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The effect of price on word of mouth:

First time versus heavy repeat visitors
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5. Discussion and conclusion

We argued that WOM is a function of individual-level predictors
(satisfaction with ski area characteristics), and group-level constructs
(i.e. destination-level predictors like ticket prices, slope kilometres, and
height difference), as well as their cross-level interactions. Our em-
pirical study shows that three ski area characteristics (size of the ski
resort/slope offering, quality of slopes, and transport comfort of the ski
lifts) positively and significantly influence visitors' WOM and that ticket
prices have a negative effect on specific visitor groups. When separating
visitors into first time visitors and heavy repeat visitors (more than 10
times), we see that for heavy repeat visitors ticket prices have no sig-
nificant impact on WOM, indicating that heavy repeat visitors’ WOM
behaviour is not influenced by prices, whereas there is a significant
negative effect of price on WOM for first time visitors. With this finding
we also confirm previous studies suggesting that repeat visitors respond
less to external factors such as the price than first time or destination-
naive visitors (Alegre & Juaneda, 2006).
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