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Abstract

The purpose of this study was to study the quality of the
physical activity services in nature offered by workers of ac-
tive tourism companies in Extremadura. In a complementary
fashion, we also analysed whether the perceived quality of this
service was influenced by the role of the worker within the
company, either manager or sports monitor. The sample of
participants was comprised of 25 workers: 16 monitors and 9
managers. To study the quality of the service, the questionnaire
validated by Mediavilla (2013) was used. The results showed
differences in both variables studied (Importance and Value
of the item). Specifically, the managers attached more impor-
tance and rated more highly the questions on quality, since they
scored the items on the questionnaire more highly (p < 0.001).
The tasks derived from the professional exercise of workers in
active tourism companies influence the perception of quality of
the physical activities provided in nature. These results have
revealed the groups of questions that rated higher or lower, and
they allowed us to pinpoint the differences between groups. It
is recommended that attention be paid to those items or ques-
tions which were rated lower in order to analyse the causes and
implement specific working proposals to improve their rela-
tionship with the perception of quality of the service provided.

Keywords: management, perception, quality, service, com-
pany, active tourism

Resum

L’objectiu de I’estudi va ser analitzar la qualitat emesa del
servei d’activitats fisiques en la natura per part de treballadors
d’empreses extremenyes de turisme actiu. Complementariament,
es va analitzar si la qualitat percebuda d’aquest servei estava in-
fluida pel rol del treballador, gerent o monitor esportiu, dins de
I’empresa. La mostra de participants estava composta per 25 tre-
balladors: 16 monitors i 9 gerents. Per estudiar la qualitat es va
utilitzar el qiiestionari validat per Mediavilla (2013). Els resultats
van mostrar diferencies en ambdues variables d’estudi (importan-
cia i valoraci6 de I’item). Especificament, els gerents van donar
més importancia i van valorar més les qiiestions relatives a la qua-
litat, ja que puntuen amb valors superiors els items inclosos en el
qiiestionari (p < 0,001). Les tasques derivades de 1’exercici pro-
fessional en treballadors d’empreses de turisme actiu influeixen
en la percepci6 de qualitat amb que es presta el servei d’activitats
fisiques en la natura. Aquests resultats han permes coneixer els
blocs de preguntes que van rebre una major o menor puntuacio,
aixi com localitzar les diferéncies entre grups. Es recomana fi-
xar-se en aquells items o preguntes que van tenir una puntuacio
més baixa, analitzant les causes i implementant propostes con-
cretes de treball per millorar la seva relacié amb la percepcié de
qualitat en el servei prestat.

Paraules clau: gestid, percepcid, qualitat, servei, empresa,
turisme actiu

Introduction

Active tourism (AT) is a relatively recent phenom-
enon in the Spanish tourist market; it is an expand-
ing sector which is beginning to become consolidated
from the standpoint of supply and demand (Martinez
& Ramon, 2011). When managed properly, it can
contribute to the sustainable development of towns
and regions through the appearance of competitive ad-
vantages (environmental education and conservation
by residents and tourists, economic and job growth;
see Martinez Quintana & Blanco Gregory, 2013).

Introduccio

El turisme actiu (TA) és un fenomen relativament re-
cent al mercat turistic espanyol, sent un sector en expan-
si6 amb tendéncia a consolidar-se des del punt de vista
de I’oferta i de la demanda (Martinez & Ramoén, 2011).
Gestionat de forma adequada, pot contribuir al desen-
volupament sostenible de pobles i regions a través de
I’aparicié d’avantatges competitius (educacid i conser-
vaci6 del medi ambient per part de residents i turistes,
creixement economic i de I’ocupacié; Martinez Quintana
& Blanco Gregory, 2013).
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AT is part of the nature tourism brand, along with
recreational tourism and eco-tourism (Secretary of
State of Tourism of Spain, 2004). Specifically, the
Secretary of State of Tourism of Spain states how one
of the sources of motivation of nature or sports (or
highly specialised sports) tourists is the practise of
different activities on land (hiking, mountain biking,
bungee jumping, skiing, 4x4), in the water (canoe-
ing, diving, surfing, canyoning, sailing) and in the air
(parachuting, hot air balloons, flying with and with-
out motor) which are compatible with using and car-
ing for natural resources.

AT is associated with leisure and tourism activities
related to outdoor sports. It has to do with physical-
sports activities at any degree of technical difficulty
and physical duress (Tudela, 2005). It is also active
because the participant is the person who directly ex-
periences it, as they are not limited to simply watch-
ing sports events (Bayon, 1999). Along these lines,
Miranda, Lacasa and Muro (1995) state that AT is a
meaningful experience which puts human beings into
contact with the outdoors.

According to Mediavilla (2010), it is a service re-
lated to tourism and sports offered by companies spe-
cialised in physical-recreational activities. Its place of
work is outdoor nature, and it entails a commitment
to physical effort which is voluntarily accepted and
known by the client. According to the same author,
AT can be subdivided into several subsectors depend-
ing on where it is performed (green tourism: land,
forest; blue tourism: water, sea, rivers, marshes;
white tourism: snow).

The characteristics of AT include travelling,
physical condition, some degree of uncertainty and
adaption to the environment. Specifically, it is char-
acterised by the presence of physical and sports ac-
tivities, the use of nature’s resources (land, water,
air, snow, ice), their leisure-recreational nature, a
high degree of dynamism and action, active-volun-
tary participation, new emotions and sensations, ex-
periences filled with excitement and enthusiasm, and
an atmosphere of friendship and cooperation (Del
Toro, 2010).

In Spain, AT is a service that is usually commer-
cialised in association with sports, partly omitting its
adventurous side (and therefore its association with
risk and accidents) in order to better reach all kinds of
audiences (Hernandez & Martin, 2002). Along these
lines, it is common for companies to offer a package

El TA forma part de la marca de turisme en la na-
tura, al costat del turisme d’esplai i ’ecoturisme (Se-
cretaria d’Estat de Turisme d’Espanya, 2004). Especi-
ficament, la citada Secretaria d’Estat exposa com una
de les fonts de motivaci6 del turista de natura I’esport
(o esport molt especialitzat), a través de la practica de
diferents activitats terrestres (senderisme, bicicleta de
muntanya, salt de pont, esqui, quads), aquatiques (pi-
ragiiisme, busseig, surf, barranquisme, vela) i acries
(paracaigudisme, globus aerostatic, vol amb i sense mo-
tor) compatibles amb 1’aprofitament i cura dels recursos
naturals.

