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Abstract

A Study of Categorization of Service Recovery Factors in MICE
industry by integrating Kano Model and Structural Equation Model

Oh, Chang-ho - Nam, Sandy-jo" - Kong, Ki-yul”

One of the fastest growing sector in tourism industry is MICE industry
due to globalization among the countries in various parts including business,
politics, and cultural exchange.

The objectives of this research can be in two fold: firstly, to evaluate the
convention service quality and categorize them into three groups, basic
service, performance service and exciting service, secondly, to provide the
exciting service as a recovery program to restore customer satisfaction and
their intention to reuse when the basic or performance service failure occurs.
The results are as follows: among the four dimensions of the service
quality, only the availability of information and the employee’s performance
were effected by the exciting service quality. Secondly, employees’'s
performance can only be effected by the exciting service when customer
service factor is included prior to the events. Thirdly, the following
dimensions of services were not selected to be effective by the exciting
services: conditions of physical facility, related infra—structure, the process of
customer service and the program. Fourthly, only the additional services and
events were selected to be the effective exciting services for the recovery

program.

Key Words : Exhibition & Convention, Service recovery, Kano model
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