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1. Introduction

Tour guides are one of the key elements in providing tourism services and direct
communication with tourists, as they play a significant role in creating tourist
satisfaction. Since tour guides undertake multiple tasks and roles, their effective
performance is considered a vital factor in the tourism industry. Nowadays, the
performance of tour guides is affected by many factors that can be divided into three
categories: environmental, organizational, and individual factors. In addition, many
challenges and problems affect the performance of tour guides and, consequently,
tourist satisfaction; therefore, improving performance is of great importance in order
to overcome these issues and problems. Despite the importance of improving the
performance of tour guides, this issue has not received much attention from
researchers; therefore, in the present study, the factors affecting the improvement of
the performance of tour guides have been identified and prioritized in an integrated
manner and under the categories of environmental, organizational, and individual
dimensions. The purpose of this ranking is to pay special attention to factors with
greater importance and priority in order to improve the performance of tour guides;
therefore, the researcher is trying to find an answer to the main research question,
which is posed as follows: What are the factors that affect the performance of tour
guides in Tehran and how are they prioritized?

2. Literature Review
In recent years, we have witnessed increasing attention from researchers on the
performance of tour guides; thus, tour guiding is one of the concepts that has found
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deep roots in the tourism industry; as the interest in guiding in tourist destinations
has increased and the importance of guiding in tourists’ deeper understanding of the
places they visit has increased (Kassawnh et al., 2019: 2). A tour guide is considered
an individual who bridges the gap between the host destination and the guest’s
desires (Khornjamnong, 2017).

Performance comes from the word "job performance or actual performance," which
means work performance or actual achievement by the employee (Utin & Yosepha,
2019: 71). Regarding the performance of tour guides, two approaches have been
proposed: attribute-based and multidimensional (Al-Okaily, 2022: 4).

Black and Weiler (2005) pointed out a wide range of mechanisms to improve the
performance of guides, including the implementation of codes of conduct, awards
for excellence, training, professional certification, and licensing (Black, 2007: 321).
In order to improve performance, a series of factors affecting performance have
been proposed; in this regard, factors such as self-efficacy and social competence
can be considered (Wuryanti & Setiawan, 2017). In fact, factors affecting
performance and its improvement can be divided into three -categories:
organizational, individual, and environmental factors.

2.1. Organizational factors:

Regarding organizational factors, the training factor can be mentioned. Training
leads to the improvement of employees' knowledge and skills; therefore, they are
successfully able to face daily work-related challenges, and as a result, this will lead
to improved job performance (Diamantidis & Chatzoglou, 2019: 173). Meanwhile,
in order to improve the performance of guides, it is necessary for tourism companies
to pay attention to the topic of guide training (Kabii et al., 2017: 245).

2.2. Individual factors:

Hiring people with diverse skills is a valuable asset for a company (Diamantidis &
Chatzoglou, 2019: 174). In addition to skills, if employees do not have job
satisfaction and motivation to perform their tasks and duties, the organization cannot
achieve success (Dobre, 2013: 53).

2.3. Environmental factors:

The workplace situation as well as environmental characteristics affect the
satisfactory performance of employees (Alefari, 2020: 7). The work environment
can be divided into two parts: physical and non-physical environment (Nazwirman,
2019: 26).
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3. Materials and Methods

The type of current research is applied based on the purpose. The research approach
is considered to be a mixed (qualitative-quantitative) one because, in the first stage,
documentary and library methods were used to identify and extract factors effective
in improving the performance of tour guides from the literature. In the next stage,
the identified factors were formulated in the form of a hierarchical questionnaire that
was provided to 15 experts in the field of tourist guiding in the Tehran Tourist Guide
Association. Then, the AHP technique was used to analyze the collected data and
prioritize the factors.

4. Conclusion

Among the factors affecting the performance of tourist guides, organizational factors
were identified as the most important factors. On the other hand, individual factors
received the next priority, while environmental factors were considered the least
influential factors. Among organizational factors, training was considered the most
important factor affecting the performance of guides. After that, evaluation and
feedback factors, motivation, and incentives received the second and third priorities,
while organizational support was identified as the least influential organizational
factor. Among individual factors, job satisfaction was the most important factor.
Legal factors were considered the most influential environmental factors in the
improvement of tour guides' performance. After that, technological, social,
economic, and political factors were placed in the second, third, fourth, and fifth
priorities. As a result, factors that have been of greater importance and priority from
the experts' perspective will be overshadowed to improve the performance of tour
guides. In addition, the findings of the present study can provide travel agencies and
professional tour guide associations with a framework that will help them succeed in
improving the performance of tour guides.

Keywords: Education, job satisfaction, legal factors, performance improvement,
tourist guides performance, tourist guides
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