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ABSTRACT

Ecotourism, as a key component of the tourism industry, has experienced significant
growth in recent years, emphasizing the importance of visitor satisfaction for sustained
development and economic benefits. This study assessed the perceived level of
satisfaction among tourists visiting the ecotourism lakes in San Pablo City, providing
insights to enhance the city’s Tourism Master Plan. A 35-item, 4-point Likert scale
guestionnaire was administered to a sample of 400 respondents through an on-site
survey. The study focused on four ecotourism lakes offering various recreational
activities. Descriptive and inferential statistical tools, including frequency, percentage,
mean, standard deviation, Kruskal-Wallis test, and Dunn's pairwise analysis, were utilized
to analyze the data. Results indicated that most visitors were female, middle-aged,
residents of Laguna and Calabarzon, and earning less than Php 24,060 per month. While
the majority of profile variables did not show significant differences in service quality
dimensions, variations were observed in the working age group’s overall satisfaction,
particularly in the areas of responsiveness and communication. To enhance tourist
satisfaction, the study recommends producing informative brochures as promotional
materials and marketing tools to boost tourist arrivals and improve visitor experiences
across the lakes.
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INTRODUCTION

Tourism is a globally recognized industry that significantly contributes to economic
development, wealth generation, and improved livelihoods. According to Li et al. (2018),
the tourism sector has experienced considerable expansion across nations, becoming a
key driver of socioeconomic progress. This aligns with the findings of Capistrano and
Notrio (2021), who emphasize the sector's transformative impact on communities. In the
Philippines, tourism holds a vital position in the national economy, as recognized by the
Philippine Tourism Act of 2009 (R.A. 9593). The Act underscores tourism's role as a
significant contributor to sustainable development and a catalyst for economic growth,
acknowledging its influence in uplifting the lives of Filipinos (Javier & Elazigue, 2011,
Tilahun, 2019).

With its rich biodiversity and cultural heritage, the Philippines is one of the world's
largest archipelagos, offering a wealth of opportunities for ecotourism. Data from the
Philippine Statistics Authority (2019) highlight the tourism sector's substantial contribution
to the country's economic expansion in recent years. Ecotourism, in particular, has
emerged as a sustainable avenue for promoting environmental conservation, cultural
appreciation, and local economic growth (Boraste et al., 2022). Beyond its economic
impact, ecotourism supports biodiversity conservation and provides alternative
livelihoods for local communities, reducing reliance on unsustainable resource extraction
(Villepontoux, 2014, as cited in Aujero-Blanza, 2020).

San Pablo City, located in Laguna, is strategically positioned as a hub for trade,
tourism, and services in the CALABARZON region. It is renowned for its "Seven Lakes,"
volcanic crater lakes that form part of the Southwestern Luzon Volcanic Field. Each lake
offers unique landscapes, activities, and cultural significance, making them popular
destinations for ecotourism. Among these, Sampaloc, Pandin, Yambo, and Mojicap Lakes
currently provide activities such as bamboo rafting, cycling, trekking, swimming, and
sightseeing, catering to both local and international visitors (Brillo, 2022). Notably, Pandin
Lake is considered one of the most pristine and picturesque lakes in the Philippines, often
featured alongside other iconic lakes such as Kayangan and Barracuda Lakes in Palawan
and Lake Sebu in South Cotabato.

The ecotourism lakes in San Pablo City possess significant potential to attract
more visitors and contribute further to the local economy if properly planned and
managed. Existing regulations, such as R.A. 8550, which limits fish production to 10% of
a lake’s surface area, leave ample space for ecotourism development. For instance,
Sampaloc Lake, the largest of the Seven Lakes, offers visitors breathtaking views of
Mount Banahaw and opportunities for adventure-based activities like jogging and cycling.
Similarly, Pandin and Yambo Lakes, often referred to as twin lakes due to their proximity,
provide serene environments for bamboo rafting and picnics. These lakes, classified as
oligotrophic, are rich in biodiversity and ideal for nature-based tourism (Mendoza-Pascual
et al., 2021).
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Recent data indicate a significant increase in tourist arrivals at these ecotourism
lakes, particularly following the easing of COVID-19 restrictions. In 2022, the Local
Government Unit (LGU) Tourism Office reported 264,638 tourist visits, which rose
dramatically to 1,420,967 in 2023. To sustain this upward trend, the city’s Tourism Master
Plan (TMP), introduced in 2022, provides a comprehensive framework for sustainable
tourism development. The TMP outlines short-term, medium-term, and long-term
strategies, focusing on infrastructure development, cultural preservation, and the
introduction of new nature-based tourism activities. Key projects include expanding
boardwalks, creating mini-parks, and relocating fish cages to enhance the lakes'
ecological and aesthetic value.

While the TMP has laid the groundwork for ecotourism development, further
enhancements are necessary to maximize the potential of San Pablo City’s lakes as
premier ecotourism destinations. Understanding visitor satisfaction is critical to achieving
this goal. Studies have operationalized satisfaction in terms of specific attributes and
overall experiences (Wei et al., 2023). Attributes such as service quality, value for money,
and destination appeal play pivotal roles in shaping tourists’ satisfaction and their
intention to recommend or revisit a destination (Amissah et al., 2022). Recognizing these
dimensions allows stakeholders to prioritize improvements that align with visitor
expectations.

