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Given the rapid growth of technology and the increasing use of the Internet, tourism
websites play an important role in shaping customer experiences and attracting
tourists. In this regard, identifying the effective capabilities of websites in gaining the
trust and satisfaction of tourists can help optimize the marketing strategies and services
of these websites. Therefore, the aim of the present study is to identify the impact of
tourism website capabilities on tourist loyalty with an emphasis on the mediating role
of trust and satisfaction in Yazd province. This study is applied in terms of purpose
and is descriptive survey research in terms of nature and method. A researcher-made
questionnaire based on the Likert scale was used to collect research data to measure
the opinions of online buyers of tourism products. The reliability of the questionnaire
was also confirmed based on Cronbach's alpha. The statistical population of the study
includes tourists from Yazd province who have made at least one online purchase of
tourism products such as online booking of train, plane, hotel, etc. tickets, of which
140 people were analyzed non-randomly. The results indicate that all the relationships
in the model were confirmed except for the negative effect of routeability on trust.
Security, transfer cost, satisfaction, and trust were identified as key factors affecting
loyalty.

e-mail: h.fallah@sau.ac.ir

How to Cite:

Fallah Tafti, H., & Mazidi, M. S. (2026). Investigating the Effects of Tourism Website Capabilities on Tourist
Loyalty with an Emphasis on the Mediating Role of Trust and Satisfaction (Case Study: Yazd Province).
Tourism and Leisure Time Journal, 11(21), 155-175.

Published by University of Science and Culture https://www.usc.ac.ir
Online ISSN: 2783-3828

\oo


http://doi.org/10.22133/tlj.2025.495641.1228
https://orcid.org/0000-0003-4751-4394
https://orcid.org/0009-0009-9220-8362

VE 20 bl 5 5l 1) ol 55l V) 353 (Ll Sl 5 (5 K S

1. Introduction

Tourism is an ever-evolving industry that significantly enhances the quality of life for individuals. To thrive in
today's competitive environment, tourist destinations must offer tailored solutions that address the specific needs
of travelers. Modern tourists increasingly rely on social media and tourism websites for information when choosing
their destinations. These platforms have become essential in helping visitors find and compare services, such as
hotel reservations, travel tickets, and local activities. An effective tourism website can greatly improve user
experience, leading to higher levels of satisfaction and trust among tourists. Despite the growth of digital platforms
in Iran, their commercial potential remains largely untapped. The use of websites in the Iranian tourism sector is
relatively new and has not yet reached maturity. Research has shown that many tourism websites do not effectively
utilize strategies to boost tourist satisfaction and loyalty. In highly competitive environments, especially in unique
regions like Yazd, fostering tourist loyalty becomes crucial. This loyalty not only benefits local businesses by
increasing revenue but also supports sustainable tourism development and cultural preservation. Key factors
influencing tourist loyalty include website functionality, ease of navigation, quality of information, and user
experience design. The development of customer loyalty is a vital marketing strategy, particularly as retained
customers contribute significantly to business success. Tourist destinations should focus on meeting the
expectations and needs of their visitors to enhance loyalty. Trust and satisfaction play critical roles in this process;
tourists’ trust in a website stem from perceived security, information transparency, and a reputable brand.
Satisfaction from services and the overall travel experience can motivate tourists to return. If users find a website
trustworthy and are satisfied with its offerings, they are more likely to develop loyalty to that site. Yazd, with its
abundant historical and cultural attractions, has become an appealing destination for both domestic and
international tourists. In this digital age, tourism websites serve as vital tools in the decision-making process for
travelers. Investigating the impact of website features on tourist loyalty—specifically focusing on trust and
satisfaction—can enhance service quality and promote sustainable tourism growth in Yazd. Overall, this study
aims to highlight the critical role of tourism websites in fostering loyalty, thereby contributing positively to the
advancement of the tourism industry in the region.

