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Total Number of Visitors

22,294

visitors

21,965
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Respondents (Jan - Mar 2020)
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Total number of e-mails sent: 9,327
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Note: due to rounding, total does not sum to 100%



Country of Origin
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Note: due to rounding, some totals do not sum to 100%



Australian Respondents - IVS Respondent Data

Northern
Territory
1% Queensland

Western Australia
2%

South Australia

Australian
Capital Territory

3%
Tasmania
2%

New South Wales, Queensland and Victoria make up 89% of all Australian visitor arrivals

Note: due to rounding, total does not sum to 100%



New Zealand Respondents - IVS Respondent Data

Waikato
10%

Auckland
46%
r Bay of Plenty

Wellmgton
13%

Canterbury
12%

N
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Auckland, Waikato, Canterbury, Wellington, and Bay of Plenty make up 87% of all New Zealand visitor arrivals

Note: Based on a total of 165 respondents; Due to rounding, total does not sum to 100%



Household Income
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Note: due to rounding, total does not sum to 100%

Average: US $75,524
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Purpose of Visit
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Holiday Visiting
friends or

relatives

8

Business

2 2
— —

Conference Volunteering

2

Other

1 1

Honeymoon Attending a
wedding

1

Education



Previous Visits
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Length of Stay (nights)

Mean: 7.5 nights
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Note: 31 and 31+ days as outliners were removed for length of stay analysis
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Airlines Used for Travel
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Islands Visited
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Note: Multiple responses, therefore total does not add up to 100%
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Average Spend while in Vanuatu per day

Overall — USS90 (Vt $10,294) per day

Entertainment, Internet & Service, 5.7, 6%
Duty Free, 3.1, 3%

Souvenirs, 3.1, 4%

Local Transport, 6.3,
7%

Accomodation, 22.8,
25%

Retail, 8.6, 10%

Tours, 6.7, 7%

Food & Beverage,
Domestic Travel, 9.4, 24.4,27%

11%

Note: USS in the pie chart



Visitor Expenditure — Per Person and Total

Pre-Paid Spend I
flowing into Vanuatu + I In-country Spend I — I Total Spend I

Per US $98 US $90 US $189
Day Vt $11,230 Vt $10,294 Vt $21,524
US $735 US $674 US $1,409
Vt $83,887 Vt $76,898 Vt $160,785
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Making




Information Source

Google I 3.5
Friends / family massssssssssss 3.3
Trip Advisor I 3.1
Previous Vanuatu visits I 3.0
Vanuatu tourism website (Vanuatu.travel) S D 9
Other travel booking websites (e.g. Booking.com; Expedia) nmmmaaamms ) 6
Social media (Facebook, Twitter etc) IEETETEETEEEEEEE—————— ) 5
Travel agent / travel brochures IEEEEEEEEEEE—————— ) /
Work colleagues s 2.1
Magazine and newspaper articles IEEEEE———————_S ? 0
Travel books (e.g. Lonely Planet) s ? 0
Airbnb mEEEEssss———— ] 8
Television or radio programmes II———————_— 1.8
Other sources I———S 1.6

1.0 1.5 2.0 2.5 3.0 3.5
Mean

Note: Multiple responses, therefore total does not add up to 100%

4.0



Purchasing of travel

Direct with airlines and / or accommodation places 37

Through a travel booking website (e.g Booking.com, Expedia)

Through a travel agent store 20

11

Travel arrangements were made by others

Other I 1

0 5 10 15 20 25 30 35 40
Share of Visitors (%)

Note: due to rounding, total does not sum to 100%
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Visitor Overall Satisfaction
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Degree of Satisfaction

Variety of things to see and do

General quality of service

Access to local food and products

Value for money

Ease of undertaking tours and activities while here
Taxis / car / bus / car rental / ground transportation
Restaurants, cafes, and bars

Local handicrafts / artwork

Rubbish collection and general cleanliness

Visitor information in Vanuatu (including signage)
Airport arrival / departure experience

General shopping opportunities

Evening entertainment

Internet and phone availability, cost and coverage

- 3.3
I 3.2

3.0 3.2 3.4 3.6 3.8 4.0

Mean: (1) Very dissatisfied to (5) Very satisfied

4.2



Most Appealing Aspects

48% 37% 28%
Local People Environment, Activities and
Cleanliness, Attractions

Climate



Most Appealing Aspects

Environment, cleanliness, climate

Activities, attractions and entertainment, events

Local people e 48

T 37
28

Atmosphere IS 17

Food and Beverage s 7
Culture and history m—— 6
Accommodation m—— 6
Convenience N 5

Overall good experience mm 4

Note: Multiple responses, so total does not add up to 100%

Safety mm 2

Local market mm 2
Un-commercial m 2
Level of service m 2
Value for money m 1
Family and friends m 1
New Developments 11

COVID-19 10.4

0.0 10.0

20.0 30.0 40.0
Share of Respondents (%)

50.0

60.0



Most Appealing Aspects Local People 48%

“The people were very kind. The food was tasty. The island was beautiful.”
“The friendly people everywhere.”

