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The Impact of Relationship Marketing Tactics
and Relationship Quality On Tourists Loyalty

SU Lu-jun

(Business School, Central South University, Changsha, Hunan 410083, China)

Abstract: Due to fierce competition in today’s tourism industry, many destination managers
start to focus on building longterm relationship with tourists. This study attempts to investigate
the impact of relationship marketing tactics (service fairness, destination image, and service
quality) on relationship quality (satisfaction, trust), which in turn influences tourists loyalty(in-
tention to revisit and word of mouth). The structural equation modeling technique was used to
examine the performance of proposed theoretical model based on a survey of 314 tourists in Wuyi
Mountain Park, a famous tourist destination in China. The results suggest that service fairness
and service quality (two variables of relationship marketing tactics) have significant positive in-
fluence on satisfaction and trust (two variables of relationship quality). In addition, destination
image has a significant effect on satisfaction, but not on trust. Although satisfaction has a signif-
icant impact on behavioral intentions, the impact of trust is statistically significant on the word of
mouth effect but not on tourists’ intention to revisit. This article concludes with noted study
limitations and a discussion of the theoretical and managerial implications of the findings.

Key words: relationship marketing tactics; relationship quality; tourists loyalty
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