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ABSTRACT
Behavioural determinants such as pricing, service quality, social media influence, and personalized services will
significantly impact their travel choices and how they book their trips. Prior research indicates that customer
engagement, trust, and digital interaction are major influences on consumer purchase intent and booking
behaviour [1] [4]. This study investigates the relationship between customer behaviour and customer satisfaction,
trust, and loyalty in the tourism industry. Positive patterns of customer behaviour result in improved financial
performance through increased customer retention, repeat purchases, and improved reputation for the tourism
industry [2]. The findings underscore the necessity of developing customer centric business strategies to achieve
long-term economic viability within the tourism sector.
KEYWORDS: Customer Behaviour, Service Quality, Social Media Influence, Price Perception,
Personalisation, Financial Performance, Travel Industry. j

1. INTRODUCTION

There have been major changes in the travel industry because of advances made in technology and digital formats.
Travel consumers depend heavily on the Internet to find travel locations, compare available travel services, and
tailor their travel plans according to personal preference. It is therefore critical for companies within the travelling
industry to gain a thorough understanding of customer behaviour in order to increase their competitive advantages
and generate profits within today's rapidly changing environment.

Substantial previous research indicates that an array of individual behavioural characteristics play a significant
role in influencing consumer purchasing decisions in the digital travel marketplace. For instance, prior research
has demonstrated that website usability, perceived trust and the amount of readily available and accurate
information result in more customer confidence when making travel service reservations via the Internet [1]. When
customers make a reservation to travel with a company and receive reliable services combined with honest
information about their trip, those customers are more likely to actually complete their reservations and develop
a more favourable view of the travel companies.

In addition, the behavioural outcomes resulting from a satisfied customer include trust and loyalty, thereby
determining the overall success of a company in this sector. Satisfied customers are likely to make repeat purchases
and recommend the services to family and friends, resulting in a continued relationship with the tourism company
over an extended period of time; thus, positively impacting that company's overall profitability [2].

2. PROBLEM STATEMENT

The emergence of digital technologies has fundamentally transformed the landscape of the travel and leisure sector
by providing customers access to a plethora of tools to easily locate, compare and purchase travel products and
services. Behavioural variables impact a customer’s decision in the digital environment, including quality of
service, the influence of social media, perception of price, and the degree of personalization. These variables have
significantly impacted how customers view the services offered by the travel industry, and consequently, affect
their buying decisions [4].

Despite technological progress, there exist numerous obstacles for travel companies attempting to convert
customer interest into booked travel and for developing long-term relationships with customers. Therefore,
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understanding how behavioural variables relate to customer satisfaction, trust and loyalty, is critical for enhancing
the profitability of travel businesses.

3. RESEARCH OBJECTIVES

1. To Investigate how Behavioural Determinants such as service quality; social media influence; pricing
perception and personalization affect Customer Behaviour in the Tourism Sector.

2. To Identify the link between service quality and Customer Satisfaction in Tourism Services.

3. To Evaluate the influence of social media and Online Reviews on Consumers’ Travel Booking Decisions.

4. To Determine the influence of pricing perception on Customer Loyalty and Customer Trust in relation to
Tourism Services.

5. To Evaluate the role of Personalisation in improving Customer Satisfaction and enhancing Travel
Experiences.

6. To Establish a relationship between Customer Satisfaction; Loyalty; Trust and Financial Performance in
Tourism Companies.

4. LITERATURE REVIEW

4.1 The Role of Consumer Behaviour in Online Travel Systems

Consumer behaviour is the key ingredient in determining how successful tourism ventures will turn out in the
digital travel marketplace. According to research conducted by Werner Kunz, customer behaviour when
purchasing a trip online can be significantly affected by three factors: how usable the site's interface is, whether
customers believe it to be trustworthy or not, and how transparent (i.e., how much detailed information the site
provides) the online travel site’s pricing information is [1]. If customers find an online travel site to be both easy
to navigate and reliable, they will tend to book their trips with that site more frequently.