El TA es troba lligat a activitats d’oci i turisme,
relacionades amb ’esport a ’aire lliure. Té a veure
amb activitats fisicoesportives en qualsevol grau de di-
ficultat técnica i de duresa fisica (Tudela, 192005). A
més, és actiu perque la persona participant és la pro-
tagonista directa de les experiéncies, ja que no es li-
mita a la simple contemplacié d’espectacles esportius
(Bayo6n, 1999). En aquesta linia, Miranda, Lacasa i
Muro (1995) van afirmar que el TA constitueix una
experiencia significativa que relaciona 1’ésser huma
amb D’aire lliure.

Segons Mediavilla (2010) es tracta d’un servei re-
lacionat amb el turisme i 1’esport, realitzat per em-
preses especialitzades en activitats fisicorecreatives.
El seu espai de treball és el medi natural, la qual
cosa implica un compromis d’esfor¢ fisic assumit i
conegut de forma voluntaria per la clientela. Segons
aquest autor, el TA es pot subdividir en diversos sub-
sectors, atenent al medi on es realitza (turisme verd:
terra, bosc; turisme blau: aigua, mar, rius, pantans;
turisme blanc: neu).

Entre les caracteristiques que presenta el TA des-
taquen la de viatjar, situaci6 motriu, certa incertesa
i adaptaci6 al medi. Especificament, es caracteritza
per la preséncia d’activitats fisiques i esportives, uti-
litzaci6é de recursos de la natura (terra, aigua, aire,
neu, gel), caracter ludicorecreatiu, alt grau de dina-
misme i accid, participacid activa-voluntaria, noves
emocions i sensacions, experiéncies plenes d’il-lusid
i entusiasme, ambient d’amistat i cooperacié (Del
Toro, 2010).

A Espanya, el TA és un servei que tendeix a co-
mercialitzar-se més amb 1’esportiu, ometent en part el
seu tret d’aventura (i per tant la seva vinculaci6 al risc i
accident) i aconseguir aixi una millor aproximaci6 a tot
tipus de publics (Herndndez & Martin, 2002). En aques-
ta linia, és habitual que les empreses ofereixin paquets
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of physical activities geared towards families, compa-
nies, school groups, the elderly, etc.

However, conceptually it is difficult to separate
the terms active and adventure, since the profile of the
typical client is a young person (between the ages of
25 and 45) with a high level of education and income
(Secretary of State of Sports, 2004) who is seeking
new practices that provide them with sensations of
freedom, escaping routine, activation, adrenaline and
communing with nature (Sdnchez & Cantén, 2001).
For example, Durén, Alvarez and Del Rio (2015)
found in their bibliometric study on the scholarly
output on AT! that generic terms resulting from the
search are active tourism and adventure tourism.

In Spain, the autonomous communities have been
transferred the authorities on tourism matters (Nasarre,
2008). Currently there are 12 Spanish regions with spe-
cific AT regulations or regulations that are in the pro-
cess of approval (Canary Islands), while the others have
no regulations (Basque Country, Extremadura, Balearic
Islands, Madrid, Ceuta and Melilla). The contents of
the decrees on AT cover its definition and scope, the
list of possible activities to be regulated, the personnel
or human resources needed to perform these activities,
the official degrees required by the company and tech-
nicians, the kinds of insurance and safety required, the
materials and equipment, the information provided to
users, and the measures to be implemented to protect
and respect the environment (Mediavilla, 2010).

Nationwide, there is the Spanish Active Tourism
Association (ANETA), which was founded in 2005. It
is a non-profit organisation made up of associations in
this field from the different autonomous communities
whose goal is to develop an environmentally sustain-
able AT model and to defend the interests of its com-
panies. Its activities include implementing quality cri-
teria and standards and fostering training and research
among AT companies and their workers.

AT companies in Spain tend to be small or medi-
um-sized; they specialise in a sector but are not entire-
ly defined in order to avoid labour limitations or sea-
sonality of their work. They identify with the area of
physical activities in nature and are dependent on the
climate, but they also provide complementary activi-
ties (educational, training, recreation, tourism, leisure
and free time). These companies are associated with

1 1SOC social sciences and humanities database for articles in
Spanish.

d’activitats fisiques orientades a families, empreses,
grups d’escolars, persones grans, etc.

No obstant aix0, conceptualment és dificil separar
els termes actiu i aventura ja que el perfil de la cliente-
la caracteristica és el d’una persona jove (entre 25 i 45
anys), amb elevat grau de nivell cultural i d’ingressos
(Secretaria d’Estat de I’Esport, 2004), i que busca noves
practiques que li proporcionin sensacions de llibertat,
escapar de la rutina, activaci, adrenalina i fusionar-se
amb la natura (Sanchez & Cant6n, 2001). Per exemple,
Duran, Alvarez i Del Rio (2015) van trobar en el seu es-
tudi bibliometric sobre produccid cientifica en TA' que
els termes genérics resultants de la cerca son turisme ac-
tiu i turisme aventura.

A Espanya, les competeéncies en materia de turisme
estan transferides a les comunitats autonomes (Nasarre,
2008). Actualment, existeixen 12 regions espanyoles
amb regulacid especifica del TA, una en procés d’apro-
vaci6 (Canaries), i les altres sense regulacié (Pais Basc,
Extremadura, Balears i Madrid, aixi com Ceuta i Meli-
lla). Els continguts dels decrets de TA versen sobre la
seva definicid i ambit, el llistat de possibles activitats
a regular, el personal o recursos humans precisos per
desenvolupar aquestes activitats, les titulacions oficials
requerides per I’empresa i técnics, els tipus d’asseguran-
ces i seguretat que es requereixen, els materials i equips,
la informacié a ’usuari aixi com les mesures que s’im-
plementen per protegir i respectar el medi ambient (Me-
diavilla, 2010).

En I’ambit nacional existeix 1’ Associaci6 Espanyo-
la de Turisme Actiu (ANETA) des de 1’any 2005. Es
tracta d’una entitat sense anim de lucre formada per
associacions d’aquest ambit de les diferents comunitats
autonomes per desenvolupar un model de TA sostenible
mediambientalment i defensar els interessos de les seves
empreses. Entre les seves activitats es troben les d’im-
plantar criteris i normes de qualitat aixi com fomentar la
formaci6 i la recerca entre les empreses de TA i els seus
treballadors.

