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ABSTRACT

Title: The Influence of Tourism Website Service Quality on

Customer Satisfaction

Taking Ctrip.Com as an Example

Author: Lingyu Yang

Advisor: Dr. Zelin Tong

Degree: Master of Business Administration

Major: Business Administration (Chinese Program)
Academic Year: 2021

The quality of services provided by travel websites has a very strong impact on
consumer satisfaction. Over the years, travel websites have become more and more
sophisticated, the number of consumers has grown rapidly, and more and more
consumers are paying attention to the company brand. With the large number of
consumers, more and more consumers value enterprise brands. The development of
websites to a large extent affects the level of customer satisfaction, which also makes
the evaluation of tourism consumer satisfaction occupies an important position.
According to the development situation, the interests of all parties should be coordinated
according to the principle of "consumer interests and satisfaction", so as to guide the
improvement of consumer satisfaction, improve the competitiveness of enterprises, and
make Internet tourism enterprises develop better. Looking into the future prospects of
China's tourism website market, the advantages of a few leading tourism website
companies in brand, channel, product resources and many other aspects have set up a
strong competitive barrier for all the newcomers. Only innovation in service or
technology application can make a breakthrough.

By using the correlation analysis method and combining with the data of
empirical research, this paper discusses the importance of the relevant factors in the
indirect effect on users' satisfaction. According to the development situation, the
interests of all parties should be coordinated according to the principle of "consumer
interests and satisfaction". The results show that information quality, interaction and
payment security are the main factors affecting user satisfaction, while reliability,

offline security and website function perfection are related modules or factors that need

II



to be further improved. The industry should take measures to increase the user's mental
consumption, reduce the sunk cost, increase the technological innovation and improve

the service environment to increase the user satisfaction.

Keywords: The electronic commerce User satisfaction Service quality

Ctrip travel
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R B, BFFEITEANE THSEAT 7 2t R msess: (oREE, 2007),

Cardoso (1965) M I S35 B HAEE , X 520 & B 1 R 2= 52AT T Renl 2 0t 5L
MISEES, FEifE T UPh AT RERBE . 7277 maRBUS R b, TSt -4 i
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fih b, 23 KRR AT RS I A8, TR I T — N ST B R L E R St
EAFE SR W SR TRbs A R R (R, 225,
2005), HAKBEKIE L.
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