This study aims to assess the factors influencing tourist satisfaction at the
ecotourism lakes of San Pablo City and provide actionable inputs for enhancing the TMP.
By identifying the key dimensions that contribute to visitor satisfaction, such as
responsiveness, communication, and destination attributes, this research seeks to guide
strategic planning and ensure the lakes remain attractive, sustainable, and competitive in
the ecotourism market. Ultimately, the findings will support the city’s goal of transforming
the Seven Lakes into top-tier eco-adventure destinations, driving both economic growth
and environmental stewardship.

Research Questions

This study aimed to assess the satisfaction level of tourists visiting the Ecotourism
Lakes in San Pablo City. Specifically, it sought to answer the following questions:

1. What is the demographic profile of the respondents in terms of age, sex, area of
residency, and income?

2. How do respondents perceive their level of satisfaction with the ecotourism lakes
in terms of responsiveness, tangibles, price, communication, assurance,
empathy, and environment?

3. Are there significant differences in the satisfaction levels of tourists when
grouped according to their demographic profile?

4. What recommendations can be proposed to enhance the Tourism Master Plan of
San Pablo City based on the findings?
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METHODOLOGY

The study employed a descriptive research design to evaluate the satisfaction level
of tourists visiting the ecotourism lakes in San Pablo City. Descriptive research aims to
provide a detailed and accurate depiction of characteristics, behaviors, attitudes, and
impressions of a population. Rather than establishing causal relationships or making
predictions, this method focuses on identifying patterns and trends that inform theories or
future studies. The study utilized a survey-based approach, which is particularly effective
for gathering data on attitudes, opinions, habits, and demographic features of a
population. The use of standardized questionnaires ensured consistency and reliability in
data collection.

The study targeted tourists who recently visited Sampaloc Lake, Pandin Lake,
Mojicap Lake, or Yambo Lake and engaged in their respective tourism activities. A total
of 400 respondents participated, with 100 respondents from each lake. The selection of
respondents followed a quota sampling technique, a non-probability method that relies
on the pre-determined selection of participants to ensure representativeness. Data
collection was conducted during weekends, as these days experience the highest tourist
influx. For lakes with lower tourist arrivals, such as Mojicap Lake, respondents were
evenly distributed across multiple days to achieve the required sample size.

Data were gathered using a structured survey questionnaire adapted from the
study by Bhuiyan and Darda (2021) on tourist satisfaction in Lake Kenyir. The instrument
consisted of two sections. The first section collected demographic information, including
age, sex, area of residence, and income. The second section focused on evaluating
satisfaction across seven service quality dimensions: responsiveness, tangibles, price,
communication, assurance, empathy, and environment. A four-point Likert scale was
employed to capture the respondents' perceptions. To ensure reliability, the modified
guestionnaire underwent a reliability test, yielding a Cronbach's alpha of 0.757, indicating
good internal consistency.

Prior to data collection, necessary permissions were secured. Approval was
obtained from the PLSP President, the Office of the Vice President for Research and
Innovation, and the Graduate School. Ethical clearance was granted by the PLSP Ethics
Office, ensuring adherence to international ethical standards. Letters were also sent to
the local government of San Pablo City and the officials managing the lakes to inform
them about the study. A consent form, outlining the purpose of the research and the
voluntary nature of participation, was provided to respondents. It assured participants that
their data would remain confidential and would solely be used for research purposes. No
identifying information, such as names, was collected to protect the anonymity of
respondents.

The questionnaires were distributed in person and retrieved immediately after
completion. This ensured that only individuals who visited the lakes and participated in
tourism activities were included in the study. Data were meticulously tabulated and
organized for analysis. Statistical treatment was employed to interpret the results. The
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demographic profiles of respondents were analyzed using frequency counts and
percentages. The mean scores were calculated to evaluate satisfaction across the seven
service quality dimensions.

To test for significant differences in satisfaction levels based on demographic
profiles, the Kruskal-Wallis test was utilized. This non-parametric test was chosen after
the Kolmogorov-Smirnov test revealed that the dependent variables did not meet the
normality assumption required for parametric tests like ANOVA. The Kruskal-Wallis test
effectively assessed variations in satisfaction across different demographic groups.

Ethical considerations were central to the study. The researcher adhered to the
Data Privacy Act of 2012 to protect respondents' privacy and confidentiality. The informed
consent form explicitly stated that participation was voluntary and uncompensated, and
respondents were free to withdraw at any time. The study's objectives and procedures
were transparently communicated to all participants.
RESULTS AND DISCUSSION
Table 1

Respondents’ Age

Age Group Frequency Percentage
Children 5 1.3
Early Working Age 161 40.3
Prime Working Age 209 52.3
Mature Working Age 20 5.0
Elderly 5 1.3
Total 400 100.0

The data in Table 1 indicates that the majority of respondents belong to the prime
working age group (25-54 years old), with a frequency of 209 or 52.3%. In contrast, the
least represented groups are children (0—14 years old) and the elderly (65 and above),
both having a frequency of 5 or 1.3%. These findings reveal that most tourists fall within
the middle-aged group, typically characterized by individuals in their economically active
stage of life. These individuals are likely to seek social interaction and possess the
financial capacity to engage in leisure activities, such as traveling to various destinations.

This result aligns with the data published by the Statista Research Department on
July 11, 2023, which reported that approximately 43.3% of tourists and visitors in the
Philippines were aged 25-34. The 35-44 age group followed at 27%, while individuals
aged 18-24 comprised 22.8% of the tourist population.