“People are so friendly and kind.”

“The locals, just so friendly and helpful.”

“The beautiful people of the local villages, their kind heartedness, their charisma and
resourcefulness.”

“The people are wonderful and very kind and fun. | have been going to Vanuatu every
year for the past 20 years and see it as my second home. Its my happy place!”



Most Appealing Aspects Environment, Cleanliness,
Climate 37%

“Beautiful beaches and islands.”

“The people are wonderful, scenery is amazing, culture, relaxing, beautiful, variety of things to
do, natural beauty, clean.”

“The country landscape and sights and the delicious food.”
“The nature of the country is awesome.”
“The natural environment - such beautiful clear water in the waterfalls and at the beaches.”

“The diversity of landscapes, ease of access, warm and friendly people.”



Most Appealing Aspects Activities and Attractions

“The millennium cave tour was such an amazing experience | would do it againin a
heartbeat.”

“Cascades waterfall - stunning.”
“Quiet, pretty, great snorkelling.”
“Snorkelling and Champagne Beach.”
“Mount Yasur volcano.”

“1 love the restaurants - beautiful locations and good food. | love the friendly people. The
activities on offer are also good, a really great selection of different activities to suit anyone.”



Most Appealing Aspects Other Comments

“Friendly and relaxing atmosphere.”

“Way of life with important role of culture and traditions.”
“The people, the weather, the fantastic accommodation.”
“The mix of French and English influences.”

“fresh seafood from local market.”

“Same as always - lovely people and value for money.”



Most Appealing Aspects COVID-19 Impact

“The government’s rapid and effective response to COVID-19.”

“My wife and | travelled to Vanuatu after a 30-year absence to meet an old
work colleague for her 60th birthday. Twenty other people came from
Australia for this event. Turtle Bay Lodge was fabulous. All aspects of our trip
were very enjoyable, and we will be back again after COVID-19 passes.”



Least Appealing Aspects

X

17% 15% 14%
Price of goods Facilities and Food and
and services Infrastructure Beverage




Least Appealing Aspects

Price of goods and services

Public services, facilities and infrastructure
Food and beverage

Attractions and activities

Airport and flight related issues
Rubbish, cleanliness and natural environment care
Accommodation

Shops and the shopping experience
Port Vila

Bus, rental cars, scooters or transport
Local people, standard of service
Weather

Chinese influence

Social divide and social issues
COVID-19

Safety-related issues

Cruise ships

Stray animals and mosquitos, diseases
Information

Other tourists

Too touristy

Note: Multiple responses, so total does not add up to 100%
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Least Appealing Aspects Price of goods and services 17%

“Price of food in general.”

“Paying to visit beaches.”

“Cost of meals and alcohol. Very expensive.”

“l found many things relatively expensive, such as dining.”
“Expensive shopping at supermarkets.”

“Everything was unreasonably expensive. We are happy to pay a fair price, but this trip
compared to the last trip we felt ripped off - and we won’t be visiting again.”



Least Appealing Aspects Public service, Facilities and
Infrastructure 15%

“Lack of public transport.”

“The terrible WiFi.”

“General maintenance of the cities and Resort.”
“Roads! The road we were staying on was very bumpy.”
“WIiFi and technology limitations.”

“Digital infrastructure (WiFi 4G etc.).”



Least Appealing Aspects Food & Beverage

“Could not get local food.”

“Varying quality of food at restaurants.”

“Not many places to eat out affordable with family.”
“Food not nice, and expensive.”

“Food quality, customer service.”

“l found the food available in Port Vila was often Western - and it was not so good and very
expensive. Put more emphasis on yummy local food that is cheaper to make! | loved being on
Pele for this reason - meals with a local family were $5 and it was whatever they were eating -
fresh fish, fried banana, chips, island cabbage - very delicious and cheap.”



Least Appealing Aspects Other Comments

“Airport delays on departure. Lack of communication, hot and stuffy terminal, had to buy
water.”

“Lack of nightlife, restaurants.”

“The rubbish scattered throughout Efate.”

“l didn't see a lot of local souvenirs just a lot of stuff brought in.”

“Local transportation (tour vans and taxis) were in poor shape and not clean.”

“Cleanliness and maintenance of the Port Vila area.”



