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Research on Tour Guide Service Quality Estimation and Strategy Optimization

— Based on Negative Online Reviews from Ctrip. com
LI Yan, CHEN Wei, WANG Dichen

Abstract: The services quality of tour guide has always been the focus of debate in the area of tourism serv-
ices, which directly affects the overall effect of tourism services. Taking negative online reviews of Ctrip. com as the
research sample, this paper conducted a qualitative study based on the grounded theory in order to explore the impor-
tant influencing factors that offect the evaluation of tour guide service quality. The conclusion is drawn that the pro-
fessional level, service consciousness, personal quality, and other external supports of four guides are directly affect-
ing the service quality of tour guide. Moreover, other external supports will overlap with the tour guide professional
level, tour guide service consciousness, and tour guide personal quality to affecting tourists’ evaluation of tour guide
service quality. Accordingly, this study provides targeted opinions and suggestions for tourism enterprises on how to
optimize the services quality of tour guide.

Keywords ; tour guide service quality; grounded theory; negative online reviews; Ctrip. com; estimation; strat-

egy optimization
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