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Abstract: Customer engagement behavior is the non-transactional behavior in the interaction

between customers and companies. Based on the Social Exchange Theory, this paper exploresthe impact
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of community quality in the virtual tourism community on the customer engagement behavior using the
empirical research methods, and discusses the mediating effect of the quality of customer community
relationship on such impact. Based on the 316 valid questionnaires recovered from members of the virtual
tourism communities, this paper examines the structural equation model with the statistical software SPSS
18.0 and LISREL 8. 72. The study holds that community quality entails four dimensions, namely
information quality, system quality, service quality and interaction quality. Information quality, service
quality and interaction quality all have significant positive influence on the quality ofthe relationship
between customer and community, while system quality directly impacts the community-oriented customer
engagement behaviors. The quality of the relationship between customer and community has significant
positive impact on customer engagement behaviors both oriented towards the community and customers,
and the community-oriented behaviors directly affect the latter. The study shows that corporate
management should effectively manage the virtual communities and encourage customer engagement
behaviors, ensure the timeliness, reliability and personalization of the information quality, and enhance
the comprehensiveness and specialization of the service quality; establish platforms or create opportunities
to stimulate communities and their members to improve their interaction quality, focus on offering user
experience that complies with or even exceeds expectations, ensure user information security, and build a
good community image and reputation in order to improve the quality of the relationship between customer
and community.

Key words: customer engagement behavior; virtual tourism community; community quality;

relationship quality; company; structural equation model
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