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Abstract

Chinese outbound travel has become one of the important markets for many countries
in the last decade. Chinese travelers tend to travel in groups when they visit overseas
destinations. Travel agencies, therefore, play an important role in this outbound market.
However, little research has been conducted regarding travelers’ choice of travel agencies
in China. This study aims to examine factors that influence the tourists in mainland China
when choosing travel agencies for both short-haul and long-haul outbound leisure travel.
It will also explore whether there are any significant differences among the demographic
variables and selected factors when choosing travel agents. This study provides valuable
marketing suggestions for destination market organizations and travel agencies in China.

Keywords: Mainland Chinese Travelers, Outbound Tourism, Travel Agency,

Service Quality



Contents

ABSHACh s S R A oS S b N SO UAVA G hsiinmnannamanes soansmsassans 1
Acknowledgement .....coumimssssusmurssmas T T — 2
 OBLETER s s s G R S S R T S L A s s 3
List of Charts and TabIes ... iciiniciieinniesiciiiinscncseresssensesssssrsssssssssssnssssssssssassssnnns S
Cliapter ] Intro@ubion:. . .oowmmnseomssmumsmsnss s b s s e s e s P 6
1.1 Overview of Mainland Chinese Qutbound Travel .........civnniinnceionccceraccnne. 6
1.1.1 Importance of Mainland Chinese Outbound Travel ..........cccoevvevirenrernnnnenn. 6
1.1.2 Current Travel Policy in Mainland China .........ccccvvviiiniiinniciinicii e, 7
1.1.3 Travel Agencies in Mainland China.........ccccccooriivvrivcinnnnnnennereeesnneeeens 8
1.1.4 Existing Problems of Current Reseatch.cownmamemimanisi s g
1.2 Research ObjJectives ....iiineiiiiiniinniicnissnnsisssmssssssssssossssssssessnsasnsosanssssassss 9
1.3 Methodology. ..o i B X JE ... 0t nsiscimsismssivessmsiiusiniiatng 10
14 Organization of the LHegISN. e o tvateo s cxiiysrssisessssssssiisssnssisssnessssrons 10
Chapter 2 Literature Review.. s NI gt My srsssscassnmssnsnisivsisis S0
2.1 Long-haul and Short-haul Outbound Travel ................................................... 12
2.2 Mainland Chinese Qutbound Travel.......ccccociiiiiiiiiiiiiiiiiiiiiiniaciinnnnn. 16
2.3 Travel Agency Service in Mainland China ...t 16
2.4 Social Media). oo ieeciico gl gl i gl .o.ooooorsodfiacdenrcrassarscancanes 18
2.5 Service Quality ..} occcoccccceic L SN ¥ ...l dinsinuseansmrsenasinas 21
2.6 Corporate Inmaged.......... St W, SESEE Tty . WL, ... cocoosfissssid vsiinsiniinsiniis dunsns 30
2.7 Customer SatiSTACLION cccccveeeeeetiirssnssrcnsesecsniessssnesssancssessasssssssnsessrssssssensosssasassose 32
2.8 Postulation of Hypotheses i, ......onglnate...cosutoesbocsssodtnsssessbrsssssasssssssssanssssanses 35
2.9 SUMMATY .ocienrcdinnicessdipsdeodoioe oo lecs dprons b o sbeoslossasssthssssesssnsssnsssemninennnas 36
Chapter 3 Data Processingy® A Ay SIS mrreveerrrttires aofs sossssdh osassscasuissnsonsssrsns 39
AL OB ICCEIVR cosvsannimsianivio Mg msiliiie s T iiiaiaaoW e ol ol civovisissismiammsimnmaiiniss 39
3.2 Methodology ... i Mg dlea e e et e msanmmsnsnsransssnanesannrssnases 39
B DRIV W oo iina s s S S e P GO T 39
3.3.1 Purpose of INterVIEW .....cccvvirivieriiiiientininretctre e sne e saesesneereesesnes 40
3.3.2 Interview Strocture v T 40
3.3.3 Basic Information of the INterviewees.....c.cvevveveerevrverneirceersee e 41
3.3.4 Result of INTEIVIEW ..ooouiiiiiiiiiiiiieiiieece ettt e e 42
e B - Y 45
34T SAMPIE ot et s enaas 45
3.4.2 Questionhaire Design & Distribulion «nmumsvuremesssmmasmmmsismmiisgs 45
3.4.3 Questionnaire Analysis MethodS......cccoeeiiiieiiiiiiiiiee e, 46
3:4.4 Demographic Characteristics of the Samples......uusmssimsmimsmsivsss 45
3.4.5 Mean Ratings of Attributes Affecting Travel Agency Selection............... 47
3.5 Demographic Variables & Selected FActors .....ccoecrenecercsssrsccssssscsssessssosensseses 49
3.5;1 Factors-for Long-hanl Travel..uaumnmamssmamamnassmimarssmim i 49

3.5.2 Reliability Analysis of Factors (Long-haul)..............cooooiiiiiinn. 52
3.5.3 Demographic Characteristics for Long-haul Travel....scusssasosmmasions: 53