Additionally, the findings are consistent with the study of Cini and Passafaro
(2019), which noted that young individuals often lack substantial knowledge about
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ecotourism. Furthermore, Patterson and Balderas-Cejudo (2023) highlighted that
physical, psychological, and social changes associated with aging influence an
individual's capacity and opportunities to participate in tourism-related activities.

Economists have also emphasized that factors such as a visitor's discretionary
income, trip costs, preferred timing, employment status, and travel purpose significantly
affect tourism behaviors (Yang et al., 2021). This underscores the likelihood of middle-
aged individuals, who typically have stable incomes, constituting a significant portion of
tourists across various destinations.

Table 2

Respondents’ Sex

Sex Frequency Percentage
Prefer not to say 6 15
Male 150 37.5
Female 244 61.0
Total 400 100.0

The data from Table 2 indicates that the majority of respondents were female, with a
frequency of 244 (61%), while males comprised 150 (37.5%). This suggests that women
generally travel for leisure more frequently than men.

These findings align with the study of Nobis et al. (2005), as cited by Zhao et al.
(2021), which highlighted that men tend to travel more for work-related and business
purposes. Conversely, women are more likely to travel for leisure activities, including
visiting friends and relatives, as supported by the research of Jain et al. (2020).

Table 3

Respondents’ Area of Residency

Area of Residency Frequency Percentage
Within San Pablo 59 14.8
Within Laguna 163 40.8
Within Calabarzon 70 17.5
Outside Calabarzon 106 26.5
Foreign Country 2 5
Total 400 100.0

The data from Table 3 highlights the frequency and percentage of respondents
grouped according to their area of residency. The majority of respondents reside within
Laguna, with a frequency of 163, followed by those from outside CALABARZON with a
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frequency of 106. Only 0.5% of respondents were from foreign countries, with a frequency
of 2. These results indicate that proximity to a destination plays a significant role in site
visitation, as travel distance is a critical consideration in determining destination choice.

This finding supports the study of Yang et al. (2019), which emphasized that travel
distance is an important factor influencing traveler demand and behavior. Additionally,
since the ecotourism lake activities can typically be completed in a single day and do not
offer visitor accommodations, travel distance often impacts tourist behavior at the site,
including the duration of their stay (Masiero u et al., 2018).

Moreover, the concept of proximity tourism, as discussed by Jeuring and Soria
(2017), refers to various recreational activities and experiences undertaken within one's
local area. Day trips and excursions from urban centers to nearby rural areas are common
examples. Salvatore (2024) further notes that proximity tourism is increasingly recognized
for its role in supporting local development and bridging the gap between inner cities and
rural areas, despite its limited focus in traditional tourism studies.

Table 4

Respondents’ Monthly Income

Monthly Income Frequency Percentage
Less than Php12,030 168 42.0
Between Php12,031 and Php24,060 123 30.8
Between Php24,061 and Php48,120 81 20.3
Between Php48,121 and Php84,210 19 4.8
Between Php84,211 and Php144,360 3 .8
Between Phpl144,361 and Php240,060 3 .8

At least Php240,061 3 .8
Total 400 100.0

The data from Table 4 reveals that 168 respondents have a monthly income of
less than Php12,030, while 123 respondents fall within the income bracket of Php12,031
to Php24,060. This distribution highlights the affordability and accessibility of ecotourism
sites, making them appealing even to individuals in lower-income brackets. Such
affordability indicates that these sites offer opportunities for diverse socioeconomic
groups to engage in leisure activities without financial constraints. The willingness of low-
income individuals to spend on ecotourism experiences underscores the intrinsic value
they place on recreation and exposure to natural attractions, aligning with the findings of
Duran-Roman et al. (2021). which emphasize that most tourists are willing to pay for
scenic and recreational experiences.

The accessibility of ecotourism sites to low-income groups also signifies an
inclusive tourism model that addresses economic disparities by providing affordable
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leisure opportunities. This inclusivity broadens the market reach of such destinations,
fostering increased visitor footfall and contributing to local economic development.
Fernandez et al. (2017) highlighted the role of socioeconomic determinants in shaping
travel expenditures. However, the limited offerings at these ecotourism sites mean that
the total expenditure is not significantly influenced by visitors' income levels. This
suggests that the simplicity of the site’s attractions and the lack of high-cost amenities
ensure that tourists, regardless of their income, can equally participate in the activities
offered.

Moreover, the limited correlation between income and spending at these sites
reflects a unique aspect of ecotourism—its emphasis on natural and cultural experiences
rather than commercialized offerings. Tourists may spend less because the focus is on
environmental immersion rather than luxury amenities. This reinforces the potential of
ecotourism to promote sustainable tourism practices, where the emphasis lies on
appreciating natural and cultural resources without excessive consumerism.

The implications of this finding extend beyond economic accessibility. By catering
to lower-income groups, ecotourism destinations can position themselves as socially
responsible enterprises that contribute to social equity in leisure and recreation. These
destinations also play a crucial role in raising environmental awareness among a broader
audience, fostering a sense of shared responsibility for preserving natural resources.
Furthermore, affordability enhances the potential for repeat visits, creating a loyal
customer base that could drive long-term sustainability for these sites.

