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Abstract With the development of economy, tourism plays an increasingly important role in the 
global economy, and the competition in the tourism market becomes more fierce. The tourism service 
quality has become a hot issue of social concern and an important factor for tourists to 
choose tourist destinations. To understand the features and development trend of the previous 
research on tourism service quality management, this study, based on WOS database, used 
CiteSpace visualization tool to draw the knowledge graph of tourism service quality from 2011 to 
2020, analyzing the basic situation of global research on tourism service quality by constructing the 
knowledge graph of the authors and institutions publishing articles as well as the hot spots and 
evolution paths of tourism service quality research at each stage by means of literature co-citation 
graph and keyword co-occurrence cluster graph. 

1 INTRODUCTION 

 As tourism can increase job opportunities, develop infrastructure and attract foreign exchange 
income, it makes a significant contribution to the economic growth of tourist destinations [8]. In the 
past few decades, tourism has become one of the fastest growing industries in the contemporary 
business environment, creating millions of jobs and job opportunities [9,10]. All tourism 
departments believe that it is vitally important to develop high-quality tourism products [11]. Service 
quality is considered as the main factor for the differentiation and competitiveness of tourism service 
products [2]. tourism service quality has become a hot issue of social concern and an important 
factor for tourists to choose tourist destinations. With the continuous development of information and 
communication technology, the constant progress of artificial intelligence [12,13,14] and the 
development of smart tourism [3,15], tourists have attached more attention to experience and 
individuality, and raised higher requirements for the tourism service quality. In July, 2019, the 
Ministry of Culture and Tourism issued an announcement to "delist" Qiaojia Courtyard, 
Jinzhong City, Shanxi Province from 5A-level tourist attractions, and at the same time, ordered six 
5A-level tourist attractions to make "rectification", which 
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once again aroused the concern of the whole society about the tourism service quality[18]. In the same 
year, China's Ministry of Culture and Tourism issued Guiding Opinions on Implementing the tourism 
service quality Improvement Plan, clearly proposing to improve the tourism quality and promote the 
high-quality development of tourism. In May 2021, the Ministry of Culture and Tourism issued the 
Guiding Opinions on Strengthening the Supervision of Tourism Service Quality to Improve the 
Tourism Service Quality, stating that "the tourism service quality is the inherent attribute of tourism as 
a modern service industry, the core competitiveness of enterprises and an important index to measure 
the development level of the industry", and that "the tourism service quality is still the restrictive factor 
for the high-quality development of tourism", "the improvement of tourism service quality is 
everlasting. We should fully implement the strategy of building a powerful nation of quality and 
promote the high-quality development of tourism industry in the new era" [19]. Moreover, academic 
circles are attaching more attention to the tourism service quality [4]. Based on this, this paper used 
Citespace to sort out the related literature of tourism service quality, analyze the research progress of 
tourism service quality management, and discussed its research trend, with the aim of providing 
theoretical and practical reference for the improvement of tourism service quality. 

2 CONCEPT DEFINITION 

In the 1920s, because of the need of industrial development, quality became the focus of manufacturers' 
attention. Then, the concept of quality penetrated into the service industry, and the academic circles 
began to define service quality from different angles. Grooos C. argues that service quality is the result 
of consumers' comparative evaluation of service expectations and services [1]. Kelly J. Mackay, & 
John L. Crompton. Believe that service quality is the difference between customer's expectation and 
perceived service of each service dimension [5]. For service quality, there is a clear definition in 
China's national standard Service Guide for Quality Management and Quality System Elements (GB/T 
19004.2—1994): service quality is the feature and the sum of features that reflect the ability of products 
or services to meet explicit or implicit needs. Accordingly, the tourism service quality can be defined 
as the features and sum of the ability of tourism products or services to meet explicit or implicit needs. 

