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Relationships between Service Quality, Perceived Value, Satisfaction, and Loyalty
—A Case of lhoTewoo Festival in Jeju—
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Abstract

The purposes of this study are to identify the relationships between service quality, perceived
value, satisfaction, and loyalty for IThoTewoo festival through a structural equation model. This
study was conducted by means of survey questionnaire of festival visitors with 348 responses.
The main results of the study are as follows. First, the exploratory factor analysis with
principal component method of the 19 service quality items identified four underlying domains.
These dimensions were labelled: (1) 'program’, (2) 'informational service’, (3) 'festival area’,
and (4) 'food’. Second, service quality has a significantly positive effect on perceived value,
satisfaction, and loyalty. Third, Perceived value has a significantly positive effect on
satisfaction. Fourth, both perceived value and satisfaction have significantly positive effects on
loyalty. Fifth, Although the direct effect of service quality on customer loyalty was evident, it
was also found that the indirect effects of service quality through perceived value and/or overall
satisfaction were stronger. Thus, customer loyalty will be stronger when service quality is
matched with perceived value and/or overall satisfaction, meaning that multiple factors play a
significant role in determining customer loyalty.
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