The study on the e-commerce users’ satisfaction is conducted for the purpose of final PhD thesis at tourism studies.
Please take a few minutes to fill out this questionnaire. Each answer is very important to us. The questionnaire is anonymous and information is confidential and will be used for scientific purposes. Thank you in advance.
q1     Have you used the services of travel agencies in the last 2 years?

1 Yes
2 No -> END OF SURVEY
	Multiple answers.
	
	


q2a     Have you visited any of the following destinations in the last two years:

1 Turkey
2 Egypt
3 Spain
4 Italy
5 Serbia
6 None -> END OF SURVEY
q3     Please indicate to what extent you are familiar with the following laws:
	
	 Completely  
	 Mostly  
	 Partially   
	 Not at all 

	1 Law on Advertising
	1
	2
	3
	4

	2 Consumer Protection Act
	1
	2
	3
	4


	[Filter question: Answered by the subjects who are completely, mostly and partially familiar with the Law on Advertising.]


q4    Do you think the agency whose services you have used most recently operates in accordance with the Law on Advertising?

1 Yes
2 No
	[Filter question: Answered by the subjects who are completely, mostly and partially familiar with the Consumer Protection Act.]


q5     Do you think the agency whose services have used most recently operates in accordance with the Consumer Protection Act?

1 Yes
2 No
	[Filter question: If answer “Don’t know” is selected, move to question q8.]
	
	
	


q6     In your opinion, what is meant by the corporate social responsibility concept in presenting of tourist offers?

1 Don’t know
2 Write down the answer:

q7    Do you think the agency, whose services you have used, presented its tourist offer in socially responsible manner?

1 Yes
2 No
q8     In what way do you MOST USUALLY inform yourself about tourist arrangements

1 On travel agency’s web site 
2 Personally in travel agency
3 Over a phone, by calling travel agency
4 Leaflet
5 Radio
TV commercial
6 From a friend, acquaintance
7 Other:
	[Filter question: Answered by the subjects who inform themselves on web site.]
	


q9    After you review the offer on the website of a travel agency, to what extent are you sure the agency will realize all services:

1 Completely sure
2 Mostly sure
3 Neither sure nor unsure
4 Mostly unsure
5 Completely unsure 

	[Filter question: Answered by the subjects who inform themselves on web site.]


q10     Specify the factor that mostly affects your trust in an agency that it will realize everything stated in the travel offer:

1 Recommendation
2 Previous experience
3 Other:

	[Filter question: Answered by the subjects who inform themselves on web site.]


q11     Have you ever bought/booked a travel arrangement on travel agency’s web site?

1 Yes
2 No
	[Filter question: Answered by the subjects who bought/booked a travel arrangement on travel agency’s web site.]


q12     In which agency have you most recently bought/booked a travel arrangement through the website?

__________________________________________________________________



	[Filter question: Answered by the subjects who bought/booked a travel arrangement on travel agency’s web site.]


q13    Please rate from 1 to 5 the web site features of the agency where you have most recently bought/booked a travel arrangement on-line:
	
	 Rate 1  
	 Rate 2  
	 Rate 3  
	 Rate 4  
	 Rate 5 

	1 Good layout
	1
	2
	3
	4
	5

	2 Ease of use
	1
	2
	3
	4
	5

	3 The number of tourist offers
	1
	2
	3
	4
	5

	4 Precise information
	1
	2
	3
	4
	5


	[Filter question: Answered by the subjects who bought/booked a travel arrangement on travel agency’s web site.]


q14     Is your general experience with on-line arrangement buying/booking:

1 Positive
2 Neutral
3 Negative
	[Filter question: Answered by the subjects who bought/booked a travel arrangement on travel agency’s web site.]


q15    Would you again decide to buy/book an arrangement on-line?

1 Yes
2 No
	[Filter question: Answered by the subjects who DIDN’T buy/book a travel arrangement on travel agency’s web site.]


q16    Why don’t you buy/book travel arrangements on travel agency’s web site?