Les empreses de TA a Espanya sén de grandaria pe-
tita o mitjana, amb especialitzacié sectorial perod no del
tot definida per evitar limitaci6 laboral i estacionalitat
del treball. S’identifiquen amb I’area d’activitats fisiques
en el medi natural i dependents del clima pero també
compta amb activitats complementaries (educatives, for-
matives, recreatives, turistiques, d’oci i temps lliure).

! Base de dades ISOC de ciéncies socials i humanitats per a articles
en castella
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tourism, legal, environmental, administrative, training
and athletic elements, as well as with the transport,
materials rental and sale, tourist information, food and
accommodation sectors (Mediavilla, 2010).

In relation to the quality of the companies that
provide the service, we should note that there are
different models (Eiglier & Langeard, 1989; Paras-
uraman, Zeithaml & Berry, 1993) and generic qual-
ity systems focused on processes (ISO 9000:2000 and
9001:2000). In terms of sports, these quality systems
focus on the clients’ perception and satisfaction (Cal-
abuig, 2005) by developing different models (Murray
& Howat, 2002; Westerbeek & Shilbury, 2003) and
questionnaires (Galvez, 2011; Morales, Hernandez-
Mendo & Blanco, 2012; Nuviala et al., 2012). Other
quality models include measurement tools adapted to
tourism (SERVQUAL), although they are not very
applicable to AT. In this sphere, the only existing
questionnaire is the one validated by Mediavilla in
2013, called the Tool to Evaluate Technical Quality
(abbreviated HEVA in Spanish).

Recently, in a study with 186 TA companies in
Spain, Mediavilla and Gémez (2016) concluded that
their professional activity is more related to tour-
ism than to sports, that the quality parameter is more
highly valued than human resources (friendliness,
customer care, professionalism, safety), and that the
least highly valued elements were those related to en-
vironmental conservation, complementary products
and complaints.

The purpose of this study is to ascertain whether
the perception of the quality of the physical activity
service provided in nature is related to the role of
the worker in the company. To do this, both manag-
ers (directors and/or executives) and sports monitors
from AT companies in Extremadura responded to the
HEVA questionnaire with the goal of ascertaining the
significant differences in the scores on the variables
studied regarding the quality of the sports service.

Method
Sample

The sample (n = 25) was made up of workers from
different AT companies in Extremadura. Specifically,
16 employees and 9 managers voluntarily participated
in the study. This sample represented approximately
40% of the workers in companies there which were
in low season (from late October until March, not

Aquestes empreses tenen vinculacié amb elements del
turisme, legislaci, medi ambient, administraci6, forma-
cid i esport, aixi com amb sectors del transport, venda i
lloguer de material, informacié turistica, alimentaci6 i
allotjament (Mediavilla, 2010).

En relaci6 amb la qualitat de les empreses que
presten el servei, cal destacar que existeixen diversos
models (Eiglier & Langeard, 1989; Parasuraman, Zeit-
haml, & Berry, 1993) i sistemes generics de qualitat
centrats en els processos (normativa ISO 9000:2000
i 9001:2000). A nivell esportiu, aquests sistemes de
qualitat s’han centrat en la percepcid i satisfaccio de la
clientela (Calabuig, 2005), desenvolupant diferents mo-
dels (Murray & Howat, 2002; Westerbeek & Shilbury,
2003) i qiiestionaris (Gélvez, 2011; Morales, Hernan-
dez-Mendo & Blanco, 2012; Nuviala e tal., 2012). Al-
tres models de qualitat van incorporar eines de mesu-
rament adaptades al turisme (SERVQUAL) perd amb
baixa aplicacié cap al TA. En aquest ambit, 1’Unic
qiiestionari existent ha estat el validat per Mediavilla el
2013 i denominat Eina de Valoraci6 de la qualitat técni-
ca emesa (HEVA).

Recentment, Mediavilla i Gémez (2016) conclouen
en un estudi amb 186 empreses de TA espanyoles que
la seva activitat professional esta més relacionada amb
el turisme que amb ’esport, sent el parametre de quali-
tat més valorat el de recursos humans (amabilitat, aten-
ci6 al client, professionalitat, seguretat) i els que menys
aquells vinculats a la conservacié de ’entorn, productes
complementaris i reclamacions.

L’objectiu d’aquest treball és coneixer si la percep-
ci6 de la qualitat amb que es presta el servei d’activitats
fisiques a la natura esta relacionat amb el rol que ocupa
el treballador en I’empresa. Per a aixo0, el qiiestionari
HEVA va ser respost tant per gerents (directors i/o ges-
tors) i monitors esportius d’empreses de TA d’Extrema-
dura amb la finalitat de coneixer les diferéncies signi-
ficatives sobre les puntuacions de les variables d’estudi
relatives a la qualitat del servei esportiu.

Metode
Mostra

La mostra (n=25) va estar formada per treballa-
dors de diferents empreses extremenyes de TA. Espe-
cificament, 16 empleats i 9 gerents van participar vo-
luntariament en 1’estudi. Aquesta mostra va representar
aproximadament el 40% dels treballadors d’empreses
extremenyes que estaven cotitzant en temporada baixa

98

Apunts. Educacié Fisica i Esports. 2017, num. 129. 3r trimestre (juliol-setembre), pag. 95-107. ISSN-0214-8757



Qualitat en els serveis de turisme actiu d’Extremadura | Quality in Active Tourism Services in Extremadura

including winter activities) whose main activity was
managing active tourism. This percentage is a repre-
sentative sample of those workers in the Autonomous
Community of Extremadura.

The sample was chosen using a non-probabilistic
sampling method based on convenience sampling
(Salkind, 1999), since all the participants had to fulfil
certain initial requirements with regard to the type of
company and work experience. Specifically, when the
questionnaire was administered, every respondent had
to be working in AT companies headquartered in Ex-
tremadura and have at least two years of experience
in the sector of physical activities in nature (as either
managers Or monitors).

All the participants anonymously filled out the
HEVA questionnaire (Mediavilla, 2013) using the
online tool Google Docs. The questionnaire is com-
prised of a total of 85 questions, and 2125 of them
were filled out. According to the ethical criteria de-
termined by the University of Extremadura, the iden-
tity of the workers and the participating companies
had to remain anonymous in order to ensure the con-
fidentiality of the data.

Material

The data were obtained via the HEVA questionnaire
(Mediavilla, 2013). This is an instrument that analy-
ses the quality of the services provided by active and
adventure tourism companies. It is organised into the
three following sections: 1) general information on the
companies, 2) the questionnaire itself, and 3) a series of
complementary questions on the companies.