According to the Guiding Opinions of the Ministry of Culture and Tourism on Strengthening the 
Supervision of Tourism Service Quality to Improve the Tourism Service Quality issued in May 2021, 
the main tasks of improving the tourism service quality include: implementing the main responsibility 
of tourism service quality, cultivating high-quality tourism service brands, consolidating the 
foundation of tourism service quality, strengthening the construction of tourism talents, accelerating 
the construction of tourism credit system, and strengthening the supervision of industry tourism service 
quality [19]. 

3 RESEARCH DESIGN 

3.1 Data source 

With the Web of Science as the data source and "tourism service quality" as the key word for retrieval, 
the document retrieval was carried out with a time span of 10 years. Due to incomplete documents in 
2021, the retrieval date was set from January 1, 2010 to December 31, 2019, and the data collection 
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time was September 16, 2021. The selected documents are limited to academic articles, which are of 
high academic value. Irrelevant and unqualified non-document types were excluded. Finally, 1,145 
valid documents were finally obtained. 

3.2 Research tools and methods 

CiteSpace software is an information visualization software developed by Professor Chen Chaomei 
from Dressayre University in the United States using Java language. Based on co-citation analysis 
theory (co-ciation) and path Finder algorithm, Citespace software was used as a knowledge 
graphping tool to identify documents in specific fields and display new trends of its discipline 
development. Using CiteSpace software, we can not only intuitively display the research results of a 
specific field, but also analyze the potential dynamic mechanism of the evolution of this field and 
explore the development frontier of this discipline based on the graph [16]. 

Based on the analysis methods of bibliometrics and statistical principles, the collected data were pre-
processed, and the corresponding database was established. The CiteSpace V(5.7.R1) scientific 
metrology tool was used to draw the knowledge graph of tourism service quality-related research, and 
visual analysis technologies such as author co-occurrence network, research institution co-occurrence 
network, keyword co-occurrence analysis and literature co-citation cluster analysis werer adopted. 
This paper studied the research authors, distribution of research institutions and research hotspots in 
the field of tourism service quality, combed the dynamic evolution of global research on tourism 
service quality from 2011 to 2020, and drew relevant conclusions. 

4 RESEARCH TRENDS OF TOURISM SERVICE QUALITY MANAGEMENT 

4.1Time distribution features 

According to the collected documents, a column chart of the number of published documents of 
tourism service quality in the past 10 years was drawn. As shown in the figure, during the decade from 
2011 to 2020, the number of documents increased by more than three times from 56 in 2011 to 207 in 
2019. It is worth noting that the number of published documents in 2020 was 197, 10 fewer than that 
in 2019, which may be due to the COVID-19 epidemic. 

 

Figure 1: Statistics of the number of published documents from 2011 to 2020 
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4.2 Analysis of countries and regions issuing documents 

Figure 2 shows the number of published articles of tourism service quality research in the top ten 
countries and regions. The country with the largest number of published articles is the United States, 
with 214 articles published, accounting for 18.69% of the total published articles. The second is China, 
publishing 165 articles accounting for 14.41% of the total published articles. The third is Spain, 
publishing 110 articles accounting for 9.6% of the total published articles. They are followed by 
Australia, Taiwan Region and South Korea. This indicates that these countries and region have 
developed well in the research of tourism service quality, and many researchers are involved in the 
research. With the continuous development and improvement of the discipline system of tourism 
management in the United States, doctoral programs of tourism management have become quite 
popular in North American universities [6]. Therefore, the research results of tourism service quality 
in the United States are abundant. Secondly, China's tourism industry has become a national strategic 
pillar industry, but the regional development of tourism industry is still unbalanced [7]. Many tourism 
researchers have started to study how to improve the quality of tourism from various aspects, and 
achieved fruitful results in this decade. 