4.2 Customer Satisfaction and Its Impact on Financial Performance

It is generally recognized that customer satisfaction is one of the primary drivers of financial performance in the
tourism industry. Research shows that customers who are satisfied with a service are highly likely to purchase
repeat business from that vendor and recommend the service to others, which in turn increases the vendor's
revenue and creates long-term success for the vendor [2]. As such, tourism vendors must focus on providing a
high level of service delivery to enhance their customers' satisfaction.

4.3 The Effect of Service Quality on Customer Behaviour within the Tourism Industry Another important
driver of consumer behaviour in the tourism industry is the quality of the service rendered to customers. Research
conducted by Ho-Jin Lee shows that the reliability, responsiveness, and ability of travel service providers to
accommodate customers' unique preferences and needs impact customers' level of trust in a travel service provider,
and subsequently the likelihood that customers will complete their purchase with that provider [3]. High quality
travel service creates a positive connection between customers and travel providers.

4.4 The Impact of Social Media on Travel Decisions

Travellers today have turned to social media platforms for many types of travel-related information. Ulrich
Gretzel's research indicates that travellers’ purchase decisions depend heavily on online reviews, ratings, and
travel influencers [4]. Increased engagement with a brand’s digital presence leads to more visibility, thereby
increasing customers' confidence in the brand.

4.5 Online Trust and Risk Associated with Booking Travel

Trust is an important part of booking travel services online because customers often are unsure about their choices
when making online purchases. Research by Javier Sanchez shows that customers have a much higher likelihood
of booking travel services online if they have confidence in the company providing those services, and perceive
low levels of financial risk, have few privacy concerns, and believe that the quality of service will be satisfactory
[5] . Therefore, companies will create trust in the marketplace if they have secure transactions and transparent
customer policies.

4.6 Customer Experience and Loyalty
One of the other major influencers to a tourism business's financial performance is how they manage the overall
experience that their customers receive. According to research by V. Kumar, when customers have positive
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experiences, they are likely to form emotional bonds with the brands offered by the companies providing products
and services, thus creating increased-longterm customer loyalty through consistent profitability [6] .

4.7 Customers' Price Perception and Travel Purchases

Price perception is another factor that can affect travel purchase behaviours of customers. Lewis Soutar's research
findings indicate that customers will assess travel services based upon price fairness, perceived value, and
convenience in making travel service purchases [10]. When customers perceive travel services as offering good
value for money, they are more likely to book and maintain long-term relationships with travel providers.

5. CONCEPTUAL FRAMEWORK

Presented below is a conceptual framework of this study that highlights the effect of behaviour determinants on
the financial performance of tourism businesses. Examples of behaviour determinants that will affect customer
perceptions and travel decisions are service quality, the influence of social media, customers’ perception of price
and personalisation. Each of these behaviour determinants is presented and discussed below:

1) Service Quality

Service quality is a key determinant of customer satisfaction and trust, and the provision of reliable travel services
and timely and effective support to customers is critical to ensuring their continued satisfaction and trust in travel
service providers. [3].

2) Social Media Influence

Social media will have a significant influence on how customers make travel decisions by means of online reviews,
ratings and recommendations from other users and this will influence their level of certainty/ trust in travel service
providers [4].

3) Price Perception
Customers’ perception of price will also influence the way they evaluate travel services; if they feel as though
prices are fair and transparent, they will be more likely to trust a travel service provider and to follow through
with a booking [10].

4) Personalisation
Providing customers with personalised travel services to meet their individual preferences will enhance their
experience, and thus, enhance their level of satisfaction and loyalty [6].

The behavioural outcomes generated from these behaviour determinants, eg customer satisfaction, trust and
loyalty, create improved financial performance in tourism businesses through customer retention, repeat bookings
and positive word-of-mouth advertising [2].
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6. RESEARCH METHODOLOGY
This research project combines descriptive and analytical research methodologies to study the effects of behaviour
determinants on the financial success of the tourism industry. The area of focus will be examining how service
quality, social media influence, price perception, and personalization all affect an individual's (traveller's)
satisfaction, trust, and loyalty as customers.

