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A Study on the Effects of Relationship Characteristics to
Repurchase Intention in the Distribution Channels of
Travel Agency

Jong—seop Shim* - Nark—kwee Lee™

Abstract

The purpose of study is to examine how tour wholesaler’s relationship characteristics
to tour retailer affect trust, commitment, and repurchase intention in the distribution
channel of travel industry. There are several detailed purposes of this study.

First, this study is to grasp the factors of tour wholesaler's relationship
characteristics to tour retailer.

Secondly, this study is to examine how tour wholesaler’s relationship characteristics
to tour retailer affect trust and commitment.

Thirdly, this study is to examine how trust on tour wholesaler, which is divided into
two levels, firm and salesperson in charge, affects each other and commitment. '

Fourthly, this study is to examine how trust on tour wholesaler firm and salesperson
in charge and commitment affect repurchase intention.

Fifthly, this study is to suggest more efficient basis for marketing strategies to CEO or
officer in charge of decision making of tour wholesaler, and help them to make right decisions.

Managerial implications can be drawn from this study.

One is that it is recognized that tour wholesaler's relationship characteristics to tour
retailer consist of those to tour wholesaler firm such as reputation, physical
characteristics, communication and those to salesperson in charge such as expertise,
likability, similarity, frequent contact affect trust and commitment positively. Therefore,
CEO and officer in charge of decision making of tour wholesaler should set up
marketing strategies to get positive results at both levels, a firm and a salesperson.

The other is that it is important that a tour wholesaler should manage their tour
retailer with relationship oriented methods such as building trust, and make every
endeavor to retain long term relationship with tour retailer.
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