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Abstract—Despite the presence of many naturally attractive 

tourist destinations, tourism in the Middle Eastern countries is 

affected because of the unfair media presentation of the 

geopolitical tensions in some parts of the region. In order to 

increase the number of tourists to this region, it becomes 

important to educate and train the tour guides to influence the 

tourists visiting these destinations by the quality level of their 

service and to provide destination-related information to the 

tourists to encourage them to revisit these destinations as well as 

recommend these destinations to their family and friends. In this 

context, this research, by undertaking a case study of the tourism 

in these destinations, provides a broader account of the role of tour 

guides in increasing the number of tourists to a tourist destination. 

The research also makes few recommendations in this connection 

along with future scope and opportunity of research. 

Keywords— Destination and customer loyalty, tour guides, tour 

guide performance, tourist satisfaction.  

I. INTRODUCTION 

In recent times, there has been an increase in international 

tourism activities with more people travelling to different 

tourist destinations across the world (Şahin, 2012, p1). 

Importance of improving the level of customer service quality 

for achieving increased number of tourists to a particular tourist 

destination has gained momentum in the wake of 

competitiveness of tourist market place. Despite the increase in 

the global tourism activities, little attention is being paid to the 

impact of the role of tour guides in contributing to higher 

customer satisfaction levels (Sharpely & Forster, 2003, p689). 

It needs to be recognized that tour guides are considered as the 

representatives of tourist destinations and countries, and they 

have a significant role to play in improving the tourist 

satisfaction and thus ensure an increase in the number of 

tourists to the destinations (Huang et al., 2010, p5). Middle east 

has emerged as one of the tourist attractions despite the ongoing 

geopolitical tensions in some of the regions. The negative media 

publicity representing the whole of middle east as a disturbed 

area may have a negative impact in promoting tourism in some 

of the better middle eastern destinations. Therefore, it becomes 

important that the tour guides make proper representations to 

the visitors to the middle eastern destinations for repeated visits 

and referrals to other tourists. In this context, this study seeks 

to analyse the importance of tour guides in increasing the 

number of tourists to the tourist destinations in middle eastern 

countries of turkey, Israel, Egypt, Kurdistan, Jordan, and the 

like. 

II. AIMS AND OBJECTIVES 

This research seeks to explore the impact of tour guide 

performance on the tourists’ overall travelling experience and 

satisfaction and whether this could contribute to increase in the 

number of tourists for a given tourist destination. The objectives 

are: 

1. To understand the role of tour guides in promoting a 

tourist destination 

2. To identify the importance of the skills and behaviors of 

tour guides in enhancing tourist experience 

3. To understand the relationship between the efficiency of 

tour guides and increase in number of tourists 

III. LITERATURE REVIEW 

The role of tour guide has been studied deeply by Cohen 

(1985, p7) According to Cohen (1985, p12) the role of tour 

guide has the major components of instrumental, social, 

interactional, and communicative. Whilst the instrumental, 

active component is related to the smooth conducting and 

showing of the tour, the social component relates to structure 

and morale of the tourists. The interactional component means 

the role of tour guide to act as a middleman between the tourists 

and the local population. The communicative component refers 

to the knowledge of the tour guide about the information 

relating to the tourist destination and his ability to communicate 

with the tourists about such information within his knowledge. 

These functions of a tour guide suggest that a tour guide has to 
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represent a cultural interface between the tourists and the local 

population (Huang et al. 2010, p9).  

Research has identified that tourism marketing and number 

of tourists visiting particular destinations is positively 

influenced by the personal qualities, adequacy of tourism 

knowledge, and practical experience of tour guides (Tsai et al. 

2015, p825). The relationship between the efficiency of tour 

guides and improvements in tourism marketing in Istanbul was 

studied by (Cetinkaya & Oter 2016, p45), to report the 

significant positive relationship between these variables. The 

following six themes have emerged and occurred from the 

research during the last five decades on the role of tour guides 

in tourism promotion. They are: (i) diversity and complexity 

and difficulty of the different dimension’s sizes of tour guiding; 

(ii) role of the tour guide as interpreter and communicator of 

intercultural perspectives; (iii) contribution of tour guides to 

sustainability; (iv) expectations and satisfaction of tourists with 

respect to their experience with tour guides; (v) training, 

education, and professional development of research guides; 

and (vi) conceptualization of quality in tour guiding (Weiler, 

2014, p1183). The increasing role of the tour guides in 

promoting ecotourism and nature-based tourism as also to 

interpret the tourist sites and motivate the tourists to not to 

disturb the ecology of the tourist sites has also been the subject 

of recent research (Yamada, 2011, p141) & (Poudel and 

Nayaupane, 2013, p662). Review of the related literature points 

out to the fact that the personal qualities, knowledge, and 

personal experience of tour guides is most likely to result in 

increasing the number of tourists visiting a given destination. 

