8.4

IVAZATLAN | ——— S 4
LOS CABOS SSSSSSSSsesssssss O
o= _____________________________________________ _______K

GUADALAJARA l—_ 8.2

MEXICO CITY s 3. 1

*IXTAPA |

*MANZANILLO |
ACAPULCO |

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9) satisfied
(between 9 and 10)




MEXICO Airport cleanliness and comfort

8.8
8.8

MONTERREY
*COZUMEL

o
o

*IXTAPA

*MANZANILLO
ACAPULCO

P. VALLARTA
N VALLARTA ——————( 3
BEACHES = 8.2
MIEXICCO CITY E——————————————©.
LOS CABOS =:_:- 8.1
MERIDA —————————
CITIES I —————————————

—
o
—
>
—

N
®
o

lllllll“ll'\l‘ll

<
%
=
z
X
<
m
)
pd
| ‘
N

CANCUN S SSSSSSSSSSSSSSSSS_S————————T.

MAZATLAN MR 1.3

GUADALAJARA — 7.1

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied
(between 9 and 10)




MEXICO Airport safety

*IXTAPA - - 8.6
ACAPULCO g— G G-
*COZUMEL . m—
*MANZANILLO 8.5§
P. VALLARTA - .3

BEACHES == 8.3

MONTERREY — 8.3

N. VALLARTA — 8.3
LOS CABOS — 8.2
MAYAN RIVIER/A 5———————————————————— 0 2

*MERIDA — 8.2
TOTAL ; 8.2
CANCUN — 8.1
MEXICO CITY — 8.1

CITIES —81
MAZATLAN ;7 9

| 7.8

GUADALAJARA

Not satisfied at all Not very satisfied Satisfied Completely
Scale (less than 7) (between 7 and 7.9) (between 8 and 8.9)  satisfied
(between 9 and 10)




Profile of Internationall tourists

MEXICO



MEXICO

Size of group




PAEXICO

Nights away from home

I 1 7.0

20

I 7.0

BN 3.0

CITIES N 4.0

I G .0

B 10.0
P 21.0
B——— 30.0

I 3.0
2.0
I 7.0

B 3.0

TOTAL W 4.0

I .0

B 0.0

P—— 19.0
—— 28.0

DID NOT ANSWER
MORE THAN 13
BETWEEN 7 AND 13
SIX

FIVE

FOUR

THREE

TWO

ONE



L o o i s T T

HOTEL

HOTEL ALL INCLUDED

WITH FAMILY OR
FRIENDS

TIME SHARE

OWN HOUSE OR

APARTMENT
CAMPING SITE / COUNTRY

HOTEL
CRUISES

OTHERS
DID NOT ANSWER

TOTAL

37.0
18.0
15.0
14.0
5.0

2.0

3.0
6.0

Place of lodging

CITIES BEACHES

39.0 37.0

8.0 28.0
27.0 5.0

3.0 17.0
8.0 3.0

2.0 1.0

0 1
4.0 3.0

9.0 6.0



e T T v W

Main reason for visiting

Mexico
TOTAL CITIES BEACHES

BEACH RESORTS 36.0 9.0 57.0
VISITING FAMILY AND

FRIENDS 20.0 36.0 7.0
PERSONAL BUSINESS 10.0 18.0 5.0
CORPORATE BUSINESS 70 13.0 3.0
OTHERS 6.0 8.0 X0
HONEYMOON 6.0 X 9.0
ECOTOURISM 5.0 7.0 4.0
CULTURE 30 3.0 3.0
GOLF 1.0 1.0 1.0
SHOPPING 1.0 1.0 1.0

DID NOT ANSWER 2.0 2.0 2.0



PAENICO

Type of reservation

R ——.
MAZATLAN E— 0 O 73.0

I ——
LOS CABOS 61.0

h
P. VALLARTA& 58.0 ® DID NOT ANSWER
MEXICO CWYb 75.0
—— 0.0 " EACH SERVICE
- a Q SEPARATELY
CANCUNd 55.0 " PACKAGE
BEACHES i 9.0



MAEXICO

Type of reservation

h
A A - 60.0
MAYAN RIVIERA il 240 o

*MANZANILLO % 67.0
*MERIDA % 83.0 = DID NOT ANSWER

* k
COZUMEL L 75.0 ® EACH SERVICE

AXTAPA 230 .0 SEPARATELY
r— ' = PACKAGE

ACAPULCO 53.0

|

MONTERREY 81.0

GUADALAJARA 77.0

I[

TOTAL 62.0

!r



Experience of visits

CANCUN ®* DID NOT ANSWER

* WORTH MUCH LESS THAN
AMOUNT SPENT

= WORTH LESS THAN
AMOUNT SPENT

® WORTH THE SAME AS
AMOUNT SPENT

= WORTH MORE THAN
AMOUNT SPENT

* WORTH MUCH MORE THAN
AMOUNT SPENT

BEACHES

CITIES

TOTAL




Experience of visits

o4
MAZATLAN L 2\3
e g — 38, = DID NOT ANSWER
m ;.8
LOS CABOS '™ 0.0 329 43 * WORTH MUCH LESS THAN
— . AMOUNT SPENT
.13 ® \WORTH LESS THAN
10.3 AMOUNT SPENT
Y g R A —— 38.9
- i42.8 ™ WORTH THE SAME AS
AMOUNT SPENT
10.6 93 = WORTH MORE THAN
MEXICO CITY $302739 AMOUNT SPENT
E—— 3.
F—— 0. = WORTH MUCH MORE THAN
788 AMOUNT SPENT

CANCUN Eee—— 11 5 34.2



Experience of visits

ACAPULCO
= DID NOT ANSWER

i * WORTH MUCH LESS THAN
MONTERREY

AMOUNT SPENT
= WORTH LESS THAN
AMOUNT SPENT

GUADALAJARA MW 7.9 47 7 ®» WORTH THE SAME AS

——— 3.0 AMOUNT SPENT

— * WORTH MORE THAN AMOUNT

4.3 SPENT

TOTAL “ 4.4 * WORTH MUCH MORE THAN

W 37.6 AMOUNT SPENT
— 13



N. VALLARTA 0
MAYAN RIVIERA
*MANZANILLO

*MERIDA

*COZUMEL

*IXTAPA

ACAPULCO

Experience of visits

1.2 10.8
— .
e 103 &
=30

: 10.4
0.5
.,

® DID NOT ANSWER

® WORTH MUCH LESS THAN
AMOUNT SPENT

® WORTH LESS THAN
AMOUNT SPENT

® WORTH THE SAME AS
AMOUNT SPENT

" WORTH MORE THAN AMOUNT
SPENT

* WORTH MUCH MORE THAN
AMOUNT SPENT



Impact of study

Setting up the “"Clean and dear Mexico” program

Improvements in the National Immigration Institute
regarding service and waiting time at airports
Airport groups

Improvements made in state and municipal tourist
offices

CONCANACO - Servitur (shopping)

Proposal to establish the satisfaction index as a
sustainability indicator in member countries of the
Association of Caribbean States (AEC)



Impact of study

e Presentation in APEC

» Indicator to appraise the Tourist Sector within
the Presidential Objectives System set up by the
Federal Government of Mexico

e 2002 Innova Prize, Innovation and Quality
(Interdepartmental Transparency and
Anticorruption Commission)
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