The questionnaire is organised into seven sec-
tions with 10 questions each which address issues
related to: 0. Entity, 1. “Star” activity, 2. Material
resources, 3. Safety, 4. Natural environment, 5. Hu-
man resources, and 6. Clients. They are all scored
on a Likert scale ranging from 1 to 5, from the least
to most important, respectively. Moreover, on each
item, respondents answer Yes or No depending on
whether the company positively or negatively values
fulfilment of that item.

Measurement Procedure

The measurement procedure was based on dissem-
inating the questionnaires to all AT companies in Ex-
tremadura in the region. In order to achieve this, we

(des de finals d’octubre fins a marg, tret de les activitats
hivernals) i I’activitat principal de les quals era la gesti6
del turisme actiu. Aquest percentatge suposa una mostra
representativa d'aquests treballadors a la Comunitat Au-
tonoma d’Extremadura.

L’eleccié de la mostra es va realitzar a través d’un
metode de mostreig no probabilistic basat en un mos-
treig de conveniéncia (Salkind, 1999), ja que tots els
participants havien de complir certs requisits inicials
respecte al tipus d’empresa i experiencia de treball. Es-
pecificament, totes les persones, al moment de realitzar
el qliestionari, havien d’estar treballant en empreses de
TA establertes a Extremadura i tenir una experiéncia mi-
nima en el sector de les activitats fisiques a la natura su-
perior als dos anys (ja sigui com a gerents 0 monitors).

Tots les persones participants van emplenar de ma-
nera anonima el qiiestionari HEVA (Mediavilla, 2013)
a través de 1’eina en linia Google Docs. El qiiestionari
esta format per un total de 85 preguntes i se’n van em-
plenar 2125. D’acord amb els criteris etics marcats per
la Universitat d’Extremadura, la identitat dels treballa-
dors aixi com de les empreses participants ha estat con-
servada en 1’anonimat per assegurar la confidencialitat
de les dades.

Material

L’obtenci6 de dades es va dur a terme a través del
qiestionari HEVA (Mediavilla, 2013). Es tracta d’un
instrument per a 1’analisi de la qualitat dels serveis que
presten les empreses de TA i d’aventura. S’estructura en
els tres apartats segiients: 1) informaci6 general relativa
a les empreses, 2) el qiliestionari propiament, i 3) una
serie de preguntes complementaries sobre les empreses.

El qiiestionari s’estructura en set blocs de 10 pregun-
tes que aborden qiiestions relacionades amb: 0. Entitat,
1. Activitat “estrella”, 2. Recursos materials, 3. Segu-
retat, 4. Medi ambient natural, 5. Recursos humans i 6.
Client. Totes elles soén valorades en una escala numerica
de tipus Likert de I’1 al 5, de la més baixa importancia
a la més alta, respectivament). També, en cada item, es
respon amb Si o No depenent de si ’empresa valora po-
sitivament o negativament el compliment d’aquest item.

Procediment de mesura

El procediment de mesura es va basar en la difusid
de les enquestes a totes les empreses extremenyes de TA
de la regi6. Per aconseguir aquest proposit es va con-
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got in touch with the president of Extremadura Ac-
tiva, which is the association of professionals in the
AT, Leisure and Free-Time sector in Extremadura.
The goals of the project were presented in order to
get permission to send the surveys to all the compa-
nies in Extremadura and later secure informed con-
sent.

The application GoogleDocs was used to make it
easy for the employees in the companies to fill out the
questionnaire. The president of the Association was
in charge of sending the form to all the AT companies
in the region so that all the workers interested in the
study could voluntarily respond to it. The results of
the surveys were sent by email to the research team
so that the confidentiality of the responses could be
preserved. The data-gathering lasted from March to
May 2016.

Variables

The study included two independent variables.
The first variable was the role of the worker in the
company (Level 1: manager or person in charge of
managing the company’s operation; Level 2: sports
monitor or person in charge of providing the service
to the clients and being in direct contact with them).
The second variable was the sections of questions into
which the questionnaire is divided (Level O: Entity;
Level 1: “Star” activity; Level 2: Material resources;
Level 3: Safety; Level 4: Natural environment; Level
5: Human resources; and Level 6: Client) in order
to determine whether any section was more important
and valued more highly by the workers in these com-
panies.

As the dependent variables, we considered the im-
portance and value that the workers assigned to each
of the items in the questionnaire. The “Importance”
variable refers to how important or unimportant the
worker considered the issue suggested in the item.
This variable was quantified with a score of between
1 and 5 (from no importance to maximum impor-
tance). The value of the item refers to the partici-
pants’ estimation of the item, so if they valued it as
important they gave it a “Yes” and if not a “No”.

Design

The problem was addressed from the perspec-
tive of social research by applying a descriptive

tactar amb el president d’Extremadura Activa, que és
I’Associacié de professionals del sector del TA i Oci i
Temps Lliure d’Extremadura. Es van presentar els ob-
jectius del projecte a fi de permetre la recepcié d’en-
questes a totes les empreses extremenyes i posterior ob-
tenci6 del consentiment informat.

Es va utilitzar I’aplicacié informatica Google Docs
per facilitar el compliment del formulari per part dels
treballadors de les empreses. El president de 1’Associ-
acié va ser I’encarregat d’enviar per correu electronic
a totes les empreses de TA de la regi6 el formulari a fi
que el responguessin voluntariament tots els treballadors
interessats en 1’estudi. Els resultats de les enquestes es
van enviar per correu electronic a 1’equip investigador
per preservar la confidencialitat de les respostes. La
recollida de dades es va perllongar des de mar¢ fins a
maig del 2016.

Variables

La recerca va incloure dues variables independents.
La primera variable va ser el rol del treballador en I’em-
presa (nivell 1: gerent o persona encarregada de gestio-
nar els processos de funcionament de I’empresa; nivell 2:
monitor esportiu o persona encarregada de prestar el ser-
vei al client i estar directament en contacte amb ell). La
segona variable van ser els blocs de preguntes en que es
divideix el qiiestionari (nivell O: entitat; nivell 1: activitat
“estrella”; nivell 2: recursos materials; nivell 3: segure-
tat; nivell 4: medi ambient natural; nivell 5: recursos hu-
mans; i nivell 6: client) a fi de concretar si algun apartat
obtenia major importancia i valoracié per als treballadors
d’aquestes empreses.

