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ABSTRACT

The purpose of this study is to find the important travel agency service quality factors in relation to the amount of information search efforts through
major information channels of customers such as interpersonal source, retailer source, and external media source. Factor analysis using varimax rotation
was performed and 20 service attributes of travel agent was reduced to 6 factors; convenience system, personal service , customer maintaining service,
reputation, atmosphere and accessibility. According to MANOVA analysis there are significant differences in the service quality factor due to the type of
source and amount of efforts of information search.
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Table 1. The factor analysis for service quality

. Cronbach's
Factor Loading Alpha
0.77180
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0.65893
o/\a
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Factor 2 8%‘;?2
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(9.1%) 0.60562
’ 0.51958
gactt‘);lgr 0.85661
ustome 0.67002 0.7626
Maintaining 0,60874
Service(7.0%) ’
0.82773
Factor 4
; 0.77615 0.7429
0,
Reputation (6.3%) 052028
Factor 5 0.84791
Atmosphere 0.76209 0.7320
(5.6%) 0.54136
Factor 6
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(3.8%) ’
KMO: 0.865
Bartlett: 3562.537 +2&-&: 0.000
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Table 2. Information search on personal source for
travel agents quality attributes
Personal
Factor source F D
Low| High

Factorl Convenience
System
Factor2 Personal
Service

-0.212 | 0.106 | 9.273 0.002

-0478 | 0.240 |51.967]0.000

Factor3 Customer
Maintaining Service
Factord Atmosphere | -0.200 | 0.100 | 8225 [0.004
Wilks Lambda (0.2153). P<0.01

-0443 | 0.223 |43.936]0.000
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Table 3. Information search on business place source
for travel agents quality attributes

On-site
Factor - F Is)

Low | High

Factorl‘Convemence 0188 0153 | 11.877|0.001
System
Factor3 Customer 1 500 | (961 | 36,662 0,000
Maintaining Service

Factor 4 Reputation | 0.291 |-0.236 | 29.489 {0.000
Factor 6 Accessibility | -0.397| 0.322 | 58.683 [0.000

Wilks Lambda (0.1823). P<0.01
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Table 4. Information search on on-line & media
source for travel agents quality attributes

On-line
Factor - F p
low | high

Factorl Convenience |, 5501 50 | 47 909 [ 0,000"

System
Factor 2 Personal | o3| 109 | 21 265 | 0.000°

Service
Factor 5 Atmosphere |-0.119| 0.094 | 4561 |0.033"
Factor 3 Customer | 1501 155 | 12738 0.000°

Maintaining Service

Wilks Lambda (0.6583). # P<0.01

°P<0.05
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