Table 5

Demographic Profile of the Respondents in terms of Type of Business Registered

Responsiveness Mean SD Interpretation
Staff are always helpful 3.72 474 Strongly Agree
Staff are responsive to customer request ~ 3.72 467 Strongly Agree
Staff have adequate knowledge of the 3.68 .507 Strongly Agree

attractions and can answer Vvisitor's
request properly

Staff makes the visitor fee welcomed 3.71 476 Strongly Agree
Staff are easily identified 3.61 514 Strongly Agree
Overall responsiveness 3.69 456 Strongly Agree

Legend: 1.00-1.75 Strongly disagree; 1.76-2.50 Disagree; 2.51-3.25 Agree; 3.26-4.00
Strongly Agree

The data from Table 5 indicates that the mean scores for the statements under the
dimension of responsiveness range from 3.61 to 3.74, with an overall interpretation of
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"Strongly Agree." This suggests that the staff's responsiveness at the tourist locations is
generally deemed satisfactory by the respondents. However, it is noteworthy that
Statement 5, which refers to the ease of identifying staff members, received the lowest
mean score of 3.61, accompanied by a standard deviation of 0.514. This indicates some
inconsistency in how easily visitors can recognize staff members, suggesting the need
for improvement. A potential solution could be ensuring that staff wear uniforms or other
distinguishing attire to enhance visibility and ease of identification, thereby improving the
overall service experience.

This finding supports the work of Abdulrab and Hezam (2024), which asserts that
exceptional responsiveness from service personnel is a key driver of customer
satisfaction. The ability of staff to promptly and effectively address tourists' needs
significantly impacts their overall experience. In the context of the ecotourism sites, staff
responsiveness plays a crucial role in enhancing visitors' perception of the service quality
provided, thereby contributing to their satisfaction and likelihood of returning.

Moreover, Saut and Song (2022) emphasizes that service quality directly
influences visitors' happiness and their willingness to recommend the destination to
others. When tourists feel that the staff are responsive to their needs, it enhances their
overall satisfaction, increasing the likelihood of positive word-of-mouth and repeat visits.
The lack of easily identifiable staff, however, may hinder this process by creating
confusion or impeding effective communication, which can potentially detract from the
visitor experience.

The implications of these findings are significant for the management of ecotourism
destinations. While the overall responsiveness of the staff is deemed satisfactory,
addressing the specific issue of staff visibility could further elevate the service quality and
enhance the visitors' experience. Ensuring that staff are easily identifiable through
uniforms or other markers would not only improve efficiency but also contribute to a more
seamless and enjoyable visit for tourists. Ultimately, this could lead to higher levels of
satisfaction, repeat visits, and positive recommendations, which are vital for the long-term
success of the destination.

Table 6

Perceived Level of Satisfaction in terms of Tangibles.

Tangibles Mean SD Interpretation
The sites are well kept and clean 3.59 545 Strongly Agree
Direction signs to the attractions are clear 341 517 Strongly Agree
and helpful

The attractions are unspoiled and not 3.34 .558 Strongly Agree
overcrowded

The facilities are well maintained 3.33 551 Strongly Agree
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The information centers are informative 3.37 551 Strongly Agree
and well decorated
Overall tangibles 3.40 .526 Strongly Agree

The data presented in Table 6 indicate that respondents strongly agree with the
satisfaction derived from the tangibles of the ecotourism sites, with mean scores ranging
from 3.33 to 3.59. Notably, respondents rated the cleanliness and upkeep of the sites
highly, with a mean score of 3.59, indicating that the sites are perceived as well-
maintained. Other factors, such as the presence of correct directional signages (mean
score of 3.41), a lack of overcrowding (mean score of 3.34), and the availability of
necessary information at the information center (mean score of 3.37), also received
positive ratings. However, Statement 4, which addresses the maintenance of facilities,
received the lowest mean score of 3.33. This suggests that while the sites are generally
well-maintained, there is room for improvement in ensuring that all facilities are kept in
optimal condition.

Numerous studies highlight the importance of tangibles in shaping customer
satisfaction. Albayrak et al. (2017), emphasized that tangible elements, such as the
physical appearance and maintenance of facilities, are crucial in determining overall
satisfaction. Unlike intangible factors, tangibles are more visible and easier to assess,
making them an essential aspect of the customer experience. The condition of the
facilities, signage, and cleanliness plays a direct role in how visitors perceive the quality
of the destination.

Additionally, the findings of Ramazanova et al. (2019) support the results of this
study, asserting that inadequate facilities, poor service quality, and a lack of qualified staff
are significant barriers to attracting and retaining visitors. The condition of the facilities, in
particular, plays a key role in shaping tourists' perceptions of a destination. When facilities
are not adequately maintained, it can lead to dissatisfaction and reduce the likelihood of
repeat visits.

The implications of these findings are clear. While the overall tangibles of the
ecotourism sites are positively perceived, attention must be given to maintaining and
enhancing facilities to ensure consistent satisfaction among visitors. Investing in the
upkeep of facilities and ensuring that all elements of the site, from cleanliness to
maintenance, are regularly addressed can further improve the overall experience. In turn,
this will contribute to a higher level of customer satisfaction, greater repeat visitation, and
enhanced reputation through positive word-of-mouth recommendations.
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Table 7

Perceived Level of Satisfaction in terms of Price.