Com a variables dependents es van considerar la im-
portancia i la valoraci6 que els treballadors assignen a
cadascun dels items del qiliestionari. La variable “impor-
tancia” es refereix a la major o menor consideracié que
el treballador atorga a la qiiestié plantejada en I’item.
Aquesta variable va ser quantificada amb una puntuacié
compresa entre 1’1 i el 5 (de nul-la a maxima importan-
cia). La valoraci6 de I’item es refereix a 1’estimacié que
fa el participant respecte a la qiiestié plantejada, de ma-
nera que si ’avalua com a important la respondra amb
un “si” i amb un “no” en cas negatiu.

Disseny

El plantejament del problema es va abordar des de la
perspectiva de la recerca social, a través de 1’aplicacio
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quantitative, descriptive and transversal method-
ology. The data were gathered by structured ob-
servation using the questionnaire as the research
technique. It was an exploratory study with quasi-
experimental internal validity since there was no
real manipulation of the independent variables, and
it has a mixed nature according to the experimental
treatment of the variables (Pereda, 1987).

Data Analysis

We first performed the Kolmogorov-Smirnov test
to ascertain the normal distribution of the dependent
variables. The results led us to perform non-para-
metric statistical analyses since the kind of variables
used in the study were discontinuous. The descrip-
tive statistics were performed for all the participants
according to Role of the worker and Role of the
worker*Question Group.

The binomial test was performed of the dichoto-
mous dependent variable “Value” in order to check
its scores compared to the reference norm (with re-
gard to 0.5; which means that there is an equal likeli-
hood that the value response to the variable is O or 1).
Since the test value was not 0.5, the contrast was uni-
lateral and offered a critical level resulting from cal-
culating the likelihood of finding a lower and higher
number of cases than the reference. That is, as an al-
ternative hypothesis, we established that the percent-
age of cases or items coded with O was lower than
the reference, or that the percentage of cases or items
coded with 1 was higher than that reference.

Similarly, for the “Importance” variable, we
performed a Chi-squared test in order to determine
whether any value between 1 and 5 obtained a sig-
nificantly higher tally or percentage of cases. In a
complementary fashion, we made a contingency table
with the percentage of cases for this variable. Both the
binomial test and the chi-squared were performed for
the entire sample, according to the Role of the worker
and the Role of the worker*Question Group. Further-
more, when both tests bore the Role of the worker in
mind, the Weigh Cases options was activated in order
to control the effect of having a different number of
managers and monitors in the sample of participants.

Finally, we performed the Kruskal-Wallis test
to ascertain whether there were differences in the
scores of the two variables according to Question
Group, either for the entire sample or by managers

d’una metodologia descriptiva de caracter quantitativa,
descriptiva i transversal. La recollida de les dades es
va realitzar per observacié estructurada, utilitzant com
a tecnica de recerca el qiiestionari. Es va tractar d’un
estudi exploratori, amb una validesa interna quasi-expe-
rimental, ja que no existia manipulaci6 real de les varia-
bles independents, i de caracter mixt segons el tracta-
ment experimental que se’ls dona (Pereda, 1987).

Analisi de dades

En primer lloc es va realitzar la prova de Kolmogo-
rov-Smirnov per congixer la distribuci6 normal de les
variables dependents. Els resultats obtinguts van com-
portar realitzar analisis estadistiques no parametriques,
ja que el tipus de variables d’estudi utilitzades no eren de
caracter continu. Es van sol-licitar els estadistics descrip-
tius per al conjunt de participants, segons el Rol del tre-
ballador i segons Rol del treballador*Bloc de preguntes.

Es va sol-licitar la prova binomial a la variable de-
pendent dicotomica “valoraci6” amb la finalitat de com-
parar les seves puntuacions respecte a la norma de refe-
réncia (respecte a 0,5, el contrast significa que existeix
igual probabilitat que el valor resposta de la variable
sigui 0 o 1). En ser el valor de prova diferent de 0,5,
el contrast va ser unilateral i va oferir el nivell critic
resultant de calcular la probabilitat de trobar un nombre
de casos menor o major a la referéncia. Es a dir, com
a hipotesi alternativa es va establir que el percentatge
de casos o items codificats amb 0 va ser menor que la
referencia o bé que el percentatge de casos o items codi-
ficats amb 1 va ser superior a aquesta referéncia.

De forma similar, per a la variable “importancia” es
va requerir la prova khi-quadrat a fi de determinar si al-
gun valor entre 1’1 i 5 va obtenir significativament un ma-
jor recompte o percentatge de casos. De forma comple-
mentaria es va sol-licitar una taula de contingencia amb el
percentatge de casos per a aquesta variable d’estudi. Tant
la prova binomial com la de khi-quadrat es van realitzar
en funci6 de tota la mostra, segons el “Rol del treballa-
dor” i segons “Rol del treballador*Bloc de preguntes. A
més, quan ambdues proves van tenir en compte la varia-
ble “Rol del treballador” es va incloure I’opci6 “Ponde-
rar casos” a fi de controlar I’efecte de tenir un nombre di-
ferent de gerents i monitors en la mostra de participants.

Finalment, es va executar la prova de Kruskal-Wallis
per coneixer si existien diferéncies en les puntuacions de
les dues variables d’estudi en funci6 dels blocs de pre-
guntes, ja sigui per a tota la mostra o segons fos gerent
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or monitors. Once these differences were confirmed,
we performed the Mann-Whitney U-test to test in
what comparison of pairs these differences in ranges
existed (mean).

We found a Cronbach’s alpha of < .05 for all the
analyses. The statistical analysis was performed using
the 18.0 SPSS statistical package (© 2008 SPSS Inc.).

Results

First of all, Table I shows the descriptive statis-
tics of the managers and monitors of AT companies
in the variables being studied according to the Ques-
tion Groups into which the questionnaire is divided.
We can highlight that the managers obtained a higher
mean than the monitors on both dependent variables
in all the Question Groups except in the Importance
variable in Groups 2 and 4, in which the questions re-
fer to material resources and the natural environment.
Regardless of the questions, the managers assigned
a total mean Importance of 4.41 (0.89) over 5 and a
Value of 0.86 (0.34) over 1. In contrast, the monitors
scored 4.29 (0.86) on Importance and 0.76 (0.42) on
Value. When the total sample is taken into account,
regardless of the Role of the Worker, the participants
quantified Importance with a final mean of 4.31 (0.87)
and Value with 0.78 (0.41).

