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Evaluation of Quality of Inbound Tourism Services in Zhangjiajie and

Strategies for Improvement

ZHANG Ke, LUO Cong, SU Juan
(School of Tourism and Urban-Rural Planning, Jishou University, Zhangjiajie 427000, China)

Abstract: With the rapid recovery of the inbound tourism market, service quality has become a key element of the core competitiveness of
tourist destinations. As a World Natural Heritage Site and a well-known international tourist destination, Zhangjiajie faces an increasingly
prominent conflict between accelerated internationalization and inadequate service supply. An evaluation indicator system was constructed based
on the SERVQUAL (service quality) model from five dimensions: tangibility, reliability, responsiveness, assurance, and empathy, to
quantitatively assess the service quality of inbound tourism in Zhangjiajie. The results indicate that the overall score of Zhangjiajie’ s inbound
tourism service quality is 0. 22, indicating that the tourists’ actual experiences are slightly exceeding expectations and the overall service quality
is good. But a negative gap among the dimensions is observed in responsiveness, which constitutes a weak link, with deficiencies in service
responsiveness, personalized service, and expectation management. Zhangjiajie should optimize response mechanisms, enhance the capacity for
personalized services, strengthen expectation management, and improve monitoring systems. The theoretical evaluation of inbound tourism
service quality is enriched by this study, and practical reference is provided for Zhangjiajie and similar destinations.

Keywords: inbound tourism; Zhangjiajie; service quality; SERVQUAL(service quality) model
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