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ABSTRACT

The Effect of Service Quality in Travel Agencies and Ability

of Tourism Interpretation Guides on Customer Loyalty

—Focusing on inbound Chinese tourists—

LIU, XIHUA

Major in Business Management

Dept. of Business Administration

Graduate School of Business Administration

Hansung University

Tourist industry is being spotlighted as one of high value—added
industries in the 21* century, and World Tourism Organization reports its

sustained growth rate is much higher than global growth rate.

China, our closest country geopolitically, is the biggest tourism
market in the number of tourists as well as in economy. Therefore, the
trend of Chinese tourists has great influence over the growth of Korea’s
inbound tourism market. Furthermore, travel is becoming common and
popular in China. Amid the mounting interest in Korea among Chinese
people as cultural exchange between Korea and China has become active
recently, Korea is a preferred tourist destination. Also nations of the

world have been trying to lure international travelers promoting tourist
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industry as a strategy industry, as tourist industry has a great effect on a
region or a country economically and socioculturally. Tourist industry is
recognized as an important part in Korea, and China holds a key

position as the biggest market in Korea’s inbound tourism market.

Service is the key to travel business, and service quality in travel
agencies and ability of tourism interpretation guides could be evaluated
by managers, employees, and tourists. However, tourists evaluate service
quality of travel agencies and ability of tourism interpretation guides
because service quality in travel agencies and ability of tourism
interpretation guides are analyzed according to user—centered approach in
tourist industry (focused on Chinese tourists in Korea's inbound tourism)
in the study. Therefore, the object of the study is how tourists evaluate
service quality in travel agencies and ability of tourism interpretation
guides. To achieve the object of the study, this paper attempts to analyze
how ability of tourism interpretation guides and service quality in travel

agencies affect customer satisfaction, and how each factor influences

The result of the study is summarized as follows.

First, ability of tourism interpretation guides and service quality in
travel agencies have a significant influence on customer satisfaction.
Second, customer satisfaction of tourists has a significant influence on
customer loyalty. As a result, the higher customer satisfaction of inbound
tourists to Korea is, the higher their customer loyalty is. Therefore, ways
to vitalize for luring Chinese tourists to Korea should be discussed
urgently according to more specific researches for Chinese tourists so that
satisfied tourists revisit Korea, and thus an image of Korea as an

international tourist destination and local economic development will be
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improved because the result of the study shows that service quality in
travel agencies and ability of tourism interpretation guides affect customer

satisfaction and revisit.

[Keywords] Service quality in travel agencies, Ability of tourism

interpretation guides, Customer satisfaction, Customer loyalty
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