Table 2 shows that the managers achieved a higher
mean range of scores on Question Groups 1, 3, 5 and
6 in the Importance variable, as well as a higher range
in Groups 1, 2 and 5 on the Value variable. When
we compare managers versus monitors, regardless of
the Question Group, the managers (1896.56) achieve
a higher mean range than the monitors (1718.61) on
Importance (U =947668; p < 0.001) and on Value
(U =574775; p <0.001; managers: 1517.70 and mon-
itors: 1381.73).

The chi-squared test shows that both the managers
and monitors show differences between the number

o monitor. Confirmades les diferéncies, es va realitzar
la prova U de Mann-Whitney per testar en quina compa-
raci6 de parells existeixen aquestes difereéncies de rangs
(mitjanes).

Es va sol-licitar un nivell Alfa de Cronbach < .05 per
a totes les analisis. L’analisi estadistica va ser realitzada
amb el paquet estadistic 18.0 SPSS(© 2008 SPSS Inc.).

Resultats

En primer lloc, 1a faula 1 mostra els estadistics des-
criptius que tenen els gerents i els monitors de les em-
preses de TA en les variables d’estudi, en funcié dels
blocs de preguntes en els quals es divideix el qiiestiona-
ri. S’ha d’assenyalar que els gerents obtenen una mitjana
superior que els monitors en ambdues variables depen-
dents en tots els blocs de preguntes excepte en la varia-
ble importancia en el bloc 2 i 4, preguntes referides a
recursos materials i medi ambient. Independentment de
les preguntes, els gerents assignen una importancia mit-
jana total de 4.41 (0.89) sobre 5 i una valoraci6 de 0.86
(0.34) sobre 1. En canvi, els monitors puntuen 4.29
(0.86) en importancia i 0.76 (0.42) en valoracié. Quan
es té només en compte el total de la mostra, indepen-
dentment del Rol del treballador, els participants quan-
tifiquen la importancia amb una mitjana final de 4,31
(0.87) i la valoraci6é amb 0.78 (0.41).

La taula 2 mostra que els gerents aconsegueixen un
major rang mitja de puntuacions en els Blocs de pregun-
tes 1, 3, 51 6 en la variable Importancia aixi com major
rang en els blocs 1, 2 1 5 de la variable Valoracié. Quan
es compara gerents versus monitors, independentment
del Bloc de Preguntes, els gerents (1896.56) aconse-
gueixen un rang mitja superior als monitors (1718.61)
en Importancia (U =947668; p < 0.001) aixi com en
Valoracié (U =574775; p < 0.001; gerents: 1517.70 i
monitors: 1381.73).

La prova khi-quadrat mostra que tant el grup de ge-
rents com el de monitors mostren diferéncies entre el

Importance | Importancia Value | Valoracio <
> Question Group Manager (M+SD) Monitor (M+SD) Manager (M+SD) Monitor (M+SD) Taula 1.
Table 1. Bloc de preguntes Gerent (M+DE) Monitor (M+DE) Gerent (M+DE) Monitor (M+DE) Estadistics
Descriptive 0 4.29 (0.90) 4.15 (0.83) 0.86 (0.35) 0.80 (0.40) descriptius
statistics (M+SD) 1 4.38 (0.82) 4.15 (0.87) 0.88 (0.33) 0.73 (0.44) (M+DE) en
in some of 2 4.44 (0.90) 4.46 (0.91) 0.90 (0.30) 0.78 (0.41) algunes variables
the variables 8 4.47 (0.93) 4.34 (0.87) 0.89 (0.31) 0.81 (0.39) en funcié
according to the 4 4.07 (1.06) 4.16 (0.83) 0.77 (0.42) 0.72 (0.44) del rol que
workers’ role in 5 4.24 (0.93) 3.99 (1.03) 0.84 (0.37) 0.71 (0.45) desenvolupen els
AT companies 6 4.53 (0.86) 4.27 (0.83) 0.89 (0.31) 0.80 (0.41) treballadors
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Table 2. Mann-Whitney U-test to assess the difference in mean
ranges obtained by Question Grou

of cases rated with 1, 2, 3, 4, or 5 in all the Ques-
tion Groups, all of the tests performed reaching a
p <0.001. Similarly, both groups obtained a number
of cases of 0 and 1 different to the reference 0.5, with
a likelihood value of p < 0.001 (Table 3). Regardless
of the Question Group, the managers showed dif-
ferences in the number of cases rated between 1-5
(x*=293.18; p <0.001), and the number at O or 1
with respect to the reference (Yes: 86 and No: 14;
p <0.001). Likewise, the monitors show difference
in the Importance (y?>=622.49; p < 0.001) and Value
(Yes: 76 and No: 24; p < 0.001) variables. When the
analysis incorporates all the participants in the study
together, there is also a different number of cases rat-
ed between 1-5 (y?>=3333.34; p < 0.001) and O or 1
with respect to 0.5 (Yes: 78 and No: 22; p < 0.001).

The contingency table determined that the relative
percentage of cases with a value of 1 is 0.8% (man-
ager) and 0.9% (monitor), with a value of 2 it is 4.6%
(manager) and 3% (monitor), with a value of 3 it is
9.6% (manager) and 12.9% (monitor), with a value of
4 it is 23.3% (manager) and 33% (monitor), and with a
value of 5 it is 61.7% (manager) and 50.3% (monitor).

Importance | Importancia Value | Valoracio
Question Group Manager (Range) Monitor (Range) Manager (Range) Monitor (Range)
Bloc de preguntes Gerent (Rang) Monitor (Rango) U Gerent (Rang) Monitor (Rang) u
0 224.46 200.17 12694 210.01 198.65 12449
1 231.08 198.31 12098* 224.50 194.50 10880*
2 201.80 204.62 13955 218.80 195.36 11115*
S 246.30 219.13 15006* 233.47 214.24 13560
4 203.73 205.35 14127 206.77 197.07 11947
5 224.78 196.87 12124* 213.66 188.96 10613*
6 238.66 195.64 11244%* 213.73 195.92 11582
*p < 0.05; **p < 0.01.
-~

Taula 2. Prova U Mann-Whitney per valorar la diferéncia de rangs
mitjans obtinguts segons el bloc de preguntes

nombre de casos puntuats amb 1, 2, 3, 4, 0 5 en tots els
Blocs de preguntes, aconseguint totes les proves realit-
zades una p < 0.001. De forma similar, tots dos grups
obtenen un nombre de casos de 0 i 1 diferent a la refe-
réncia 0.5, amb un valor de probabilitat de p < 0.001
(taula 3). Independentment del Bloc de preguntes, els
gerents mostren diferencies en el nombre de casos pun-
tuats entre 1’1-5 (y2=293.18; p < 0.001), i en el nom-
bre de 0 o 1 respecte a la referencia (Si: 86 i No: 14;
p <0.001). També, els monitors mostren diferéncies
en les variables Importancia (x> =622.49; p <0.001) i
Valoracié (Si: 76 i No: 24; p < 0.001). Quan I’anali-
si incorpora tots els participants de 1’estudi en conjunt,
existeix igualment un nombre diferent de casos puntuats
entre 1’1-5 (3?2 =3333.34; p < 0.001) i de 0 o 1 respecte
a 0,5 (Si: 78 i No: 22; p < 0.001).