To obtain primary data, participants were asked to complete a structured questionnaire that measured their
perception of various types of travel services. The questions were designed using a 5-point Likert scale (strongly
disagree; disagree; neutral; agree; strongly agree) to determine the extent to which the behaviour determinants
affected an individual's (traveller's) behaviour.

To enhance the research framework and theoretical background, secondary data was collected from academic
journals, peer-reviewed research articles, and reports about the tourism industry. Convenience sampling was used
to gather responses from individuals who had used an online travel service within the last year.

Subsequent analysis of the collected data was performed using both percentage analysis and graphical
representation methods. These two techniques assisted in revealing patterns of customer behaviour and analysing
the role that behaviour determinants played in influencing customers (travellers) within the tourism industry in
regard to their satisfaction, trust, and loyalty.

Research Question

(RQ1):

Do behavioural determinants such as service quality, social media influence, price perception, and personalization
significantly affect customer satisfaction, trust, and loyalty in online travel platforms of travel industry?

(RQ2):

Do customer satisfaction, trust, and loyalty significantly influence the financial performance of travel industry,
measured through revenue growth, customer retention, and profitability?

7. RESULTS AND DISCUSSION

Research shows that customers’ decisions in the tourism sector depend not just on their current behaviour but also
on what kind of person they think themselves to be; this is called ‘Personal Identity’. The research further finds
that behavioural and psychological determinants are critical in developing customer satisfaction in the travel
industry; therefore, it follows that tourism industry stakeholders need to make service improvements in order to
create satisfied customers and ultimately achieve an improved bottom line. The research identifies service quality
as the most important determinant of customer satisfaction in the travel industry. Travellers are willing to pay a
premium for travel services that provide good quality travel services (e.g., reliable travel arrangements,
comfortable accommodation, and responsive customer support) which will enhance their experience and
encourage them to book again.

Social media also influences traveller decisions. A large percentage of travellers will read online reviews,
especially before choosing where to book their travel. Travellers will experience increased trust in brand names
as a result of increased positive engagement with their brand through social media.

Price perception is an important part of how customers formulate their decision-making process in relation to
travel purchasing behaviour. Customers will evaluate travel services based on price equity or value for money.
Being clear and consistent with pricing policies will assist tourism industry participants in building trust with
customers and lead to increased repeat purchases from the same customer (i.e., loyalty).

Another major factor that contributes to customer satisfaction and loyalty is Personalisation. Individual travellers
want travel experiences that are tailored to meet their specific travel preferences, including providing for a flexible
travel schedule. Customers who receive personalised services from travel brands will form a deeper emotional
connection with the brand, resulting in the customer being loyal to the brand.

Overall, these findings show that behavioural determinants strongly influence the development of customer
satisfaction, trust and loyalty in the travel industry; therefore, the successful achievement of these behavioural
determinants will result in improved financial outcomes for the travel industry.
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BEHAVIOURAL DETERMINANTS USED IN THE STUDY

Variable Description Key Indicators
ServiceQuality Refers to the overall quality of services Well-organized trip arrangements,
provided by the online travel platform in quality accommodation, responsive
terms of travel customer service
arrangements, reliability, and customer
support.
Social Media Represents the impact of social media Online reviews, social media

Influence platforms, online reviews, ratings, and travel ratings, influencer
influencers on customers’ travel booking recommendations
decisions.

Price Perception Refers to how customers evaluate the fairness, | Price comparison, transparent
transparency, and competitiveness of travel pricing, perceived value for money
package prices offered by the platform.

Personalization Refers to the ability of the travel platform to Customized itineraries, flexible
offer customized travel travel plans, tailored
recommendations
packages according to individual customer
preferences and needs.

8. KEY FINDINGS
1. The impact of service quality on customer satisfaction in tourism services is substantial [3].
. Customer reviews on social media and online ratings are key influencers of travel booking decisions [4].

