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Abstract

The objective of this research is to provide serviced residence enterprises with the basic materials
necessary for establishing a marketing strategy by surveying the recognition of service quality that
differs according to the characteristics of customers using serviced residence. With 317 customers of the
sample, the statistical data were treated by the frequency analysis, the reliability analysis, the analysis
of searching factor, the z-test and the ANOVA. As a result, the service quality of serviced residence was
divided into 5 factors of facilities, price, variety, reliability, expertise and kindness. Analyzing the
difference in average for sex, nationality, marital status and natives and foreigners, it was found that
there was significant difference in the variables of each factor. Considering the result of this research,
it seems that serviced residence enterprises should enhance competitiveness with differentiated and
specialized marketing strategies which satisfy the characteristics of customers.
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{Table 1> General characteristics of the subjects

Characteristics n(=317) %
Male 186 58.7
Gender
Female 131 413
) Single 140 442
Marriage .
Married 177 55.8
~4 month 162 51.1
Staying 4~6 month 60 18.9
Over 7 month 95 30.0
. Korean 113 35.6
Nationality )
Foreigner 204 64.4
20 74 233
Age(yr) 30 129 40.7
e(yr
e 40 66 20.8
Over 50 48 15.1
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{Table 2> Results of the factor analysis and the reliability analysis on service quality

Factors
Variables Fa}c)it;es/ Variety  Reliability Kindness  Expertise
1 Value for the money paid in terms of rooms 0.072 0.132 0.147 0.056
2 Reasonable price for services given overall 0.038 0.245 —0.037 0.231
3 Reasonable price plan for the indoor facilities 0.113 0.148 0.043 0.211
4  State-of-the-art room facilities and equipment 0.512 —0.023 0.171 0.058
5 Outstanding indoor and outdoor atmosphere 0.534 —0.024 0.170 0.074
6 Reasonable food and beverage price 0.156 0.295 —0.256 0.166
7  Various entertainment facilities 0.144 0.221 0.023 0.098
8 Number of restaurants in variety —0.004 0.146 —0.142 0.142
9 Providing various cultural events 0.209 0.172 0.151 0.159
10 Ef(;ﬁnzﬁi); given from staff is easy to understand 0268 0.036 0.176
11 i;;:‘:‘;i;i;:fi;;e: consistent manner without ) 4 0211 0.308 0.178
12 Promptness in fulfilling your requests 0.150 0.480 0.310 0.149
13 Providing service in a consistent manner to every guest 0.148 0.271 0.382 0.020
14 Ability of anticipating your needs 0.192 0.267 0.170 0.361
15 Smile to guests 0.072 0.051 0.276 0.099
16 Courteous attitude 0.010 0.061 0.217 0.188
17 Polite language 0.007 —0.035 0.178 0.369
18 Accuracy in fulfilling your requests 0.175 0.089 0.008
19 No problem language 0.200 0.084 0.154
20 Ability of anticipation of your service manual 0.005 0.211 0.367
21 Knowledgeable 0.247 0.121 0.229
22 Providing service in a consistent manner when busy 0.188 0.344 0.350
Variance 34356 11.567 7.672 5.301 5.065
Eigen value 7.558 2.545 1.688 1.166 1.114
Cronbach's « 0.847 0.816 0.816 0.815 0.772
Factor loading/Cumulative 63.961%
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{Table 3> Result of the r-test on gender and nationality
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Gender(M£SD) Nationality(M+SD)
Variables t-value  p-value - t-value  p-value
Female Male Korean Foreigner

vl 5.28+1.29 5.43+1.03 —1.124 0.262 5.24+1.10 5.44+£1.17 —1499 0.135

V2 5.14£1.35 5.23+1.07 —0.620 0.536 5.17+1.17 520+1.21  —0233  0.816
Facilities (3 5154131 5334097 1352 0178 5124105  533:116 1614  0.108
f;ie v4 5.23+1.50 538+1.16  —0.941 0.348 5.25+1.50 535+1.19 —0.638 0.524