Price Mean SD Interpretation
The entry price is affordable and 3.62 531 Strongly Agree
reasonable

Prices for services (provided) on the site 3.57 549 Strongly Agree
are customary

The site offers value for money 3.33 571 Strongly Agree
The breakdown of prices is available 3.49 571 Strongly Agree
The prices are inclusive of all fees  3.46 .538 Strongly Agree
(environmental, tourism, etc.)

Overall price 3.54 .533 Strongly Agree

The data presented in Table 7 indicate that respondents expressed satisfaction
with the prices of both the destination and its attractions, with mean scores ranging from
3.33to 3.62. The highest mean score, 3.62, was attributed to the perceived affordability
and reasonableness of the entry price, supported by a standard deviation of 0.531.
Additionally, respondents found the prices for services provided on-site to be standard,
with a mean score of 3.57 and a standard deviation of 0.549. This suggests that tourists
did not have significant concerns about the entrance fee or service charges at the sites.
However, it is notable that the lowest mean score of 3.33 was attributed to the perception
that more value should be included in the sites’ services, indicating a potential area for
improvement in the overall service offering.

These findings align with the study of Kang et al. (2019), which emphasizes that
the price of entry and services plays a crucial role in shaping tourists' satisfaction. This
result is consistent with previous research suggesting that while a reasonable price is
essential, the perceived value for money also significantly influences overall satisfaction.
A common perspective is that higher prices often signal higher quality, and conversely,
lower prices are sometimes associated with inferior service quality. This perception could
explain the respondents’ feedback on the need for more value in the services offered,
despite being satisfied with the price itself.

Further supporting these results, Duran-Roman et al. (2021) found that many
tourists are willing to pay for scenic attractions, reflecting the importance of price in the
decision-making process. Similarly, Fernandez et al. (2023) identified socioeconomic
factors that influence travel expenses, suggesting that tourists' willingness to spend can
vary based on their income and other economic considerations. These findings indicate
that while price sensitivity is an important factor, it is also crucial to ensure that tourists
perceive the value of their experience as commensurate with the cost.
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Table 8

Perceived Level of Satisfaction in terms of Communication.

Communication Mean SD Interpretation
Information about sustainable use of the 3.52 534 Strongly Agree
attraction is provided

Explanation about the site and the 3.44 572 Strongly Agree
different attractions are delivered by the

staff

Print and electronic materials of  3.23 557 Agree
attraction are available

Information about prices and inclusions 3.30 525 Strongly Agree
are provided

Rules and Regulations of the destination 3.39 537 Strongly Agree
are on display and are highly visible

Overall communication 3.38 .526 Strongly Agree

The data from Table 8 indicate that respondents expressed strong agreement and
satisfaction with the communication dimension of each site, with the exception of the
statement regarding the availability of print and electronic materials about the attractions,
which received the lowest mean score of 3.23. This score was interpreted as "Agree,"
suggesting that while communication efforts are generally perceived positively, there is
room for improvement in the availability of materials such as posters, brochures, and
online advertisements for both tourists and residents. This suggests that enhancing the
visibility of these materials could provide better awareness of the attractions and
encourage more visits.

The findings support the study by Ramazanova et al. (2019), which identified
inadequate facilities and insufficient promotion as significant barriers to attracting
travelers. Effective communication, including the availability of clear, accessible
information about attractions, is crucial in overcoming these challenges. Additionally, the
research by Sotiriadis (2020) highlighted the growing importance of communication and
information resources, such as the Internet and mobile devices, in influencing visitor
decision-making. These tools have significantly transformed how tourists gather
information and make choices, underscoring the need for the sites to invest in accessible,
up-to-date communication materials.

While the overall communication dimension was well-received by respondents,
there is a clear implication for improvement in the availability and accessibility of
promotional materials. By enhancing communication efforts—particularly through print
and electronic media—tourist sites can better engage visitors, increase awareness, and
ultimately improve the visitor experience.
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Table 9

Perceived Level of Satisfaction in terms of Assurance

Assurance Mean SD Interpretation
Tourists feel welcome and secure at the  3.67 498 Strongly Agree
attraction site, there are sufficient places

to move, relax and rest

The attractions are easily accessible for  3.53 524 Strongly Agree
everyone

There are enough parking spaces within 3.37 520 Strongly Agree
the attraction sites

Security is provided in the attraction sites  3.45 .528 Strongly Agree
There are availble emergency and 3.39 .536 Strongly Agree
medical staff

Overall assurance 3.51 .506 Strongly Agree

The data from Table 9 indicate that respondents are generally satisfied with the
assurance dimension of the tourist sites, with mean scores ranging from 3.37 to 3.67. The
findings suggest that tourists felt assured about the safety and quality of the attractions.
However, two specific aspects—sufficiency of parking spaces (statement 3) and the
presence of medical and emergency staff (statement 5)—received the lowest mean
scores of 3.37 and 3.39, respectively. This suggests that while the overall assurance
provided by the sites was deemed satisfactory, there are areas that need attention to
enhance the visitors' sense of security.

The study by Xie and Yang (2018) highlights the influence of travelers' motivations,
particularly the importance of safety. Any perceived risks or shortcomings, especially
regarding health and safety measures, can significantly detract from a tourist's
experience. Tourists prioritize safety, and their decision to visit or revisit a destination
often hinges on the assurance that their well-being is a top concern. Narvekar and
Dayanand (2020) also emphasized the critical role that safety measures play in shaping
tourists' satisfaction with an attraction. Ensuring that there are adequate parking spaces
and medical emergency staff on-site not only meets basic safety expectations but also
helps foster a more positive overall experience for visitors.
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Table 10

Perceived Level of Satisfaction in terms of Empathy.

