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Abstract

In group package tour, tour leaders are the primary and first-line service
providers, who need to arrange, execute various visits and manage contingent
events that occur during the tour. Therefore, tour leaders play an important role in
group package tour. Competent leaders are able to induce members’ satisfaction
with the tour, the leader as well as trust of the leader in their interaction with
them during the tour.

During the entire tour and members’ interaction may affects other
members’ positive satisfaction or negative dissatisfaction, and the tour leaders’
personalities may affects members’ interaction in a tour. This study investigated
whether tour leaders’ personality moderates the relationship between member
interaction and tour satisfaction using the randomly varying slopes model of
hierarchical linear models. Results show that the tour leaders’ personalities
moderate members’ interaction and then the positive interaction increases tour
satisfaction. Openness, extraversion and agreeableness of tour leaders’
personalities have moderating effects on the ““social behavior” of members in
member interaction.

Keywords: Personalities, Customer To Customer Interaction, satisfaction, HLM
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