These variables are considered for this research as they have a 

significant impact on enhancing the tourist experience and 

satisfaction levels. Therefore, it can be hypothesized that: 

H1: The level of personal qualities, knowledge, and personal 

experience of tour guides is likely to result in increased number 

of tourists to a given tourist destination. 

The role of tour guides in tourism has been the subject matter 

of serious research, the absence of large number of quantitative 

studies. (Prakash, et al., 2010, p12) highlight the role of tourist 

guides in assuming pretending different roles in different 

contexts. The authors regard tour guiding and interpretation as 

the basic activity in the value chain of tourism industry. (Ap & 

Wong, 2001, p553) remark that tour guides represent the key 

front-line players in the tourism industry, hence their 

knowledge and interpretive ability about the culture and 

attractions of tourist destinations are of extreme importance to 

convert the visit of the tourists to an experience. According to 

(Zhang & Chow, 2004, p85), because of the ability of tour 

guides to provide valuable information about the tourist 

destinations, the tour guides can ensure the success of the 

respective tourist destinations. The tour guides have the 

capability to improve the image and reputation of the tourist 

destinations through producing quality service to tourists (Yu et 

al., 2004, p11). The tour guides are expected to assume different 

roles because of the diversity in the functionality and the 

complexities involved in tour guiding. The different roles are 

summarized in the following table (Table 1). 

 

TABLE I 

DIFFERENT ROLES OF THE TOUR GUIDE 

Tour Management 

(Focus of Tour 

Groups) 

Geographical Social 

Tour Organizer/Manager Entertainer 

Facilitator/Sales 

Representative 

Experience 

Management 

(Focus on 

Individual Tourist) 

Interactional Communicative 

Leader 

Cultural Behaviour 

Educator 

Information Giver 

Resource 

Management 

(Focus on 

Environment) 

Motivate Environmental 

Interpreter 

Motivator or Mentor Interpreter/Mediator 

Source: Prakash and Chowdhary (2010) 

 

The different roles of tour guides as tour organiser, tourist 

experience manager, and resource manager are considered as 

additional variables to conduct this research as they have a 

serious impact on tourist satisfaction. Therefore, the above 

review on the role of tour guide leads to the hypothesis that: 

H2: The level of performance of tour guides in different roles 

will lead to increase in the number of tourists visiting a given 

tourist destination. 

Customer satisfaction in the case of packaged tours is 

influenced largely by the quality level of tour services (Huang 

et al., 2010, p9). In this case, the customer satisfaction is found 

to have the constructs of satisfaction with tour service and 

satisfaction with the experience the tourists. Whilst factors like 

quality level of tour guide service, leisure activities, and food 

quality are responsible for customer satisfaction on tour service; 

tour guide service, shopping, and quality of leisure activities 

promote the customer satisfaction with respect to tour 

experience. Therefore, it follows that the tour guide service is 

one of the important variables in determining the increased 

number of visitors to a tourist destination as the quality of such 

service is responsible for tourists’ satisfaction on tour service as 

well as tour experience. When there is an increase in the tourist 

satisfaction, it leads to increase in the number of tourists visiting 

a given tourist destination. This leads to the hypothesis that:  

H3: The quality of services provided by tour guides 

significantly affects the number of tourists visiting a given 

tourist destination 

IV. METHODOLOGY 

The case study analysis is the chosen methodology for this 

research as it allows a thorough, in-depth exploration of how 

tour guides influence the number of tourists at a given 

destination. This method is qualitative, which focuses more on 

the subjective individual experiences of the tourists. Case study 

as a research method has the advantage that it can be used 

within the context of its use (Yin, 2014, p404). The references 

used for the analysis are peer-reviewed journal articles written 

by Middle Eastern, Near Eastern, international authors, as well 

as scholarly textbooks written by both Western and Oriental 

scholars. The case study analysis exclusively focuses on the 

Middle Eastern countries of Turkey, Israel, Saudi Arabia, and 

Egypt.  
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This research has chosen the Middle Eastern tourist 

destinations as the context for study, since Middle East is 

considered as a controversial hot region despite the presence of 

several natural tourist destinations. Any inconvenient 

geopolitical incident in any of the regions in the Middle East is 

reflected in all the countries in the region. This generalisation 

might be the effect of geographical ignorance or unfair publicity 

by the media. It is possible to reverse the negative stereotype on 

all the tourist destinations in this region by proper presentation 

by the tour guides to promote revisits by the tourists and referral 

to their friends and relatives. Therefore, this research is focused 

on the role of tourist guides in contributing to increased number 

of tourists since such a research becomes appropriate and 

important. 

