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Abstract: Holiday self-driving traffic congestion has become a pain point for the development of the self-
driving tour industry. In order to analyze the influence of traffic congestion perception on satisfaction and
loyalty of holiday self-driving tours, focusing on self-driving tours route experience, the questionnaires are
designed to survey self-driving tourists to obtain real data. “Congestion Perception” is embedded into the

American customer satisfaction index ( ACSI) model, and the structural equation modeling is used to
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presuppose and validate the influencing factors and paths of self-driving satisfaction and loyalty. Based on the
model stability test and path difference analysis, the influencing mechanism of different age groups is
revealed. The result shows that (1) tourist line expectation significantly and positively affects the perceived
holiday congestion experience quality, destination image significantly and positively affects the perceived
holiday congestion experience value, the perceived quality of congestion is the key factor affecting the
perceived value of congestion, the image of tourist destination and the expectation of tourist route have a
significant positive effect on tourist satisfaction; (2) both perceived quality and perceived value of congestion
have significant positive effects on tourists’ complaints, while perceived value of congestion has significant
negative effects on tourists’ loyalty; (3) the increase of the satisfaction degree of holiday tourists will decrease
the complaints of tourists and increase the loyalty degree of tourists, and the increase of the complaints of
holiday tourists will also enhance the loyalty degree of tourists, complaints from self-driving tourists under the
age of 30 have stronger effect on loyalty than complaints from self-driving tourists over the age of 30. The
study has theoretical value in revealing the impact of traffic congestion perception on self-driving tourists’

attitudes, and provides a new perspective for self-driving tourism research.
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satisfaction and loyalty of holiday self-driving tours
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