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Consumer’'s Affective Response Formation from Experience of
Travel Agency

Jung, Moon Young*
Kim, Gye Seok™

Abstract

The major purpose of this study is to examine the moderating role of affect intensity, an important individual difference variable,
upon affect formation based upon PAD framework from the experience of some dimensions of tavel aency or company

Research findings from the analysis of empirical data are as follow. First of all, four factors of customer's experience of travel
agency(Resposiveness; Courtesy; Competency; Differentiation) are related to three affect represented by PAD framework(Pleasure; Arousal;
Dominance). Moreover factors of experiences have differential influence upon formation of affective responses. Secondly, customers'
Affect Intensity has moderating effects upon the formation of affects by the experience from dimensions of travel agency. The third
finding is that the affect induced by travel agency has differential influence upon the formation of attitude toward travel agency and the

formation of intention of repurchase of the travel service from that agency.

Key Words: PAD framework, Affect Intensity, Travel Agency, Experience Dimensions
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