1 Not able to do it (don’t use the internet or computer, don’t know how to do it, etc.)
2 Insufficient information about offers
3 Do not trust them
4 Other:

	[Filter question: Answered by the subjects who DIDN’T buy/book a travel arrangement on travel agency’s web site.]


q17    What would motivate you to buy/book arrangements on the web site?

1 Reliably accurate information
2 Easier to use
3 Other:

q18     Please now think about your latest travel booked by a travel agency. Rate from 1 to 5 the extent to which you are satisfied with these services, as follows:
1 Highly dissatisfied
2 Dissatisfied
3 Neither satisfied nor dissatisfied
4 Satisfied
5 Very satisfied
	
	
	
	
	
	
	 Can’t rate 

	1 Travel program
	1
	2
	3
	4
	5
	6

	2 Compliance with travel program
	1
	2
	3
	4
	5
	6

	3 The course of travel
	1
	2
	3
	4
	5
	6

	4 If sites were interesting
	1
	2
	3
	4
	5
	6

	5 Guide’s work
	1
	2
	3
	4
	5
	6

	6 Transport quality
	1
	2
	3
	4
	5
	6

	7 Accommodation
	1
	2
	3
	4
	5
	6

	8 Meals
	1
	2
	3
	4
	5
	6

	9 Excursions
	1
	2
	3
	4
	5
	6

	10 Entertainment program
	1
	2
	3
	4
	5
	6

	11 Quality of service in relation to the arrangement price
	1
	2
	3
	4
	5
	6

	12 Payment method
	1
	2
	3
	4
	5
	6

	13 Hospitality of travel agency staff
	1
	2
	3
	4
	5
	6

	14 Cooperativeness of travel agency staff
	1
	2
	3
	4
	5
	6


18a  Please rate from 1 to 5 your overall satisfaction with the tourist service:
1 Highly dissatisfied
2 Dissatisfied
3 Neither satisfied nor dissatisfied
4 Satisfied
5 Very satisfied
q19     Based on your latest experience with a travel agency, please rate the extent to which the realized travel corresponded to the information specified in the travel offer?

1 Inadequate
2 Mostly inadequate
3 Neither adequate nor inadequate
4 Mostly adequate
5 Completely adequate
	[Filter question: Answered by the subjects who stated that realized travel was: neither adequate nor inadequate, mostly inadequate and inadequate with information published in the offer.]
	


q20     Could you please specify which information exactly  was omitted from the travel offer, which you personally found very important:

__________________________________________________________________



q21     Would you choose the same travel agency to travel again?

1 Yes
2 No
q22    Would you recommend that travel agency to your friends/colleagues?

1 Yes
2 No
	[Filter question: Answered by the subjects who stated that realized travel was mostly or completely adequate to information from the offer.]


q23     Have you had experience with an agency that failed to realize what had been stated in the offer?

1 Yes
2 No
	[Filter question: Answered by the subjects who stated that realized travel was: neither adequate nor inadequate, mostly and completely inadequate to the information published in the offer, or the subjects with previous experience with an agency that failed to realize what was agreed.]
	


q24     Failure made by an agency during your travel is resolved:

1 in favor of the agency
2 in my favour (the user of tourist services)
q25     Finally, please consider the factors that mostly affect your OVERALL satisfaction with the services of a travel agency. Please consider and select THREE factors that you personally find very important:

1 Travel program
2 Compliance with travel program
3 The course of travel
4 If sites were interesting
5 Guide’s work
6 Transport quality
7 Accommodation
8 Meals
9 Excursions
10 Entertainment program
11 Quality of service in relation to the arrangement price
12 Payment method
13 Hospitality of travel agency staff
14 Cooperativeness of travel agency staff
d1    How old are you?

1 20-34
2 35-44
3 45-54
4 55-64
5 65 and older
d2    Sex

1 male
2 female
Thank you for your time!