Empathy Mean SD Interpretation
Attention is immediately provided to 3.60 540 Strongly Agree
visitors when needed

The facilities and equipment offered are 3.53 570 Strongly Agree
at a suitable location

Careful considerations are given to the  3.45 .595 Strongly Agree
needs of the elderly, children and PWDs

There are sufficient toilets in the  3.38 575 Strongly Agree
attraction

There is a place dedicated to perform 3.44 .554 Strongly Agree
prayer

Overall empathy 3.55 .550 Strongly Agree

The data from Table 10 reveal that respondents are generally satisfied with the
empathy dimension of the site, with an overall mean score of 3.55. This suggests that
tourists feel a sense of care and concern from the staff and facilities at the attractions.
However, the statement regarding the sufficiency of toilets at the attraction received the
lowest mean score of 3.38, indicating that there is a need for improvement in this area.
Providing additional comfort rooms would enhance the overall comfort and convenience
for tourists, ensuring a more pleasant and comfortable experience during their visit.

Previous studies underscore the importance of support facilities in contributing to
a positive tourism experience. Wang et al. (2012) highlighted that necessary amenities,
such as toilets, are crucial for ensuring the satisfaction of visitors. Singgalen (2024)
emphasized that while factors like travel features and duration influence tourists' decision-
making, intangible services such as the availability of clean and sufficient restrooms
significantly impact consumer behavior. Inadequate restroom facilities can lead to
dissatisfaction and deter visitors from fully enjoying their experience.

The implication of these findings is clear: enhancing the number and quality of
comfort rooms at tourist attractions would not only meet basic expectations but also
improve visitors' overall satisfaction. The provision of sufficient and well-maintained
restrooms can serve as a key factor in improving tourists' perceptions of empathy at the
site, fostering a more welcoming and comfortable environment. By addressing this need,
the attraction can enhance its reputation and increase the likelihood of repeat visits. In
the competitive tourism industry, small improvements such as this can make a significant
difference in customer satisfaction and loyalty.
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Table 11

Perceived Level of Satisfaction in terms of Environment.

Environment Mean SD Interpretation
Activities at the attraction has no effects  3.63 522 Strongly Agree
(or has minimal effect) on the natural

ecosystem

The sites are unique and authentic 3.54 547 Strongly Agree
The site is a good place to learn and 3.51 520 Strongly Agree
explore new things for the visitors

They observed initiative to conserve and  3.43 .553 Strongly Agree
protect the environment

The site has disaster risk reduction 3.39 527 Strongly Agree
management plan

Overall environment 3.52 .520 Strongly Agree

The data from Table 11 indicate that respondents are generally satisfied with the
environmental dimension of the site, with mean scores ranging from 3.39 to 3.63, all
interpreted as "Strongly Agree." This suggests that tourists are highly satisfied with the
environmental activities offered at the site. However, there is room for improvement,
particularly in the area of disaster management, as indicated by the statement regarding
disaster preparedness, which received the lowest mean score of 3.39.

These findings align with the study by Mao et al. (2020), which highlighted that
pollution, lack of biodiversity protection, and environmental degradation can reduce the
attractiveness of tourism sites. Similarly, Han and Hyun (2017) argued that environmental
pollution significantly influences tourists' negative perceptions of attractions. In this
context, the relatively low score for disaster management suggests that while the
environmental offerings of the site are highly appreciated, the perception of safety and
preparedness during natural disasters or other emergencies may be a concern for
visitors.

The implications of these results are significant. Improving disaster management
plans would not only address safety concerns but also enhance the site's overall appeal
by demonstrating a commitment to the well-being of visitors. Given that environmental
and safety factors are critical to tourists' perceptions and satisfaction, addressing gaps in
disaster management could positively impact the site's reputation and attract a broader
range of visitors. Additionally, by improving environmental sustainability efforts and
ensuring effective disaster preparedness, the site can further enhance its attractiveness,
ensuring a safer and more enjoyable experience for tourists.
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Table 12

Overall Perceived Level of Satisfaction of Respondents.

Overall Mean SD Interpretation
A. Responsiveness 3.74 456 Strongly Agree
B. Tangibles 3.40 526 Strongly Agree
C. Price 3.54 .533 Strongly Agree
D. Communication 3.38 526 Strongly Agree
E. Assurance 3.51 .506 Strongly Agree
F. Empathies 3.55 .550 Strongly Agree
G. Environment 3.52 520 Strongly Agree
Overall perception 3.54 .509 Strongly Agree

The data from Table 2.8 demonstrate the overall perceived level of satisfaction
among respondents regarding the tourist locations. Overall, the respondents strongly
agreed that the tourist locations were highly satisfying, particularly in terms of
responsiveness (M=3.74; SD=0.456), followed by empathy (M=3.55; SD=0.550) and
price (M=3.54; SD=0.533). While the respondents expressed satisfaction with the
locations, there is room for improvement in the dimensions of communication (M=3.38;
SD=0.526) and tangibles (M=3.40; SD=0.526).

These findings support the study by Yang and Hu (2024), which highlighted that
promotional materials influence tourists' decisions to visit a place. Sirkis et al. (2012)
further substantiated this by showing that advertisement through promotional materials
can effectively attract tourists to a site, as observed in their study in Mexico. Additionally,
Sotiriadis (2020) pointed out that the development and increasing popularity of
communication and information tools, such as the Internet, mobile devices, social
networks, and online booking platforms, have significantly influenced tourists' decision-
making and behavior.

