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Abstract:
Wartime heritage sites are rarely investigated and directly studied, particularly as far as touristic expectations are concerned. The places of heritages associated with war and mass death such as memorials, battlefields, burial sites, soldier monuments, and bomb craters are still attractive to specific groups of tourists. They are also rarely developed to serve the pleasure needs of visitors. Even though war has a long and painful history of nations, remembrance sites and remaining constructions related to war are capable of communicating more understanding the events in the past to descendants and other people who are interested in the historical phenomena. These sites potentially act as the wartime attractions and hence need to be boosted into favorable position in the global marketplace. Understanding of the expectations of tourists can be helpful to initiate strategies for tourism development. The present study aims at examining the level of quality expectations of the tourists toward wartime and colonial heritage tourist attractions by using a questionnaire-based approach in Lao PDR and Vietnam. To meet the quality expectations, the technique and concept of service quality (SERVQUAL) were applied to measure the expectation range of tourists within four dimensions: attraction, infrastructure, marketing, and local resident and authorities responsible for the tourist sites.  Each dimension was classified to consider the service quality of five items: reliability, responsiveness, empathy, tangibleness, and assurance. The results show the hierarchy of the main dimensions and the different aspects of tourist expectations regarding the socio-demographic factor of tourists. Indeed, the tangible infrastructure equipment and responsiveness of touristic staff including local residents were indicated as an essential expectation of the tourists to obtain an optimal quality of services during their visit.
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