2. Literature Review

In today's digital world, tourism websites are pivotal tools for travelers when making decisions and planning their
trips. One of the key factors influencing user experience on these websites is navigation capability and the feeling
of security. Navigation refers to the ease of accessing and searching for information on a site, which includes user
interface design, content organization, and search functionalities. Research indicates that effective navigation can
directly impact user experience, consequently affecting traveler satisfaction and loyalty. Navigation capability and
a sense of security are closely interrelated. Websites that are easy to navigate tend to foster a greater sense of
security among users due to clarity in information presentation and straightforward purchasing processes. When
users find the necessary information quickly and feel that everything is well-explained, they are more likely to
trust the website. The sense of security refers to the assurance users feel regarding the safety of their information
and the shopping experience. Given that travelers often enter sensitive information, like credit card details, a strong
sense of security is essential. Several factors can enhance users' sense of security, such as displaying security
symbols, sharing positive reviews from other users, and providing transparent privacy policies. The presence of
security indicators like SSL certificates can significantly boost travelers’ trust in tourism websites. The quality of
navigation and a feeling of security can directly influence trust and satisfaction of tourists; when users interact
with well-designed websites that ensure their security, their trust naturally increases. This trust can result in higher
levels of satisfaction and loyalty. Moreover, tourism websites with optimized navigation and user-friendly designs
typically reduce transaction costs. By offering clear and organized information, these websites allow users to
quickly compare services and prices, facilitating the search for the best options. Effective design can also expedite
the browsing and purchasing process. The influence of transaction costs on how website capabilities affect tourist
loyalty is significant—these costs can impact users' trust and satisfaction, ultimately shaping their future
purchasing decisions. Overall, recent literature indicates that the research on tourism websites and their impact on
tourist loyalty has expanded significantly. With increased internet access and advancements in digital technology,
these websites have become primary resources for travelers. They provide not only information about destinations,
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hotels, and activities but also enable online bookings and price comparisons. A user-friendly design and engaging
content can greatly enhance the user experience, leading to stronger tourist loyalty.

3. Methodology

This research is applied in nature and employs a descriptive survey methodology. To solidify the theoretical
foundations, both library and internet resources were utilized. Data were collected through a researcher-made
questionnaire, which used a five-point Likert scale (ranging from strongly disagree to strongly agree) to measure
the opinions of online purchasers of tourism products. The content validity of the questionnaire was confirmed by
experts from academia and industry, establishing its academic integrity. Reliability was assessed using Cronbach's
alpha, resulting in a score of 0.828, indicating satisfactory reliability. The target population consisted of tourists
from Yazd Province who had made at least one online purchase of tourism products, such as train or flight tickets
and hotel reservations. A non-random, convenience sampling method was used, with an estimated population of
around 5,000 during the specified timeframe. Applying Cochran's formula, a sample size of 133 was determined,
and to ensure adequate responses, 150 questionnaires were distributed, resulting in 140 valid ones for analysis.
Post data collection, the responses were entered into SPSS and AMOS software for statistical analysis. The
research hypotheses were tested through structural equation modeling.

4. Result

The research findings indicate significant insights into the demographics of respondents and the relationships
between various constructs within the study. As shown in the results, a majority of participants were male (55.7%),
while a notable 68.6% were under the age of 30, highlighting the young demographic that made up most of the
sample. Additionally, an impressive 82.9% of respondents held a bachelor’s degree or higher, suggesting a well-
educated participant base. To assess the model's validity and confirmatory factor analysis was conducted using
AMOS software, where 24 items related to the latent variables of navigability, perceived security, transaction
costs, trust, satisfaction, and loyalty were analyzed. Six items were removed during the analysis due to
unsatisfactory performance. Following model refinements based on software recommendations, the final model
achieved satisfactory fit indices, confirming its structural validity. Regression coefficients and statistical
significance for the relationships among the constructs were examined, with all relationships indicating statistical
significance. Specifically, the second hypothesis, which posited that perceived security positively affects trust, was
confirmed with a strong coefficient. Similarly, perceived security also had a significant positive impact on
satisfaction, while transaction costs contributed positively to satisfaction as well. The results showed that
satisfaction has a direct positive influence on trust and loyalty, confirming the sixth and seventh hypotheses.
However, the first hypothesis regarding the relationship between navigability and trust was rejected, as the path
estimate indicated a negative correlation. The analysis also revealed both direct and indirect effects of the variables
studied. Direct relationships demonstrated that perceived security substantially enhances trust, while transaction
costs directly affect satisfaction. Indirect effects suggested that satisfaction mediates the relationship between
perceived security and trust, alongside trust influencing loyalty positively. Overall, the results provide valuable
evidence of the dynamics between these constructs, supporting the importance of perceived security and
satisfaction in fostering trust and loyalty among users of tourism websites.

5. Conclusion

In today's world, tourism plays a vital role in the global economy, with tourism websites serving as essential tools
for travelers in planning and executing their trips. These platforms provide quick and efficient access to
information about travel services, particularly in Iran's Yazd Province, which boasts rich history and unique
cultural attractions. The study investigates the impact of tourism website capabilities on tourist loyalty,
emphasizing the mediating roles of trust and satisfaction. Key factors influencing user experience include
navigability, perceived security, and transaction costs. Navigability enhances the ease of finding and comparing
services, while perceived security is crucial for protecting sensitive user information. The results revealed an
interesting relationship between navigability and trust; a complex website design can create a sense of distrust
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among users. Additionally, perceived security was found to have a direct positive impact on both trust and
satisfaction. Transaction costs also significantly influenced user satisfaction and indirectly affected trust.
Furthermore, trust and satisfaction were shown to be critical in fostering customer loyalty. When users feel secure
and satisfied, they are more likely to return. Ultimately, creating effective and user-friendly websites that enhance
security and satisfaction can significantly boost tourist loyalty.
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