3. The perception of price and value for money strongly influences customer trust and booking behaviour
[10].

4. Tourism operators can develop strong long-term relationships with their customers through transparent
pricing strategies.

5. By providing personalized travel experiences, tourism operators can enhance customer satisfaction and
customer loyalty [6].

6. The relationship between customer satisfaction, trust and loyalty leads to better financial performance
within the tourism sector [2].

9. MANAGERIAL AND FINANCIAL IMPLICATIONS

9.1 Managerial Implications

Tourism companies are encouraged to provide high-quality service by providing dependable travel arrangements
and timely service to customers. Providing quality services will enable companies to provide a higher level of
satisfaction for customers and develop greater longterm relationships with their customers [3].

Tourism companies should also make use of social media platforms in order to engage with customers digitally
and create good brand reputations. Developing positive reviews and feedback by customers will have a direct
impact on the travel decisions of potential customers [4].

To build trust with travellers, tourism companies must be transparent in their pricing strategies. Tourism companies
should clearly communicate all pricing information to customers, including any extra costs, to build customer
confidence in their company [10].

Personalisation should also be a major strategy for all tourism services. By providing tailormade travel experiences
and flexible travel packages, companies can enhance their customers' satisfaction and loyalty to their company.

(6]

9.2 Financial Implications

Enhancing behavioural determinants (such as service quality, digital engagement, pricing transparency, and
personalisation) can greatly improve a tourism business’ financial performance. Customers that are satisfied with
their initial interaction with the business are likely to return and/or recommend the tourism product, resulting in
increased revenue growth and profitability [2].
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Furthermore, social media platforms can enable tourism companies to access a larger audience, while decreasing
the cost of reaching that audience through traditional advertising. In addition, when a company provides
personalised travel services, customers are usually willing to pay more for unique travel experiences; this will add
to the company’s financial return overall.

10. CONCLUSION

The research indicates the significant impact that behavioural elements have on the financial success of businesses
in the tourism industry. Factors such as the quality of service, the influence of social media, how customers price
products, and how personalized their experiences are will affect a customer’s level of satisfaction with that
company.

Therefore, if a customer has an exceptional experience, they will likely visit that business again and build a
stronger relationship over time, thus enhancing the overall image of the company. Ultimately, the outcome of these
benefits creates increased revenue growth and long-term profitability for tourism businesses.

To create satisfied customers and achieve long-term success, tourism organizations should implement a customer-
centered strategy using digital tools, practicing transparent pricing, and providing personalized travel experiences
to customers.

11. LIMITATIONS OF THE STUDY
1. The geographic scope of the research sample limits the generalizability of findings.
Survey respondents may suffer from bias when responding.
The study primarily examines selected behavioural determinants that affect travel decisions.
Statistical data will only use simple techniques to analyse each data set.
Customer behaviour may behave differently in different tourism markets and regions.

kv

12. FUTURE RESEARCH DIRECTIONS

For future research, there are many opportunities to broaden the base of study; sample size and diversity can grow
with an increase of travellers being recruited from various parts of the world. Behavioural variables across various
tourism platforms can provide insights into customer differences across behaviours.

Often, researchers analyse and/or relate the relationships between behavioural variables and financial success by
employing advanced statistical methods like regression analysis and/ or structural equation modelling. To assist
in gaining a better understanding of how these relationships work, researchers can also study other aspects, like
digital customer experience, mobile travel apps, and use of technology in tourism delivery.

REFERENCE

1. httpsy//scholar.google.com/scholar?q=consumer+behaviour+online+travel+purchase+kunz
https://scholar.google.com/scholar?g=customer+satisfaction+financial+performance+touris m+chen

