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Nowadays, online businesses have experienced exponential growth, impacting all
industries, including the tourism sector. Despite the numerous websites offering online
tourism services, statistics indicate that there are still customers who, for various
reasons, resist online purchases and prefer to buy in person from travel agencies.
Customer resistance is a practical topic in the field of consumer behavior, which is
examined in this study concerning online purchases of tourism products. The aim of
this research is to develop a model that includes the antecedents and consequences
of customer resistance to online purchases of tourism products through a systematic
review approach, utilizing both meta-analysis and meta-synthesis methods. The
research sample comprised 42 previous studies on customer resistance in the tourism
industry from the related databases, including 12 quantitative and 10 qualitative
articles. The quantitative studies were analyzed using the meta-analysis method
through the CMA2 software by calculating the effect size. The qualitative studies
were analyzed using the meta-synthesis method through a three-stage coding analysis,
including open, axial, and selective coding. Ultimately, from the combination of both
methods, the antecedents and consequences of customer resistance were extracted
from the previous literature. According to the results, factors such as functional
barriers, psychological barriers, customer characteristics, and website features are the
antecedents of the customer resistance model. Additionally, purchase intention and
social influence are considered consequences of customer resistance, and managing
these factors can help in handling resistant customers and reducing their resistance
to online purchase.
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