La taula de contingéncia va determinar que el per-
centatge relatiu de casos amb valor 1 és de 0.8% (ge-
rent) i 0,9% (monitor), amb valor 2 és de 4.6% (ge-
rent) i 3% (monitor), amb valor 3 de 9.6% (gerent)
i 12,9% (monitor), amb valor 4 de 23.3% (gerent) i
33% (monitor), i valor 5 de 61.7% (gerent) i 50,3%
(monitor).

Importance | Importancia Value | Valoracio
Question Group Manager (y3) Monitor (y?) Manager (Yes) Manager (No) Monitor (Yes) Monitor (No)
Bloc de preguntes Gerent (y?) Monitor (y?) Gerent (Si) Gerent (No) Monitor (Si) Monitor (No)
0 41.94 113.52 86 14 80 20
1 45 64.88 88 12 73 27
2 50.24 101.25 90 10 78 22
g 52.81 180.34 89 11 81 19
4 23.40 63.40 7 23 72 28
5 &5.555 53.19 84 16 71 29
6 48.05 108.79 89 11 79 21
- -

Table 3. Chi-squared test to test the difference of cases observed
between 1 and 5 and binomial test (for the Value variable)
according to the role of the worker and Question Group

Taula 3. Prova khi-quadrat per testar la diferéncia de casos
observats entre I’1 i 5 i prova binomial (per a la variable valoracio)
segons el Rol del treballador i bloc de preguntes
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The Kruskal-Wallis test enabled us to determine
that there are differences in the Importance variable
according to Question Groups for both the manag-
ers (y>=20.71; p < 0.01) and monitors (y> = 73.64;
p <0.001). Regarding the Value variable, there
are differences only for the monitors (y>= 18.84;
p < 0.01). Specifically, the pair comparison via the
Mann-Whitney U-test showed multiple differences in
the number of cases observed between 1-5 or in the
observed proportion of cases at 0 and 1 with respect
to the reference for both groups.

For example, there are differences in the Impor-
tance variable, at the level of p < 0.05, in the pairs of
questions 1-6 (managers) and 2-3 (monitors). At the
level of p < 0.01, the differences are found in the pairs
of questions 0-6 (managers and monitors), 2-6 (moni-
tors) and 4-6 (managers). At the level of p < 0.001,
the differences between pairs are in 0-2 (monitors),
0-3 (managers and monitors), 1-2 (monitors), 1-3
(monitors), 2-4 (managers and monitors), 2-5 (moni-
tors), 3-4 (managers and monitors), 3-5 (managers and
monitors) and 5-6 (managers and monitors).

Regarding the pair comparisons for the Value varia-
ble, we can highlight that these differences between pairs
are primarily concentrated in the monitors. Specifically,
this group shows differences at the level of p < 0.05 in
the pairs 0-5, 1-3, 1-6, 2-5 and at p < 0.01 in the pairs
0-4, 3-4, 3-5, 4-6 and 5-6. The managers only show dif-
ferences in the pairs 2-4 and 3-4 (p < 0.01).

Discussion

The purpose of the study was to ascertain the per-
ception of quality with which the service of physi-
cal activities in nature is provided by the workers in
AT companies in Extremadura. Specifically, we also
wanted to know if the role of the worker in the com-
pany may condition the perception of the service. The
results confirm that the role or job of the worker in
the company influenced the perception of the service
since the ratings given to the Question Groups were
different depending on whether the participant in the
study was a manager or monitor.

Specifically, the managers obtained a higher mean
range of scores than the monitors, concretely in the
Question Groups related to the “Star” activity, inspec-
tion of material, Safety, Human resources and Clients.
These results are along the same lines as those of Me-
diavilla and Gémez (2016), who found that the elements

La prova Kruskal-Wallis va permetre determinar que
existeixen diferéncies en la variable Importancia en fun-
ci6 del Grup de preguntes, tant per al grup de gerents
(x?=20.71; p <0.01) com de monitors (y>=73.64;
p <0.001). Respecte a la variable Valoracio, existeixen
diferéncies només per al grup de monitors (y? = 18.84;
p <0.01). Concretament, la comparaci6 de parells a tra-
vés de la prova U Mann-Whitney va mostrar multiples
diferencies en el nombre de casos observats entre 1-5 o
en la proporci6 observada de casos de 0 i 1 respecte a la
referéncia per a tots dos grups.

Per exemple, existeixen diferéncies en la varia-
ble Importancia, a nivell de p < 0.05, en els parells
de preguntes 1-6 (gerents) i 2-3 (monitors). A nivell
de p < 0.01, les diferencies es troben en els parells de
preguntes 0-6 (gerents i monitors), 2-6 (monitors) i 4-6
(gerents). A nivell de p < 0.001, les diferéncies entre
parells estan en 0-2 (monitors), 0-3 (gerents i monitors),
1-2 (monitors), 1-3 (monitors), 2-4 (gerents i monitors),
2-5 (monitors), 3-4 (gerents i monitors), 3-5 (gerents i
monitors) i 5-6 (gerents i monitors).

Respecte a les comparacions de parells per a la va-
riable Valoracid, destacar que aquestes diferéncies es
concentren principalment en el grup de monitors. Es-
pecificament, aquest grup mostra diferencies a nivell de
p <0.05 en els parells 0-5, 1-3, 1-6, 2-5 i de p < 0.01
en els parells 0-4, 3-4, 3-5, 4-6 i 5-6. El grup de ge-
rents només mostra diferencies en els parells 2-4 i 3-4
(p <0.01).

Discussio

L’objectiu de I’estudi va ser coneixer la percepci6 de
qualitat amb que es presta el servei d’activitats fisiques
en la natura per part de treballadors d’empreses extre-
menyes de TA. Especificament, es volia coneixer a més
si el Rol del treballador en I’empresa podia condicionar
la percepcié emesa del servei. Els resultats confirmen
que el Rol o lloc que ocupa el treballador en I’empresa
va influir en la percepcié del servei, ja que depenent de
si el participant de 1’estudi era un gerent o un monitor,
les puntuacions atorgades als blocs de preguntes han es-
tat diferents.

