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A Study on the Causes and Nature of Civil Litigation Cases between

Tourists and Tourism Enterprises

WANG Yin, SUN Ruihong, YE Xinliang
(School of Management, Shanghai University of Engineering Science, Shanghai 201620, China)

Abstract: This article takes tourists and tourism enterprises as the research objects, sorts out the
typical litigation cases of tourists and tourism enterprises, and adopts the grounded theory to construct
the evolution mechanism model of “tourists — tourism enterprises” civil litigation cases. The research
finds that in the potential opposition stage, there are situations such as untimely communication of
tourism information and lack of tourism knowledge between tourists and tourism enterprises, resulting in
the damage to tourists’ rights and interests. In the cognitive intervention stage, the mismatch of tourism
experience leads to changes in tourists’ risk perception and trust, triggering a trust crisis. During the
litigation intention stage, factors such as compensation determination and the determination of the
compensation subject push the event towards litigation resolution. During the negotiation and mediation
stage, if the negotiation is successful, the case may continue to be involved in the next round of cases;
if it fails, the case may escalate to the litigation stage.

Keywords: tourism disputes; tourism enterprises; civil litigation cases; service demands;

evolution mechanism