Least Appealing Aspects COVID-19 Impact

“Having to leave early due to coronavirus.”
“Everything shutting due to COVID-19.”
“Planned to stay longer but COVID-19 happened.”

“This was a business visit scheduled to last one week but was marooned in Vanuatu because
of COVID-19.”

“COVID-19 impact meant many restaurants and bars were closed. When cruise ships are in
town things get hectic too!”

“I might have done more activities if there hadn't been the growing anxiety and uncertainty
about COVID-19, and also the arrival of cruise ship passengers.”



Least Appealing Aspects COVID-19 Impact

“Because of Corona we had to stop our holiday after 2 nights. Unfortunately, there was no refund
of the hotel and the car rental we already booked and payed! Taxi driver tried to charge a higher
price than arranged.”

“Internet connections, made it hard to try and get home during COVID-19 drama, eating at the
hotel was very expensive and didn't seem to utilise local produce.”

“When we arrived torrential rain getting off plane and no adequate cover while waiting for
temperature check, everything and everyone was drenched.”

“Fear of being stranded due to COVID-19 situation. Limited communication from Air Vanuatu
(which is to be expected given the airline size... but yeah. Tough.”

“Closure of resorts due to coronavirus. Reception from locals due to coronavirus...”



Suggestions for Improvement

Public services and infrastructure
Entertainment, activities, transport

Food quality and price

Charges, entrance fee, value for money

Local people, standards of service

Flight related issues

Accommodation

Stayed longer, visit other islands and see more
Shopping experience

Environment (rubblish, cleanness, nature)
Social issues

Stray and endangered or protection of animals
COVID impact

Safety

Sickness

Weather

Note: Multiple responses, so total does not add up to 100%
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Suggestions for Improvement

“All of the roads/streets need to be fixed.”

“Travel costs to and from different places in Port Vila, taxis not clear about costs.”
“Not being so expensive - always trying to get money off us.”

“Better food quality, especially for the price! Very expensive.”

“Staff could be more attentive and friendly and helpful.”

“Because of Corona we had to stop our holiday after 2 nights. Unfortunately, there was no
refund of the hotel and the car rental we already booked and payed.”



Willingness to Return

Would you
consider
re-visiting
Vanuatu in
the next five
years?

Note: Multiple responses, therefore total does not add up to 100%
* Other reasons/Islands have not been included due to low percentages

visit the outer

Espiritu Santo 45%
Tanna 40%

Pentecost 7%
Ambrym 5%
Malekula 5%
Ambae 2%
Banks 2%
Erromango 1%
Epi 1%*

86%

would like to

islands when
they revisit
Vanuatu

Want to visit other places 29%

Lack of value for money or too expensive 20%
The long distance 18%

Limited attractions and activities 13%

Been there and done that 12%

Local people and level of service 7%

Overall bad experience 5%

Public service and infrastructure 4%

Food, and food hygiene 3%

Low quality accommodation 2%

Airlines 2%*




Reason not to Return

“Not value for money at all. Resort needs an overhaul.”
“It is too far away from Europe.”

“Because of how we were treated at the airport.”
“Generally bad service.”

“Disappointed especially with tour.”

“Been there, would go somewhere different next time.”



Willingness to Recommend

Environment 47%

Local people and standard of service 47%
Atmosphere 21%

Would you
recommend

Overall good experience 20%
Attractions and activities 15%
Convenience and ease of access 13%
Local culture and lifestyle 12%

Value for money 9%

Food and beverage 6%

Weather 5%*

Vanuatu to

others as a
place to
visit?

Lack of value for money or too expensive (23 responses
39%)

Limited attractions and activities (14 responses 24%)
Public service and infrastructure (11 responses 19%)

Local people and level of service (7 responses 12%)
Overall bad experience (6 responses 10%)
Environment and cleanness (5 responses 8%)
Limited time to experience (3 responses 5%)

The food quality (3 responses 5%)

Low quality accommodation (3 responses 5%)

Note: Multiple responses, therefore total does not add up to 100%
* Other reasons have not been included due to low percentages

Safety issues (3 responses 5%)*




Reason not to Recommend

“Its to expensive for the things you get...”
“Locals not very friendly and not very clean place.”

“Food & restaurants poor. Port Villa poor experience. Transport poor. Very difficult to do or
organise anything.”

“Just generally disappointing.”

“Apart from the coral it had little to offer, was overall expensive and didn't really compare with
some other Pacific countries.”



Team Leader: Simon Milne
Email: simon.milne@aut.ac.nz
Web: http://www.nztri.org/

Team member: Blake Bai, Jin Yi, Mindy Sun, and Caroline Qi

The views expressed in this publication do not necessarily reflect those of the New Zealand Government.
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