V. RESULTS 

In the Republic of Turkey, the tourism industry is one of the 

most active and strong areas of businesses and has raised the 

country as one of the most well-liked tourist destinations in the 

world. In 2015, as reported by the Turkish Ministry of Culture 

and Tourism, the number of incoming tourists in the country 

went beyond 39 million with the overall revenue of roughly $31 

billion. Majority of these tourists are from the Middle East and 

Europe (Aldujayn, 2018, p 4).  

Turkey’s major city, Istanbul, presently accommodates 

roughly 12 million tourists from different countries with 

different purposes or goals. Hence, the city is a reliable 

reference for the impact of tour guides on tourist satisfaction or 

the number of tourists visiting a particular tourist destination. 

Tour guides in Istanbul are highly committed to their profession 

because of the strong belief in the country that tourists are 

excited, outgoing individuals originating from different nations 

and cultural backgrounds (Cetinkaya & Oter, 2016, p47). The 

awareness of hospitality has traditionally been essential to the 

Turkish cultural identity and mentality. Hence, tour guides in 

this country have taken advantage of this quality to boost the 

performance of the local tourism industry. 

Due to the naturally hospitable, welcoming Turkish culture, 

tour guides in Istanbul have a valuable role within the tourism 

industry and they fantastically satisfy the expectations, needs, 

and demands of visitors in Istanbul (Aldujayn, 2018, p8). The 

research findings of (Cetinkaya& Oter, 2016, p10) show that 

large numbers of tourists in Istanbul plan to revisit the city. 

These tourists could potentially turn out to be loyal clients in 

the future. Moreover, the discovery that most of these tourists 

would want to revisit Istanbul show that the tour guides and tour 

operators in the locality understood the value of customer 

loyalty and satisfaction.  

As regards word of mouth, the findings show that most of the 

tourists would refer Istanbul to their friends, family members, 

and relatives. This outcome is an indication that the tourists 

would automatically promote through word of mouth for the 

city in their native lands, which in result will the number of 

tourists to Istanbul rise in the near future or specific periods 

(Cetinkaya & Oter, 2016, p12). In relation to the level of 

satisfaction, which the tourists identified from the tour guides’ 

services, most of them were adequately and extremely satisfied. 

Knowledge is one of the tour guides’ qualities that achieved an 

important part in getting this level of satisfaction (Cetinkaya & 

Oter, 2016, p13). Based on these findings, it can be determined 

that the tour guides in Istanbul are competent capable and 

acceptable when it comes to knowledge, personality, and skills. 

Besides these factors, there are other explanations for the 

competence of tour guides in Turkey, such as having a 

comprehensive university education (Aldujayn, 2018, p 11).  

Just like Turkey, Israel is also experiencing a significant 

increase in tourist arrivals. The tourism ministry reported that 

recently it has started several new programs planned to boost 

tourism, such as teaming up with major online travel agencies, 

reforming its marketing strategies to place emphasis and weight 

on recreation, supporting new immediate routes from the 

world’s major cities, and improving the professional 

competence of their tour guides (Staff, 2018, p3). According to 

the Tourism Ministry, in 2018, Israel accommodated 

approximately 4 million visitors, which is a record-breaking 

development for the country. The ministry also reported that 40 

per cent of these tourists are revisiting the country, which 

proves that Israel is a popular tourist destination (Staff, 2018, 

p3). But what made Israel’s tourism largely successful is the 

capability of its tour guides to advance its political agenda.  

Israel has used tourism as a political instrument. Tourism has 

served as a justification for the dominance and power of Israel 

over the people and land of Palestine. It is a propaganda tool 

that effectively spread to huge numbers of tourists the 

legitimacy of the Israel occupation. All of the tours in the 

country are led and escorted by thoroughly trained tour guides 

whose main goal is to relate the Israeli story to the tourists 

(Alqasis & Kassis, 2015, p7). This story is formed through the 

removal of important details and by making sure that no 

interaction between local Palestinians and tourists occur. In 

order to ensure the success of this tour guiding agenda, the 

Israeli government proposed licensing tour guides yearly so as 

to guarantee their competence (Stein, 2008, p650). Alqasis & 

Kassi (2015, p12) also reported that tourists in Israel prefer 

Israeli tour guides over Palestinians because the former can 

move easily through checkpoints and make the travelling 

experience more trouble-free for the tourists.  

