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A Case Study on the Success and Failure of Customer Service in Tourism Industry
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Abstract .

The objective of this study is to lead balanced
development of tourism industry by proving the
nature of customer service which is one of the
service characters as well as ultimate goal of
tourism industry. This paper contains a few
case studies of service industry customer
service and proposed desirable development
plan.

This study tried differentiate customer service
from management side in its role. Meanwhile,
management and tourism industry integration,
partly in the service channel, is a task to be
studied continuously in terms of customer
satisfaction.

Customer service should utilize for social welfare
and improving the firm’s competitiveness in the
tourism industry.
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