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ABSTRACT

The purpose and motivation of the study is to understand those
independent travelers who used to make online purchases on flights and
hotels. Questionnaire survey and statistical software SPSS 22 are used in
this empirical research.

The study aims to discuss the evaluations online travel websites got on
relationship quality and information quality offered by travelers with the
independent travel experience to answer the questionnaire. Furthermore,
the study also wants to know the relevance of online travel website
relationship quality and information quality to customer satisfaction and

customer loyalty.
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Having 225 effective questionnaires collected and a series of

descriptive statistics, reliability analysis, independent sample T examine

and correlation analysis applied to the research, the results show as follows:

1. The main key factor for customers to purchase online air / hotel package

1s its convenience.

. Part of the different demographic characteristics have a significant
difference in the relationship quality of the shops selling online travel
products.

. Part of the different demographic characteristics have a significant
difference in the information quality of the shops selling online travel
products.

. Online travel website relationship quality has positive effects on
customer satisfaction.

. Online travel website information quality has positive effects on
customer satisfaction.

. Online travel website relationship quality and information quality have
significant and positive effects on customer satisfaction. therefore,
customer loyalty is promoted.

Both excellent relationship quality and information quality can

improve customer satisfaction and then promote customer loyalty. In

addition to having a better understanding of current online purchasing

behavior on independent travel products, the study also hopes to provide

online travel website owners some references when making marketing

plans and improving website arrangement.
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% & (reliability) o Z_p| & 0¥ F44 - 1% in P % - R

(consistency) ' £ € |4 (stability) > - R A2 T HFER - RRZ E % 2487
o Bp g RAER o ETMRA LA TR - HXRY LR - FELLR

L b s E AR TEAEL R A AT AER R 4 e A
B o #F 3 $#* Cronbach’so ¥k i #ipI K % 5 & enikd; > Cronbach’s

o BEEF A 0 e 1 2B a0 BHEABEAZRER TR PR

Ik

%A - RMGF o &P Guilford (1965)E 3k a Tifeq <>+ 0.7 4 &

FRAEZIER S RANTESMN:a G407 2 0.35 2/ 5 F
a GEcl30.30 FEMER S RARAE AT AMIT T LUEKER o AF
tEHe Bia (MBEF - FAET WP ARLA TR HEFR)

1R A

24T MBS FHES GRS

{ {87 P % %c4p | Cronbach 9 Al-pha | 3 & 33t &
i (4% 38 P ° #) Cronbach's
Z) Alpha

Mires8 1 [0.571 0. 867

Mixsg 2 [0.544 0. 868

M a8 3 |0.660 0. 863

M a4 0,602 0. 865

M a8 5 |0.583 0. 866

M ik 6 0,155 0.892
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BT T |0.590 0. 866 0.877
B8 | 0.471 0.872
B a9 |0.696 0. 861
s F 10 0.618 0. 864
M %5 11 |0.688 0. 861
M %57 12 |0.546 0. 869
B s 13 | 0.631 0. 863

B2 4-T9r7 o M &R e 4 8 Cronbach’s o i s

0.877> x>+ 0.7 Bgr 8423 - %P> s brz 3 RTETA0
U2 AR c RFAP OFIRE O MBS TG FHEREERE
AT AL

348 TS BRI

{ {67 p % | Cronbach 11 Al-pha (4- | 3 & L3t &
Heip M RIRC AR Cronbach's
Alpha
a1 0,625 0. 843
TR 2 0,735 0. 836
A3 0,673 0. 839
s a4 0,658 0. 840
TASEE DL 0.636 0. 842 0861
TR 6 0,674 0. 840
TR T 10,707 0.837
T8 | -0.021 0. 905
FEE 9 0,601 0. 845
TS E 10 10,681 0. 839
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55
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| 0.601  |0.794
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" |50-59 & 3.5647
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30-39 &
" 20-29 & 3. 9474 >60 7
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T A 4-13 BN EF S RBEAT 0 AR F R
BEERGST AEFLE od 4 4-13 BrHEFE p E=0.556 >
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M 4-15 A A H TS R B EAAT R AT R e
BRHGETRaEFLE o4 & 410 o kp¥tt p ©=0.153 >
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204157 e r B BEFL LB A

1# R Tioge [FiE |24 4ok | F6
B BEE | FE | RE
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15,000 =~ rz = 3.5217
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55, 001 ~r2 } 3. 6841
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i 15, 001~25, 000 ~ | 3. 8750
'j :jf 25, 00135, ) 7 S 1.609 0.158] 0.153 | N
S 35, 001~45, 000 ~ | 3. 8176
(3 45, 001~55, 000 ~ | 3. 9143
55, 001 ~ 12t 4. 0977
15,000 ~ 1 7® 3. 6783
15,001~25, 000 =~ | 3. 7730
;‘f 25, 001~35, 000 - 3. 9511 1743 0.195 N
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WHM ARG AMTLE o & 4-16 Mo EFE p ©=0.184>
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2 E3 3. 6234
i P2 3.7283
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TR 3. 8750
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it EE 3. 9205
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NEXIE 3.5822 | 0.52302]-0. 642 0.213
L3 -
2
1 3.6241  0.45264
¥ Za | 9 3.9733 059782 oo
I R 3.9639  0.56930 '
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