v5 4.99+1.42 5.11£1.13  —0.770 0.442 4.73+1.37 5.2541.15 —3.580  0.000%**

v6 4.76+1.59 5.15+1.28 —2.343 0.020%* 4.98+1.43 4.99+1.43  —0.047 0.963

v7 4.73+1.55 4.58+1.29 0.916 0.360 3.94+1.44  5.03+1.22 —7.131  0.000%**
Variety v8 4.99+1.62 4.97+1.39 0.113 0.910 4.69+1.55 5.14+1.43  —2.606 0.010*

v9 4.21+1.17 438+1.41  —0.907 0.365 3.68+1.48 4.66£1.49  —5.599  0.000%**

vl0  5.1741.25 5.18+1.10 —0.011 0911 5.19+1.08 5.17+1.21 0.205  0.838

vll 5.06+1.37 522+41.03 —1.122 0.263 5.09+1.01 5.1941.27 —0.786  0.432
Reliability v12 5.13+£1.27 5.28+1.20 —1.064 0.288 5.20+£1.13 5234129 —0.151 0.880

v13 5.24+1.07 5.15+1.14 0.737 0.462 4.97+1.05 53141.13 —2.640  0.009%*

vl4  4.82+1.36 5.04£1.21 —1.551 0.122 4.88+1.21 4.99+1.32 —0.759 0.449

vl15 5.35+1.04 5.01+1.29 2.534 0.012* 5.03+1.15 5224123 —1.338 0.182
Kindness v16  5.40+1.06 5.27+£1.21 0.971 0.332 5.21£1.18 538+1.14 —1.254 0.211

v17 5.38+1.09 5.28+1.27 0.744 0.458 5.23+1.13 5374123 —1.010 0.313

v18 5.19+£1.12 5.15£1.09 0.361 0.718 5.04+1.13 52441.08 —1.543 0.124

vl9 5114112 5.09+1.29 0.110 0.912 4.96+1.27 5.1741.19 —1.441 0.151
Expertise  v20  5.05+1.24 5.03£1.16 0.194 0.846 5.03+1.20 5.04+1.19 —0.125 0.901

v21 5.32+1.12 5.22+1.12 0.821 0.412 5.05£1.19 5.3741.07 —2438 0.015%

v22 5.29+1.14 5.08+1.11 1.667 0.096 4.86x1.07 5.3341.13 —3.644  0.000%**

£p<0.05, **p<0.01, ***p<0.001.
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{Table 4> T-test results on marital status and the result of the ANOVA analysis on room staying

Marital status(M+SD) Staying(M£SD)
Variables ) ; t-value  p-value F-value p-value
Single Married 4 month | 6 month | 7month 1
vl 543+1.10 532+1.18 0817 0415 5.36+1.16  5.60+1.13  5.23+1.13  1.892 0.152
v2 5.20£1.28 5.18+1.12  0.139 0.889 533+1.12° 543+1.12° 4.80+128" 7.622 0.001**
Facilities (3 5714114 5204112 —0.633 0527 536£1.10 5304107 503118 2686 0.070
?Jlrliie v4  531£1.34 5324129 —0.100 0.920 549+132° 547+1.14° 4.92+133" 6493 0.002*
vS 4.98+1.42 5.12+1.11 —0.994 0321 520+1.28°  5.17+1.13° 4.76x125° 3.983 0.020*
v6 4.97+1.52 5.00+£1.36 —0.176 0.861 5.08£1.4°  525t1.46° 4.66£1.42° 3.841 0.022%
vl 449+1.44 477137 —1.778 0.076 4.68+1.56 4.95t1.15° 439124  3.047 0.049*
Variety  v8 4.09+1.58 4.49+1.53 —2311 0.021* 4.43+147 4.25£1.62 4.16+1.66  0.939 0.392
v9  4.67+1.57 5234138 —3.289 0.001** 5.13+1.43  4.83+1.60 4.82+1.50 1.649 0.194
vi0 5.14%£1.13 5.21x1.19 —0.555 0.579 5.22+41.13  5.40+0.88 4.96+1.33 2928 0.055
vlil 4.95+£1.26 5.32+1.10 —2.715 0.007** 523+1.06 5.17+1.44 5.01£1.20 1.071 1.344
Reliability v12 5.01+1.24 538t121 —2.632 0.009*  5.30+1.14° 5.42+1.18° 4.96+1.37° 3.255 0.040*
vl3 4.96£1.14 537+1.05 —3.350 0.001** 527+1.14 5.15£1.03 5.08+1.10  0.836 0.434
v14 467127 5174124 —3.496 0.001** 5.13+1.25° 5.08+1.19° 4.56+1.31°  6.585 0.002%*
vl5 491£1.26 5.33+1.12 —3.113 0.002** 5.13£1.23  5.07+1.40 5.23+1.01  0.382 0.683
Kindness v16 5.14£1.16 5.46+1.13 —2468 0.014* 537+1.16  5.32+1.20 524+1.12  0.367 0.693
vl7 5.01£1.26 5.56+1.09 —4.150 0.000%** 534+1.16  5.53+1.24 5.16+£1.23  1.837 0.161
vIi8 5.09+£1.16 5.23+1.05 —1.120 0.263 5.28+1.10 5184091  4.95+1.19  2.809 0.062
v19 493+132 523+1.12 —2.155 0.032*  529+1.19° 532+1.17° 4.63+1.20° 0380 0.000%**
Expertise v20 4.89+£1.24 5.15+1.15 —1.907 0.058 523+1.12°  4.75+1.24" 4.88+124" 4810 0.009%*
v21 5.11£1.04 5.38+1.17 —2.173 0.031* 529+1.16 5.43+1.14 5.09+1.14  1.800 0.167
V22 4.93+1.17 535t1.06 —3.344 0.001%* 525+1.16° 5.33+1.14° 4.92+1.14" 3437 0.033*