Especificament, el grup de gerents va obtenir un
major rang mitja de puntuacions que els monitors; en
concret, en els Blocs de preguntes relatius a I’activitat
“estrella”, revisido de materials, seguretat, recursos hu-
mans i clients. Aquests resultats van en la mateixa li-
nia de Mediavilla i Gémez (2016), que troben que els
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rated the highest by individuals in charge of AT compa-
nies, and therefore those which corresponded the most
closely to the quality of service on the part of the client,
were related to human resources (the elements of friend-
liness, customer care, professionalism and safety were
rated 4.7 over 5 on the Likert scale).

We believe that the managers in our study gen-
erally rated the items on the questionnaire higher
because they have more knowledge, familiarity and
experience with management processes, for example
with those related to quality. Managers’ closer prox-
imity to quality in their day-to-day jobs may explain
why they value more and give more importance to is-
sues related to quality by responding to the items on
the questionnaire with higher ratings.

We suggest that the managers are aware that qual-
ity is a sine qua non of satisfaction with the service
(Alén & Fraiz, 2006) and that managing this quality
is the greatest potential growth of their companies
(Lloréns & Fuentes, 2000). Along these lines, Nu-
viala, Grao-Cruces, Fernandez-Ozcorta and Nuviala
(2015) conclude that quality is a necessary condition
of users’ perceived value and satisfaction with the
sports service. Therefore, the managers in the study
may have recognised it as more important to respond
to these quality processes, given that satisfactorily
managing them may give them an edge over the com-
petition by improving the perception of their sports
service in clients’ eyes.

The existing studies on the provision of sports ser-
vices have focused on the client perspective. These
studies have found a variety of reasons explaining the
differences in the perception of quality. For example,
MacKay and Crompton (1988) determined that the
quality of the recreational and free-time services de-
pended on whether the service was public or private
and the country where it was offered (Howat, Cril-
ley, Milne, & Absher, 1993). Mundina, Quintanilla,
Sampedro, Calabuig and Crespo (2005) found that
safety was the dimension valued the most by the ath-
letes in the Mediterranean Games in Almeria (2005)
with respect to the perception of quality. Likewise,
Calabuig, Quintanilla and Mundina (2008), and Do-
rado (2007) concluded that one of the factors that is
the most closely associated with quality is the sports
facilities.

Recently, Mediavilla and Gémez (2016) performed
a comparative description of the perception of the qual-
ity of the AT service provided from the perspective of

elements amb major puntuacié pels responsables de les
empreses de TA, i per tant els que més correspondéncia
guardaven amb la percepci6é de qualitat del servei per
part del client, van anar els relacionats amb els recursos
humans (els elements d’amabilitat, atencié al client, pro-
fessionalitat, i seguretat van ser puntuats amb 4.7 sobre
5 punts de 1’escala Likert).

Segurament els gerents d’aquest estudi han puntuat,
en general, més alt els items del qgiiestionari perque pos-
seeixen un major coneixement, familiaritzacié i expe-
riéncia amb els processos de gestid, per exemple, amb
aquells relatius a la qualitat. Més proximitat a la gestio
de la qualitat en el seu treball diari podria explicar per-
que els gerents valoren i donen més importancia a les
qiiestions relatives a la qualitat, responent al qiiestionari
amb valors més alts als items.

Possiblement els gestors saben que la qualitat és un
antecedent en la satisfaccié amb el servei (Alén & Fraiz,
2006) i que la seva gestié és el major potencial de crei-
xement de les empreses (Lloréns & Fuentes, 2000). En
aquesta linia, Nuviala, Grau-Creuis, Ferndndez-Ozcorta
i Nuviala (2015) conclouen que la qualitat és un antece-
dent del valor percebut i de la satisfaccid dels usuaris
amb el servei esportiu. Per tant, els gerents de I’estudi
podrien haver reconegut com més important donar res-
posta a aquests processos de qualitat, ja que la seva ges-
ti6 satisfactoria podria donar-los un avantatge competitiu
enfront de la competéncia, millorant la percepci6 del seu
servei esportiu enfront del client.

Els estudis existents entorn de la prestaci del ser-
vei esportiu s’han focalitzat en la perspectiva del cli-
ent. Aquests estudis han trobat diferents raons que ex-
plicaven les diferencies en la percepcié de la qualitat.
Per exemple, MacKay i Crompton (1988) van deter-
minar que la qualitat dels serveis recreatius i d’oci de-
penia de si el servei tenia una natura publica o privada
o del pais on s’implantava (Howat, Crilley, Milne, &
Absher, 1993). Mundina, Quintanilla, Sampedro, Ca-
labuig i Crespo (2005) van trobar que la seguretat va
ser la dimensié més valorada pels esportistes dels Jocs
Mediterranis d’Almeria (2005) pel que fa a la percepcid
de la qualitat. També, Calabuig, Quintanilla i Mundi-
na (2008), i Dorado (2007) van concloure que un dels
factors més vinculats amb la qualitat és el de les ins-
tal-lacions esportives.

Recentment, Mediavilla i Gémez (2016) van rea-
litzar una descripcié comparativa de la percepcid de la
qualitat amb que es presta el servei del TA des de la
perspectiva del responsable de I’empresa i del client. No
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the person in charge of the company and the client.
However, through statistical contrast, this study reliably
shows on which quality elements there are differences
according to the role of the participant in the AT com-
pany by identifying the ratings of the Question Groups
on the questionnaires according to the managers’ and
monitors’ responses. Knowledge of the differences in
ratings may be extraordinarily valuable for AT com-
panies, since it could guide their future management
processes, specifically those in which the ratings differ
the most between managers and monitors. Along these
lines, we believe that the study is useful in that it at-
tempts to describe and analyse the technical quality of
the service; that is, all the specific actions that are meas-
urable via scales (processes and protocols, certification
standards and system) as perceived by both the emitter
and the receiver of the service (Gronroos, 1994).

As a forthcoming avenue of action, it would be in-
teresting to administer this questionnaire to consumers
of AT as well as to the technical and political authori-
ties in charge of tourism in the public administrations
where these companies operate (towns, counties, com-
monwealths, provincial councils). A comparison of
the ratings given by the different stakeholders involved
in AT management would provide a transversal snap-
shot with a great deal of information on the perception
of quality in the provision of this sports service.
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