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The Study of Key Factors Affecting Cross-Strait
Consumers’ Selection of Online Travel Agent

Chih-Ming Lee® Ye Xuan™ Wen-Lung Wan™"

Abstract

Nowadays, people travel in more diversified ways. Travel options like backpacking
and self-help travelling are becoming more and more popular. In both Taiwan and Mainland
China, many local and foreign OTA (Online Travel Agent) companies have developed ra-
pidly and now face fierce competition due to the wide selection of OTAs (e.g. Ctrip,
ezTravel, Agoda, Booking.com) available. Many OTAs offer low reservation price, various
hotel products and bonus point collection to incentivize consumers to use their websites for
making reservations. This study aims to understand what the factors impacting cross-strait

consumers’ selection of OTAs are. Using an AHP framework of five dimensions and 19 fac-
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tors that affect consumers’ selection of OTAs, we find that for Taiwanese consumers, the
most important dimension is product, and the four most important factors are reservation
price, authenticity, product comparison, and diversity. As for mainland consumers, the most
important dimension is also product. The four mo st important factors are found to be reser-
vation price, withdraw fee, member benefits, and interactivity.

Finally, based on the results of this study, we offer a few suggestions for governments
and OTAs across the straits. We hope these recommendations can assist governments in
more effective policy-making and help OTAs enhance their attractiveness to customers,

through the better understanding of consumer needs.

Keywords: Online Travel Agent, OTA, Key Factors, AHP
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