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This monograph is written to give some insights of pec le's
behavior toward OTA. The findings are expected to help the
managers working at OTA to get a more comprehensive situ tion
and they can decide further step in competing with heir
competitors. The specific of this monograph lies on the se vice
quality which is applied in the online context and it is called s e-
servgual. Service quality is chosen because a lot of studies have
confirmed that the better the service quality provided by the
companies, the more people will come and choose and ¢ven
become the patron of the company. E-servqual, however, in the
context of OTA especially in Indonesia has been studied by . few
studies because most of the studies adopt service guality in: ead
of e-service quality in particular on OTA industry. Hence, It is
hoped that this study will not only fruitful for the companie but
also far future researchers.
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