The study by Mamesah (2020) emphasized that customer satisfaction leads to the
development of an emotional bond with the service provider, contributing to increased
client loyalty. This highlights the importance of effective communication and
understanding customer expectations. Providing personalized attention and addressing
even the smallest details can enhance overall satisfaction.

Furthermore, research by Ahmed et al. (2020) suggests that while natural beauty
and unique characteristics are major attractions for tourists, the lack of basic amenities
and inadequate infrastructure are significant drawbacks for many tourist destinations.
This aligns with the current findings, where the dimensions of communication and
tangibles, which encompass physical infrastructure and on-site amenities, scored lower
in satisfaction.
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The implications of these findings suggest that while the tourist locations excel in
responsiveness, empathy, and pricing, there is a need to focus on improving
communication strategies and enhancing the physical infrastructure. By addressing gaps
in communication, such as providing better promotional materials and enhancing on-site
facilities, the locations can further elevate the overall tourist experience. This will not only
strengthen emotional bonds with visitors but also encourage repeat visits and positive
word-of-mouth, contributing to the long-term success of the destination.

Table 13

Perceived Level of Satisfaction across Respondents’ Working Age Groups

Indicator P Value Verbal Interpretation
A. Responsiveness 011 Significant

B. Tangibles .620 Not significant

C. Price 118 Not significant

D. Communication .026 Significant

E. Assurance .084 Not significant

F. Empathies 121 Not significant

G. Environment .832 Not significant
Overall perception .039 Significant

The data from Table 13 indicate that there is no significant difference among the
working age groups in terms of tangibles, price, assurance, empathy, and environment,
as the p-values for these dimensions are greater than 0.05. However, a significant
difference was found among the working age groups regarding responsiveness (p =
0.011), communication (p = 0.026), and overall satisfaction (p = 0.039). To further explore
these differences, a post hoc test was conducted.

Pairwise comparisons using Dunn's test revealed that the satisfaction levels of
respondents from the early working age group differed significantly from those of the
prime working age group (p = 0.006) and the mature working age group (p = 0.007) in
terms of responsiveness. However, after adjusting for multiple comparisons, the
significance values were adjusted to 0.064 and 0.066, respectively, indicating that the
differences were no longer statistically significant after adjustment.

Overall, respondents from the mature working age group were found to have a
significantly different perceived level of satisfaction compared to the other age groups.
This suggests that age influences how individuals perceive certain aspects of the tourist
experience, particularly in terms of responsiveness, communication, and overall
satisfaction.

These findings support the study of Han et al. (2009), as cited by Verma and
Chandra (2019), which highlighted age as a key factor influencing consumers’ evaluations
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and judgments. This suggests that as individuals age, their expectations and satisfaction
levels may differ, possibly due to varying preferences, needs, and expectations regarding
service quality and communication. The implications of these results suggest that tourism
service providers should consider tailoring their strategies and offerings to meet the
distinct needs of different age groups to enhance overall satisfaction and encourage
repeat visitation.

Table 14

Perceived Level of Satisfaction across Respondents’ Sex

Indicator P Value Verbal Interpretation
A. Responsiveness 672 Not significant
B. Tangibles .710 Not significant
C. Price .085 Not significant
D. Communication 711 Not significant
E. Assurance .330 Not significant
F. Empathies .709 Not significant
G. Environment .957 Not significant
Overall perception 811 Not significant

The data from Table14 revealed that there is no statistically significant difference
among the seven dimensions of tourist satisfaction across sexes (p > 0.05). This suggests
that male and female tourists generally exhibit the same level of satisfaction with
ecotourism experiences across various dimensions. This finding contradicts the study of
Seo (2022), which suggested that males and females respond differently to service
experiences when making satisfaction judgments.

The absence of significant differences between sexes in this study implies that
both male and female tourists may prioritize similar aspects of the ecotourism experience,
such as tangibles, price, responsiveness, assurance, empathy, communication, and
environment. It is possible that, in the context of ecotourism, these factors are universally
important to tourists regardless of their sex.

This finding also suggests that ecotourism sites may not need to adjust their
offerings based on gender-specific preferences. However, it is important to note that while
no differences were observed in this study, other contextual factors, such as age, cultural
background, and personal interests, may still influence satisfaction levels. Future
research could explore these factors to gain a deeper understanding of the specific
variables that contribute to overall satisfaction in ecotourism settings.
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Table 15

Perceived Level of Satisfaction across Respondents’ Area of Residency

Indicator P Value Verbal Interpretation
A. Responsiveness .018 Significant

B. Tangibles 119 Not significant

C. Price 524 Not significant

D. Communication .236 Not significant

E. Assurance .546 Not significant

F. Empathies 129 Not significant

G. Environment .330 Not significant
Overall perception .106 Not significant

The data from Table 14 indicated no statistically significant difference among the
seven dimensions of tourist satisfaction across areas of residency, except for the
dimension of responsiveness (p = 0.018). A post hoc test was conducted to identify the
areas with significant differences.