On the other hand, in the Middle East, there are very few 

realistic research on local tourism due to the fact that the region 

is considered as one of the world’s least advanced tourism 

places where recreation is uncommon and normally viewed as 

economically irrelevant and culturally unfavorable (Newton, 

2018, p2). In 2002, the Middle East witnessed the arrival of 

roughly 24 million tourists, which includes an almost 10 per 

cent annual growth since the 1990s. In the past decade, the 

Middle East has become a rapidly developing tourist 

destination and has overconfidence on its different 

uncomfortable tourist destinations (Damanhouri, 2017, p155). 

In nations like Saudi Arabia, Egypt, and the United Arab 

Emirates, tourism is regarded as a capital that results in 

development, growth, and progress in the country.  

The research of (Damanhouri, 2017, p156) reveals that 

tourists in Saudi Arabia usually visit the country for business 
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purposes, treatment or medical services, religious reasons, and 

for families and friends. Hence, Saudi Arabia has religious and 

family tourists as its most regular visitors. When the satisfaction 

levels of these tourists were assessed, the study reported that 

they were satisfied with the tour guides’ helpful, responsive, 

and hospitable services. The increase in the Saudi tour guides’ 

competence is the outcome of the efforts of the Saudi 

Commission for Tourism and Antiquities (SCTA) to mobilize 

tour guiding whilst escorting visitors, acquainting them with the 

tourist spots, giving them appropriate, accurate information in 

a satisfying way which delivers more improved services 

generally (Saudi Commission for Tourism and Antiquities, 

n.d.). The SCTA has granted licenses to numerous tour guides 

thus far and is endorsing tour guiding through promotional 

program online.  

Additionally, the SCTA helped establish the Tour Guide 

Committee as the meeting place for every tour guide, developed 

a symposium labelled Tour Guiding Skills, and opened the 

website for the Saudi Tour Guide, all for tour guides authorized 

under the guidelines of the World Federation of Tourist Guide 

Associations (Saudi Commission for Tourism and Antiquities, 

n.d.). The SCTA fully acknowledges the value of tour guides in 

increasing the number of tourists for a tourist destination, which 

is the reason why it strongly supports the tour guiding career by 

means of the above-mentioned strategies.  

In contrast to Turkey, Israel, and Saudi Arabia, Egypt is 

currently having problems with its tourism industry. In spite of 

initial indications of recovery, the untroubled period of the past 

decade for Egypt appears to remain miles away. Tourism 

covered almost 20 per cent of Egypt’s GDP in 2007 (Oxford 

Business Group, 2019, p1). Yet, in 2016, after a wave of 

terrorist events, consequent travel embargos enforced by other 

countries and overall worries over security, only 5 million 

tourists were documented, which amounted to a 42 per cent 

decline from the earlier period. As reported by the Central 

Agency for Public Mobilization and Statistics, annual tourism 

numbers have been declining as well, from 147 million in 2010 

to 84 million in 2015 (Oxford Business Group, 2019, p1).  

One of the reasons Egypt’s tourism industry is weakening is 

the quality of its tour guiding services. The tour guide serves a 

major part in travel and provides the tourists with an idea of the 

tourist destinations they work for. Hence, it is highly vital to 

improve the quality of their services. A number of problems are 

affecting the tour guiding occupation in Egypt, like the 

postponement of the release of licenses for the tour guides to 

provide services outside the capital, feeling of being 

undervalued by the government, the tension between tour-

leaders and tour guides, increase in foreign labor, and low salary 

(Magdy, 2016, p107). Moreover, according to (Abdalla 2007, 

p37), a research discovered that in spite of having licenses, 

Egyptian tour guides do not have the necessary knowledge and 

education to perform competently. 

The same is true with Kurdistan. The region has seen massive 

growth in its tourism industry since 2005. The number of 

tourists has risen annually until it reached roughly 3 million by 

2013. Unfortunately, the conflict against Da’esh has greatly 

damaged the reputation of Kurdistan as a secure destination for 

tourists (Rasaiah, 2016, p2). Because of this political disaster, 

the number of tourists has declined by fifty per cent from 2013 

to 2015 (World Bank Group, 2016, p1). The Kurdish 

government acted immediately but instead of strengthening the 

tourism industry, it only further weakened it.  

