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Abstract

The purpose of this research is to identify, weight, and rank the factors affecting customers'
decision-making in choosing domestic tours. This study is a mixed research type. In the qualitative
part, the factors affecting consumer purchase decisions in choosing domestic tours were identified
by the research literature, and then the indicators were screened by the Delphi method. The
statistical population includes scientific experts (university professors) and empirical experts
(managers of travel tour companies). The sample size is 15 people and the sampling was done by
a purposeful and judgmental method. In the quantitative part, the best-worst method was used to
weight the factors and then analyzed by interpretive structural modeling. According to the results
of the qualitative part, 33 indicators were identified as factors affecting customers' decision-
making in choosing domestic tours, of which 23 indicators are valid according to the Delphi
method. These indicators were categorized into 6 main factors including service quality, service
price, brand image, marketing strategy, customer experience, and psychological factors. Based on
the results of the best-worst method, service price ranked first with a weight of 0.4360. Also, the
results of interpretive structural modeling showed that the customer experience variable was
identified as an independent variable and service price as a dependent variable in the factor
relationship structure.
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