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A Study on the Difference of Determinants
between Behavioral Intentions of Existing and Potential
Customers in Cruise Tourism

-Focusing on the Region of Incheon-

Byungll Kim-HongSeop Kim

Abstract : This study aims to find out the relationship of customer behavioral intention
and marketing variables such as service quality and customer satisfaction which are regarded
as its determinants. And then this study has suggested what service factors shall be
emphasized to induce the latent customers. And it has grouped strategic Schemes on which
service variables shall be focused to enhance the existing customer behavioral intentions.
This study has found, to the existing customers, only physical environments among 3
dimension components of Service quality significantly affects to the Behavioral intentions.
Priorly, marketing efforts, namely, expansion of convenient facilities such as special berth
construction is necessary. To the latent customer, service delivery is the most powerful
factor to the behavioral intentions. Consequently, frequency of cruise calling, Facilities of
shopping and eating, issues and their development of cruise goods and publicity and

promotions are needed.
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