One of the reasons for the continuing decline of tourism in 

Kurdistan is the lack of attention given to tour guides. The bulk 

of resources were invested in the construction of new 

restaurants and hotels rather than in the training of tour guides, 

who are generally scarce in number (Rasaiah, 2016, p2). The 

lack of qualified tour guides in the region is primarily caused 

by the difficulty in obtaining a license due to legal restrictions, 

therefore even the agencies unable to provide, offer them proper 

guiding opportunity, due to above facts most of graduated tour 

guide are seeking various job other than professional tour 

guiding (World Bank Group, 2016, p1). Their competence is 

also questioned due to the absence of efficient quality assurance 

processes for tour guiding and international standard of being a 

tour guide. Even though tourists can freely travel alone in 

Kurdistan, large numbers of visitors, especially those who are 

visiting the region for the first time, prefer to have tour guides 

that could get them easily through checkpoints and speak in 

their native language (Altaee et al., 2017, p105). Yet, legal 

barriers and lack of competency make it difficult for tour guides 

to develop these capabilities.  

VI. DISCUSSION AND FINDING 

The analysis has shown that tour guides positively impact 

tourists’ experience and, therefore, their overall satisfaction. 

Consequently, this could lead to a higher number of visitors in 

a tourist destination through revisits and word-of-mouth 

recommendations. The analysis has generated the following 

findings: 

• In Turkey, tourists are highly satisfied with the tour 

guides’ hospitality and most of them plan to revisit and 

refer the tourist destination to their families and 

relatives; 

• In Israel, tour guides have been found to be highly 

capable in promoting the Israeli political propaganda 

against Palestinians by winning the approval and 

satisfaction of tourists in the country; 

• In Saudi Arabia, tourists are satisfied with the 

accommodating, responsive, and friendly services of 

tour guides. 

• In Egypt, tour guides lack adequate training and support 

from the government, resulting in the weakening of the 

country’s tourism industry.  

• In Kurdistan, competent tour guides are limited in 

number due to legal restrictions and deficiency of study 

programs in both theoretical and practically compare to 

other well-developed tourist countries, on the other hand 

lack of daring, courageous of tour operator, agencies to 

provide proper training to and invest on human resource 

to growth their future businesses. 
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VII. FUTURE SCOPE AND RECOMMENDATION 

As shown in these cases, tour guides play a huge role in 

strengthening the success of tourism improvement for tourist’s 

tour operator as well as tour guide itself. Therefore, the 

hypotheses of this research have been confirmed.  

Universities should provide and offer additional studies on 

tour guiding practice, education, and training to gain a complete 

understanding of the ability of practice, education, and training 

to enhance the capability of tour guides to meet visitors’ 

expectations. Tourism managers and operators should also 

acknowledge that the performance of tour guides significantly 

affects tourist satisfaction and could indirectly generate it 

through the services of tourism operators and the general 

travelling experience (Kassawnh et al., 2019, p4). Giving tour 

guides continuous professional training could improve their 

performance and support the quality of their services.  

Generally speaking, government bodies may have to 

implement a quality performance system for tour guides to 

evaluate and enrich their personal capabilities, attitudes, and 

knowledge. Numerous studies have reported certain tour guide 

characteristics, abilities, and personalities that determine tourist 

satisfaction (and frustration). These pieces of evidence can be 

used in the creation of guidelines for tour guide professional 

development and training (Liu & Deng, 2017, p212). A vital 

discovery by numerous researchers is that qualified guides who 

have undertaken training lead to greater tourist satisfaction 

levels (Lin et al., 2018, p105), and this fact should be given 

more attention by governments and tourism businesses. 

These findings can also be applied to the development of tour 

guide training with regard to recognising and appreciating the 

various cultural backgrounds and expectations of visitors from 

different cultures, as well as tour guides’ attitudes, knowledge, 

and abilities that are relevant and suitable to different tourists. 

For instance, informational training led to, and enhanced the 

accuracy of, understanding official to tourists and increased 

tourist satisfaction (Sandaruwani & Gnanapala, 2016, p62). 

Inadequately trained tour guides appear to lack the capability to 

understand and describe the civilisations and culture of a tourist 

destination.  

CONCLUSION 

In conclusion, it is clear from the discussion how valuable 

tour guides are in strengthening the profitability of the tourism 

industry by attracting more tourists through increased customer 

satisfaction. Much has been learnt here about how tour guiding 

can successfully draw the attention and sustain the interest of 

tourists. This capability generally leads to customer loyalty, 

satisfaction, and word-of-mouth promotion. Examples from 

Turkey, Israel, Egypt, Saudi Arabia, and Kurdistan further 

establish and confirm the hypothesis that tour guides are a 

dynamic human resource for the tourism industry as they can 

boost the tourists through their competency and capabilities at 

giving tourist destination. 
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