Figure 2: Statistics of countries and region having published related papers

4.3 Analysis of publication institutions 

Figure 3 shows the distribution graph of tourism service quality research institutions drawn by 
Citespace. The graph contains 313 nodes and 195 connections, and the overall network density is 0.004. 
It shows that the research results of tourism service quality management mainly come from 313 
research institutions in 93 countries and regions during the decade from 2011 to 2020, with an average 
of 3.7 articles published by each institution. Besides, there is cooperative relationship among research 
institutions. Among them, Hong Kong Ploytechnic University has the largest number of published 
articles, totaling 67 articles, followed by the University of Central Florida with a total of 24 articles, 
and Sejong University with a total of 23 articles. The three institutions have published 114 articles, 
accounting for 10% of the total published articles. This shows that these three universities are major 
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powers to study the tourism service quality, and play a leading and promoting role in the research of 
tourism service quality management. 

 

Figure 3: Distribution graph of research institutions 

4.4 Author analysis 

Through data import and analysis, the author's cooperative network graph was obtained. The graph 
contains 322 nodes and 118 connections, and the overall density of the network is 0.0023. During the 
decade from 2011 to 2020, there are 322 authors publishing articles related to tourism service quality. 
In Figure 4, the node size reflects the frequency of authors' appearance, and the connections between 
nodes reveal the cooperative relationship among authors. It can be seen from Figure 4 that the authors 
publishing the most articles in the past 10 years are ROB LAW, HEESUP HAN, 14 and ANA 
BROCHADO, with a total of 15 articles. Among them, ROB LAW and HEESUP HANLE are at the 
core of the cooperation network, and there is a cooperative relationship between them. In addition, 4 
researchers published 6 papers respectively. 8 researchers published 5 articles respectively. 6 
researchers published 4 articles respectively. And the rest researchers published 3 articles or less 
respectively. This indicates that researchers studying tourism service quality are widely distributed, 
but there are few stable researchers. 
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Figure 4: Graph of authors 

4.5 Literature co-citation analysis 

Co-citation of documents is a concept put forward by Henry Small, an American information scientist, 
in 1973 [17]. It means that when two documents appear together in the reference of the third document, 
then the two documents form a co-citation relationship. The more times a document is cited, the more 
similar and relevant the two articles are. Through co-citation analysis, researchers can identify 
important core documents in this research field from numerous references. Figure 4 is the literature 
co-citation knowledge graph of tourism service quality research. There are 581 nodes and 2232 
connections in the graph. The larger the nodes, the more times the literature is co-cited. In addition, it 
means that it is an important core document in tourism service quality research. The connections 
between nodes represent the co-citation relationship between documents. Among these co-cited 
documents, the document published by Hair J in 2014 is the most cited document, and many other 
documents of Hair J are also cited, which shows that Hair J plays an important role in the research of 
tourism service quality. In addition, the documents published by Henseler J in 2015 and Kline RB in 
2015 are also cited frequently. 
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Figure 5: Document co-citation graph 

5 RESEARCH HOTSPOT AND PATH EVOLUTION OF TOURISM QUALITY 

MANAGEMENT 

5.1 Key words analysis 

Because of their high generality, measurability and direct relevance, the keywords in academic 
articles can reflect the research development direction and trend of documents, especially the high-
frequency keywords whose evolution law can show the development track of tourism service quality 
research. Through Citespace, the keywords in 1,145 articles on the research of tourism service 
quality from 2011 to 2020 were counted and analyzed, and the keywords with more than 50 
frequency were sorted out. The statistical results are shown in Table 1. 

Table 1:  Keyword statistics 

keyword 
Freq
uenc
y 

keyword Frequ
ency keyword Frequ

ency 

service quality 378 impact 149 performance 76 

satisfaction 348 experience 140 intention 75 

tourism 332 perceived value 109 destination image 68 

quality 251 hospitality 104 destination 65 

model 235 motivation 99 hotel 65 

customer satisfaction 214 antecedent 95 behavior 61 
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perception 172 service 84 customer perception 57 

loyalty 171 management 79 attitude 55 

behavioral intention 158 image 77 trust 51 

As can be seen from Table 1, in addition to official words such as service quality, tourism and 
management, there are also high-frequency keywords such as customer satisfaction, perception, 
loyalty, behavioral intent, motivation, ecosystem service and image in the documents. It shows that 
during the decade from 2011 to 2020, scholars mainly studied the tourism service quality from the 
aspects including customer perception, customer satisfaction, motivation, the establishment of tourist 
destination image and ecosystem services. 