The Dunn’s pairwise comparison test results revealed a significant difference in
perceived satisfaction regarding responsiveness between respondents from within
Laguna province and those from the CALABARZON region (adjusted p-value = 0.029).
This suggests that residents of Laguna, being more familiar with the attractions, may have
a higher level of satisfaction with the services offered. On the other hand, residents from
the CALABARZON region, possibly less informed about the site, may have higher
expectations regarding the services provided.

This finding aligns with the concept of proximity tourism, which refers to tourism
experiences within one’s own region, including day trips or excursions to nearby locations
(Jeuring & Soria, 2017). While residents from the immediate vicinity may be more
accustomed to the attractions, those from nearby areas might still have unmet
expectations due to a lack of information or exposure.

Jeuring and Soria’s (2017) study and Salvatore (2018) emphasize the significance
of proximity tourism in enhancing local development and bridging the gap between urban
and rural areas. In this context, it becomes crucial for tourism providers to ensure that
residents from surrounding regions are properly informed and have access to clear
communication about the attractions, enhancing their overall satisfaction.
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Table 16

Perceived Level of Satisfaction across Respondents’ Monthly Income

Indicator P Value Verbal Interpretation
A. Responsiveness 115 Not significant

B. Tangibles .939 Not significant

C. Price .145 Not significant

D. Communication .018 Significant

E. Assurance .108 Not significant

F. Empathies .052 Not significant

G. Environment 919 Not significant
Overall perception .206 Not significant

The data from Table 3.4 indicated that there is no statistically significant difference
among the seven dimensions of tourist satisfaction across the respondents’ monthly
income, except for the dimension of communication (p = 0.018). A post hoc test was
performed to identify which monthly income groups showed statistically significant
differences.

The Dunn’s pairwise comparison test results revealed a significant difference in
respondents’ perceived satisfaction regarding communication between those with a
monthly income of less than Php12,030 and those earning between Php24,061 and
Php48,120 (adjusted p-value = 0.025). This suggests that individuals with higher monthly
incomes may have different expectations or access to better communication about the
attractions, affecting their overall satisfaction.

This finding aligns with the work of Skare et al. (2023), who confirmed that tourism
consumption analysis by social groups is specific to particular products and activities.
Various tourist experiences create different value frameworks, which influence the
attitudes of diverse tourists. Additionally, Rogerson found that locals' ability to engage in
tourism is often determined by their discretionary economic status. This suggests that
higher-income individuals are more likely to engage in tourism and have access to better
services or information, contributing to a higher perceived satisfaction in terms of
communication.

These findings highlight the importance of considering income groups when
developing communication strategies in the tourism sector. Tailoring messages to
different income groups could enhance their satisfaction and engagement with the
attractions, ensuring that all visitors receive the necessary information to make informed
decisions.
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Conclusions

Based on the results, tourists visiting the 7 Lakes of San Pablo expressed high
levels of satisfaction with the offerings at the sites. All seven dimensions measured
received a "Strongly Agree" interpretation, indicating general satisfaction. However,
significant differences were observed in tourists' perceived levels of satisfaction,
particularly in the dimensions of responsiveness and communication, when grouped
according to respondents' profiles. These differences suggest areas that require further
intervention and improvement to sustain the increasing trend of tourist arrivals in the city.
Consequently, it can be concluded that there is a significant relationship between profile
variables and the perceived level of satisfaction, highlighting the importance of tailoring
services to meet the varying needs of different tourist groups to ensure continued growth
in tourism.

Recommendations

To enhance the tourism sector of San Pablo, particularly its 7 Crater Lakes, the
findings of this study can serve as valuable input for refining the city’s Tourism Master
Plan (TMP). This plan is designed to harness tourism as a key driver of socio-economic
growth, creating investment opportunities and employment, particularly around the 7
Lakes. Given that the TMP requires a significant budget for implementation, the
recommendations from this study can help optimize the plan’s execution.

To increase tourist arrivals from outside Laguna and international visitors, a
comprehensive information, education, and communication (IEC) campaign is essential
to broaden the audience. Activities catering to male tourists, such as biking, hiking,
kayaking, and extreme fishing, should also be proposed, as these experiences tend to
attract male tourists who enjoy adventure sports. Additionally, the study suggests
improvements in services provided at the Lakes, which will enhance overall tourist
satisfaction and value for money, ensuring that visitors feel their spending is worthwhile.

The Local Government of San Pablo and the City Tourism Office can leverage the
data from this study to refine the TMP. Specifically, it is recommended to promote the
Ecotourism Lakes through targeted advertising, both print and electronic. This can include
creating brochures and leaflets highlighting activities like bamboo rafting, swimming, and
biking, and featuring the breathtaking landscapes through electronic ads on strategically
placed LED walls. Collaborating with travel influencers and eco bloggers to create
sponsored content will further boost visibility and attract tourists.

Furthermore, a new tourism program, the 7 Lakes Tricycab Tour, can be
introduced. This initiative involves specially trained tricycab drivers who will act as tour
guides, providing insight into the lakes' history, importance, and regulations. This program
would not only enhance the tourist experience but also create employment and livelihood
opportunities for the local community.
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Finally, future research could focus on marketing strategies for San Pablo's ecotourism
lakes, examining the effectiveness of different promotional techniques. Expanding the
study to include other locations or larger sample sizes, as well as incorporating additional
satisfaction variables, could offer valuable insights for refining the tourism model.
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of the study. The findings were reported in aggregate form to maintain participant privacy.
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without manipulation or distortion. Any limitations or potential biases in the study were
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