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[ Abstract ]

The aim of this paper is to organize previous research on service management and analyze issues in travel services.
Although customers use travel agencies in search of travel experiences, they are unable to give such experiences to
customers (Kobayashi, 2010; Mossberg, 2007). In order to clarify the location of this issue, previous research in the
characteristics and structure of travel services are reviewed and the delivery processes were analyzed. The results
suggested that the lack of direct interaction with customers brings the loss of opportunities to create experiential value
for customers. This paper discusses that travel agencies must return to the origins of service to survive in the competitive

market.
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