2. httpsy/scholar.google.com/scholar?q=eservice+quality+online+travel+agency+performance
3. https://scholar.google.com/scholar?q=behavioural+intentions+e-tourism+gretzel
4. https://scholar.google.com/scholar?q=trust+risk+online+travel+booking+sanchez
5. httpsy/scholar.google.com/scholar?q=customer+experience+financial+performance+kumar
6.  httpsy/scholar.google.com/scholar?q=service+quality+loyalty+profitability+zeithaml
7. httpsy//scholar.google.comy/scholar?q=online+reviews+travel+purchase+behaviour+xiang
8. httpsy/scholar.google.com/scholar?q=digital+marketing+tourism+financial+performance+k otler
9. httpsy/scholar.google.com/scholar? q=perceived+value+travel+booking+intention+soutar
10. https;//scholar.google.com/scholar?q=technology+adoption+online+travel+agency+venkat esh
11. httpsy//scholar.google.com/scholar?q=customer+engagement+financial+performance+pal matier
12.  httpsy//scholar.google.com/scholar?q=brand-+loyalty+tourism+financial+performance+shet h

‘€ 2026 EPRA EBMS | https://eprajournals.com/ Journal DOI URL: httpsy/doi.org/10.36713/epral013

247


https://eprajournals.com/
https://doi.org/10.36713/epra1013
https://scholar.google.com/scholar?q=consumer+behaviour+online+travel+purchase+kunz
https://scholar.google.com/scholar?q=consumer+behaviour+online+travel+purchase+kunz
https://scholar.google.com/scholar?q=consumer+behaviour+online+travel+purchase+kunz
https://scholar.google.com/scholar?q=customer+satisfaction+financial+performance+tourism+chen
https://scholar.google.com/scholar?q=customer+satisfaction+financial+performance+tourism+chen
https://scholar.google.com/scholar?q=customer+satisfaction+financial+performance+tourism+chen
https://scholar.google.com/scholar?q=e-service+quality+online+travel+agency+performance
https://scholar.google.com/scholar?q=e-service+quality+online+travel+agency+performance
https://scholar.google.com/scholar?q=e-service+quality+online+travel+agency+performance
https://scholar.google.com/scholar?q=behavioural+intentions+e-tourism+gretzel
https://scholar.google.com/scholar?q=behavioural+intentions+e-tourism+gretzel
https://scholar.google.com/scholar?q=behavioural+intentions+e-tourism+gretzel
https://scholar.google.com/scholar?q=behavioural+intentions+e-tourism+gretzel
https://scholar.google.com/scholar?q=trust+risk+online+travel+booking+sanchez
https://scholar.google.com/scholar?q=trust+risk+online+travel+booking+sanchez
https://scholar.google.com/scholar?q=customer+experience+financial+performance+kumar
https://scholar.google.com/scholar?q=customer+experience+financial+performance+kumar
https://scholar.google.com/scholar?q=service+quality+loyalty+profitability+zeithaml
https://scholar.google.com/scholar?q=service+quality+loyalty+profitability+zeithaml
https://scholar.google.com/scholar?q=online+reviews+travel+purchase+behaviour+xiang
https://scholar.google.com/scholar?q=digital+marketing+tourism+financial+performance+kotler
https://scholar.google.com/scholar?q=digital+marketing+tourism+financial+performance+kotler
https://scholar.google.com/scholar?q=digital+marketing+tourism+financial+performance+kotler
https://scholar.google.com/scholar?q=perceived+value+travel+booking+intention+soutar
https://scholar.google.com/scholar?q=perceived+value+travel+booking+intention+soutar
https://scholar.google.com/scholar?q=technology+adoption+online+travel+agency+venkat
https://scholar.google.com/scholar?q=technology+adoption+online+travel+agency+venkatesh
https://scholar.google.com/scholar?q=technology+adoption+online+travel+agency+venkatesh
https://scholar.google.com/scholar?q=customer+engagement+financial+performance+pal
https://scholar.google.com/scholar?q=customer+engagement+financial+performance+palmatier
https://scholar.google.com/scholar?q=customer+engagement+financial+performance+palmatier
https://scholar.google.com/scholar?q=brand+loyalty+tourism+financial+performance+shet
https://scholar.google.com/scholar?q=brand+loyalty+tourism+financial+performance+sheth
https://scholar.google.com/scholar?q=brand+loyalty+tourism+financial+performance+sheth