5.2. Keyword clustering analysis 

Citespace was used to draw the keyword cluster graph. Figure 6 shows the hotspots of tourism service 
quality research during the decade from 2011 to 2019. It can be seen that the keywords related to 
tourism service quality are divided into 9 categories, with the order from 0 to 8. The smaller the number, 
the more keywords contained in the cluster. The first category is human resource management, which 
shows that the researchers of tourism service quality are more concerned with the management of 
employees within enterprises from the perspective of internal human resource management to improve 
their professional quality, service attitude and service ability. The second category is China, which 
shows that researchers attach more attention to China's tourism quality management. The number of 
published articles also suggests that there are more researchers in China. The third category is 
satisfaction, which shows that researchers of tourism service quality still pay more attention to tourists' 
satisfaction. The fourth category is online reviews. Researchers of tourism service quality will capture 
the comments of tourists about tourist destinations, scenic spots or hotels through specific tourism 
service websites, and conduct text analysis to get tourists' perception and satisfaction with the tourist 
destinations, scenic spots or hotels, and give corresponding suggestions to improve the tourism service 
quality. The fifth category is life satisfaction, which focuses on life satisfaction and job burnout, and 
discusses its influence on tourism service quality. The sixth category is nature-based tourism, which 
explores the sustainable development and improvement of tourism service quality from the perspective 
of natural environment and eco-tourism. The seventh category is halal, which discusses the 
improvement of tourism service quality under the special cultural background from the cultural point 
of view. The eighth category is segmentation, which discusses the improvement of tourism service 
quality through the research of specific tourist groups or specific service environment and market 
segmentation. The ninth category is triple bottom line. Based on the triple bottom line theory, this kind 
of research explores the connotation of the responsibility of tourism enterprises, with the aim of 
improving the service quality of tourism enterprises. 



SSH, 2022, Volume 17 
http://paper.ieti.net/ssh/index.html 
DOI: http://dx.doi.org/10.6896/IETITSSH.202205_17.0007 

61 
 

 

Figure 6: Keyword cluster graph 

6 CONCLUSION 

With the help of Citespace information visualization analysis software, this paper analyzed the 
literature data of tourism service quality research from 2011 to 2020 in the Web of Since database 
from multiple perspectives and displayed the visualization graph. It analyzed the basic situation of 
global tourism service quality research by constructing the knowledge graph of the authors and 
institutions of the publishers, and analyzed the hot spots and evolution paths of tourism service quality 
research at various stages through the literature co-citation graph and keyword co-occurrence cluster 
graph. Finally, the following conclusions were drawn: 

Seen from institutions, Hong Kong Ploytechnic University in China has the largest number of 
publications, followed by the University of Central Florida in the United States. These two institutions 
have rich research on tourism service quality. However, because of the large number of research 
institutions in the United States, the United States has the largest number of publications, and China 
ranks second. From the author's point of view, ROB LAW, HEESUP HAN, ANA BROCHADO et al. 
have published numerous articles in this field, and are active in the research on tourism service quality . 

Through co-citation analysis, it is found that the research results of Hair J, Henseler J and Kline 
RB are the classic or key documents of tourism service quality research and an important part of the 
knowledge base of tourism service quality research. 

Through keyword analysis, it is found that the research hotspots of tourism service quality are 
roughly reflected in nine fields: human resource management, china, satisfaction, onlie reviews, life 
satisfaction, nature-based tourism, Hal, segmentation, triple bottom line, etc. 

With the continuous development of new science and technology and the mutual integration of 
new disciplines, the future research on tourism service quality will be more diverse and more in-depth. 
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