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ABSTRACT

The purpose of this study is to present the influence of travel agency intellectual capital on business
performance among travel agency employees. To conduct the study, 280 questionnaires were distributed to travel
agency employees from April 3, 2020 to April 24, 2020. Finally, 250 questionnaires of valid data were used for
empirical analysis. First, it was found that the human capital of the company had a partial effect on the business
performance. The factors influencing the travel agency's customer relationship index were found to be in the order
of employee competitiveness and training program factors. Creativity/motivation factors had no statistically
significant effect. The factors influencing the corporate process indicators were found to be in the order of
employee competitiveness, creativity/motivation factor, and training program factor. Second, it was found that the
organizational capital of a travel agency had an effect on business performance. The factors influencing the travel
agency customer relationship index were found to have an effect in the order of development/information
technology, profitability/productivity, and organizational culture. The factors influencing corporate process
indicators were analyzed in order of organizational culture factor, development/information technology factor,
and profitability/productivity factor. Third, it was found that the customer capital of a travel agency has an effect
on business performance. The factors influencing the travel agency's customer relationship index were found to
be in the order of customer management factor, customer satisfaction factor, and customer orientation factor. The
factors influencing the corporate process index were analyzed to be in the order of customer satisfaction factor,
customer orientation factor, and customer management factor.
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