3



3.5.4 Factors for Short-haul TIavel......oooeeeooeeeeeeeee oo 56

3.5.5 Reliability Analysis of Factors (Short-haul)..........ccoeevreuveereienain, 59

3.5.6 Demographic Characteristics for Short-haul Travel...........ccc.ooo.. ..., 60

CH T 1), O TR, 62

3.7 Preferences Analysis between Different Regions........ueueeeeeecresessesessssssssseeanes 64
50 W5y o N ST 64

32 REBUI AT SI8 o cicitiihoneasmssnmrannsasnromsnsannmonsmmsmnas nnssssvassssomasses sos simes tesamesisns 65

Chapter 4 Conclusions and Implications......ococuiiivuvuniniiiiiininiiieenrneessnensenennns 67
4.1 Summary of the SV swssmsnsmsmsssmmsiisr it ammemessmemmessosssosssorssss 67

4.2 CODIIIDULION..cucucucecreeiicseresecseneeresenesssnssasssnssesessassssasssssssssesssmsnsnsssnssesessassessssnes 69

4.3 Managerial Suggestlons .o S asiaiis onmmmnconsmassssn 69

Bl DTN iusivovicn busbsnsnnsssbusiios smensnennesosssobensiasnnsnossnsssmsvesonss rsssss e peResa oS SRR NS 74
4.4.1 SamPIE SIZC ..o 74

4.4 2 Fesearchl COMIONES s assmimiimmmmsos siassssssmmsnssssssasss e sesssonsmssmmsssmmnrss 74

4.5 Suggestions for FUture ReSearch ........eniecrecsecccesssssassessssesessnsmsnnens 74

05 (T ORI oot W . W .. OO 76
APPENAIX I coveicunoinsonvsptligs N Mt mrvm el e e e e vossosmsoonnnssrsnssssnsnss 84
Appendix I@.....cooooreodl Sl . 020 G0 G G BB -+ S o Blag Poo s consasannnssnssnsonennnssnns 88
Appendix ITL.......... £a . Mt ... Sl A B B ... o . e iiiiiieereneeeeesonnes 92



List of Charts and Tables

Chart 2.1 Continuum of Service Quality AWAreness .......coereeerrerrserarreseresseseressenens 23
Chart 2.2 Theoretical Model of Service Quality —Gap Analysis Model............. 24
Chart 2.3 Five Dimensions of SERVQUAL ...eirriennrneiieecinieeeeenicnsaenessecsssnnaes 27
Table 3.12 KMO and Bartlett's Test (long-haul) ....crereccnreencrceeenenennes 49
Table 3.13 Results of Factor Analysis with Varimax Rotation on Travel Agency

Selection Attributes (10Bg-haul) cucceeenviniienreenirenineiinessnsssarinnesissessssssasosssssns 51
Table 3.14 Results of Reliability Analysis of the 11 Factors Dimensions........... 32

Table 3.15 Results of Sample t-Test and One-Way ANOVA on Difference of the
Factors of Travel Agency Selection (long-haul) of the Respondents (N = 930)...55

Test 3.16 KMO and Bartlett's Test (short-haul)eu....oeeneennooniieeieeeeeeneeen 56
Table 3.17 Results of Factor Analysis with Varimax Rotation on Travel Agency

Selection Attributes (short-haul).a.niininicnicnicmssinnscncscsssssnsssssassssese 57
Table 3.18 Results of Reliability Analysis of the 12 Factors Dimensions........... 59

Table 3.19 Results of Sample t-Test and One-Way ANOVA on Difference of the

Factors of Travel Agency Selection (short-haul) of the Respondents (N = 930).. 61
Table 3.20 Analysis on the Differences of Factors between Different Regions.... 65
Table 3.21 Basic Information of the INterviewees c.ciicniierinersrnnisncisrscsannesacscsense 92

Table 3.22 Travelers’ experiences on short-haul and long-haul outbound travel...

..................................................................................................................................... 93
Table 3.23 Frequencies of factors affecting tourists® choice of travel agency...... 94
Table 3.24 Composition of GENAEr ....uiinvereerrrcesrnsseisrssnsessssasascsncsssssssssssssssess 9
Table 3.25 CompoSition 0f AZE .....cocoveerimruicreninnrresessrenessnesensscessssasssssesssssssosasssssoss 95
Table 3.26 Composition of Educational Background .........ccciiccicrssecsssrosassnncens 95
Table 3.27 Composition of OCCUPALION ....ueeeervireereerenreesecrennssecneresassnsscssrsssscssessases 96
Table 3.28 Composition of Marital Status .....oivenennrennicsininisascssssssrscssesesses 96
Table 3.29 Composition of Personal INCOME.......coniivririrncnrennsenisnnscnscinsiessissssssssnns 96

Table 3.30 Mean Scores of the Attributes for Travel Agency Selection (Long-haul)

..................................................................................................................................... 97
Table 3.31 Table 3.11 Mean Scores of the Attributes for Travel Agency Selection
(SHOTT-RAUD) icvoiisiiisisssssssssississsssonssssssssasssassnssrmssessussrassassusssasonsssesssssssssssssssasnerssssnsyssse 98



