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A study of the service quality of China Tour Agency affecting
Thai tourists’ trust in the agency and Service
repurchase intention
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Abstract

The main objective of this research was to study the influence of service quality on Thai tourists’
trust in and intent to use the services offered by the China Tour Agency. The samples are 400 Thai tourists,
selected by using the convenience sampling method. Questionnaires were used as the data collection
tool. The statistical data analysis was conducted using percentage, mean, standard deviation, and Multiple
Regression Analysis. The results revealed that The respondents’ perceptions on the overall and each aspect
of service quality of the China Tour Agency including reliability, assurance, tangibles, responsiveness, and
empathy were at a high level. In addition, their trust in the China Tour Agency and the aspects of potential,
communication, and promise were at a high level. The results from the hypothesizes testing showed that
service quality influenced on trust in the China Tour Agency and service repurchase intention of Thai tourism
significantly at .05 level, and trust in the China Tour Agency affected to service repurchase intention of Thai

tourism significantly at .05 level.

Keywords : Service quality, repurchase intention, trust
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