a, ab, b,

: Duncan's multiple test, *p<0.05, **p<0.01, ***p<0.001.
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{Table 5> Result of the ANOVA analysis on age
_ Age(M=SD)
Variables F-value p-value
20 age 30 age 40 age 50 age
vl 5.57+1.01" 5.38+1.07 5.18+1.13 5.29+1.51 1.386 0.247
v2 5.30+1.17 5.12+1.29 5.26+0.90 5.10£1.32 0.538 0.657
Facilities 3 533.1 09 5.1741.20 5.3440.95 5224131 0457 0.713
;?ie v4 5.29+1.44 5.33+1.27 5.12+1.30 5.57+1.20 1.099 0.350
v5 5.05+1.44 4.90+1.30 5.15+1.00 537+1.11 1.809 0.145
v6 4.82+1.65 5.13£1.0 5.08+1.29 4.76+1.54 1321 0.267
v7 443158 4.51£1.45 4.92+1.15 4.94+1.24 2.530 0.057
Variety v8 3.93+1.65" 4.25+1.50™ 4.58+1.39° 4.69+1.68" 3.244 0.022*
v9 4.82+1.57 4.97+1.40 4.95+1.54 5.31+1.50 1.097 0.351
v10 5.14+1.10 5.16+1.14 5.29+1.24 5.1241.23 0277 0.842
vll 5.12+1.17 5.04+1.19 5.18+1.31 5.47+0.98 1.593 0.191
Reliability v12 5.07+1.30" 5.39+1.10b 4.86+1.40" 5.49+1.10° 3.865 0.010%
vi3 5.08+1.19 5.09+0.98 5.34+1.24 541+1.09 1.581 0.194
v14 4.88+1.28 4.94+1.21 5.06+1.45 4.92+1.23 0.245 0.865
v15 5.17+0.98 5.08+1.22 4.97+£1.39 5.5341.15 2.295 0.078
Kindness ~ v16 5.29+1.00 5.30+1.25 5.22+1.19 5.57+1.06 0.979 0.403
v17 5.20+1.07 5.35+1.23 520127 5.59+1.18 1.352 0.258
v1g 5.20+1.17 5.20+1.03 4.91+1.20 5.37+0.99 1.785 0.150
v19 4.86+1.20" 5.02+1.35° 5.51£1.01° 5.14+1.06™ 3710 0.012*
Expertise  v20 4.95+1.07 5.07£1.28 4.83+1.26 5.37+0.99 2.081 0.103
v21 5.14+0.98 5.20+1.07 5.37+1.20 543+1.32 0.936 0.423
v22 4.92+1.24 5.13£1.09 5.31£1.06 5.45£1.08 2.636 0.050
& ® ° - Duncan's multiple test, *p<0.05.
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