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Structural Relationships between Quality, Satisfaction, and Behavioral

Intentions in Rural Responsible Tourism:

Moderating Effects of Age
Kyung-Hee Kim' - Sun-Min Lee
National Academy of Agricultural Science, Rural Development Administration, Iseo, Korea

ABSTRACT

This study examines the structural relationships between service quality, satisfaction, and
behavioral intentions in responsible tourism. In particular, the study focuses on moderating
effects of age. Data were collected from 471 tourists from seven responsible tourism agencies.
SPSS 20.0 and AMOS 18.0 were used for frequency, reliability, exploratory factor, confirmatory
factor, and path analyses. The results of a exploratory factor analysis yield two dimensions
of service quality (functional quality and technical quality). The results of structural equation
modeling indicate that functional quality and technical quality had positive effects on satisfaction,
which in turn had a positive effect on behavioral intentions. In addition, age moderated the
relationships between service quality, satisfaction, and behavioral intentions such that functional
quality had a positive effect on satisfaction in the group of tourists in their twenties and thirties
and that functional quality and technical quality were important factors for tourists in their
forties. The results are expected to help responsible tourism communities better manage service
quality to increase tourist satisfaction.
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Table 1. Characteristics of the respondents(N=471)

Variables N(%) Variables N(%)
Gender Male 185(39.8) Less than high school ~ 18( 3.9)
(n=465)
Female 280(60.2) Educational High school diploma ~ 111(23.9)
Married 249(54.1) level College diploma 47(10.1)
Marital (n=465) iversity dipl 239(51.4
e_mta stats 200(45.4) University diploma 39(51.4)
(n=460) Some graduate school 50(10.8)
Others 2(0.4) or more :
Socio= _ 19-29 122(26.1) White—collar worker 98(21.2)
demographic 30-39 122(26.1) Professional 38( 8.2)
characteristics Age .
40-49 114(24.4) Service 51(11.0)
(n=468)
50-59 81(17.3) o ) Student 55(11.9)
60 and older 29062) FPE" Public officer 15( 32)
Monthly Up to 2,000 215(46.7) Blue—collar worker 55(11.9)
income 2,000~3,999 165(35.9) Self-employed 47(10.2)
(n=460) 4,000~5,999 57(12.4) Homemaker 81(17.5)
Us $ More than 6,000 23( 5.0) Other 54(11.7)
Prior educa'tlon Yes 214(463) 40 and less 94(209)
for responsible
tourism 50-100 163(36.2)
N 248(53.7 ;
(n=462) © G537 ](ixpend)lmfe 111-200 125(27.8)
; - =450
Family or relatives 82(17.4) " 211300 45(10.0)
a Friends or partners 98(20.8)
ompany Alone 74(15.7) 311 and over 23( 5.1
(n=472)
A group tour 213(45.2) Frequency of One time 262(56.6)
Other 500.8) participation in 273 times 125(27.0)
' One day 133(28.2) responsible 4-5 times 38( 8.2)
Tourls.m Length of stay Two days 247(52.4) tourism 6-10 times 310 6.7)
behavior B (n=463) ;
(n=471) Three days 27(17.2) More than 11 times 7( 1.5)
More than four days  10( 2.1) Internet 87(18.8)
Accommodations 89(30.6) Brochure 39( 8.4)
Meal 73(25.1) Information Word of mouth 209(45.2)
Inconvenience o program 54(18.6) Souree Mass media 28( 6.1)
(n=378, (=513, Responsible travel 23( 5.0
multiple Travel cost 68(23.4) multiple agency (5.0
response) Relationship with 59(20.3) response) Group tour 89(19.3)
residents ’
Other 35(12.0) Other 38(8.2)
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Table 2. EFA for service quality of responsible tourism

Service quality FacFor Eigen Varla-nce Cronbach’s @ Mean®
loadings value explained

Functional quality 5.84 53.05 875 3.90
Operator’s responsibility .830 4.07
Service quality 77 3.96
hospitality of area residents 748 3.84
Reservations system 127 3.65
Tour guide of local experience 124 3.97
Technical quality 1.15 10.42 .863 3.75
Price level 194 3.72
Shower and bathroom facilities .790 3.63
Aesthetics of room and surrounding area 758 3.93
Cleanliness of rooms 726 3.62
Activities .620 3.94
Printed information regarding area activities 498 3.62

Total variance explained = =63.47%, KMO = 0.9213
Bartlett’s test of sphericity x*= 2158.34 (d55, p<.001)

Note: 1 = strongly disagree, 5 = strongly agree



Table 3. Goodness-of-fit indices for the measurement model

Absolute fit measures

Incremental fit measures

Parsimonious fit measures

¥ (df) Normed x* GFI  RMSEA  NFI RFI TLI CFI  PGFI PNFI  PCFI AIC
283.212(98) 2.890 928 .063 943 930 953 962 669 770 786  359.212
Table 4. CFA results for the measurement model
Constructs Fact.or C.R.  Cronbach a
loading

Functional quality 871
Hospitality of area residents 745
Operator’s responsibility .834 17.871
Service quality .860 18.401
Tour guide of local experience 137 15.707
Technical quality .840
Cleanliness of rooms .748 14.871
Price level .805 15.840
Aesthetics of room and surrounding area 125
Shower and bathroom facilities 126 14.472
Satisfaction 911
Overall, T am satisfied with the responsible tourism .854
I made the right decision to go on responsible tourism 875 24.307
The overall feeling I got from responsible tourism was satisfying .829 22.263
Satisfaction with responsible tourism in comparison to my expectations .833 22.416
Behavioral intention .899
I will make efforts to go on responsible tourism in the near future 817
I have intentions to go on responsible tourism again 872 22.226
I am willing to go on responsible tourism again .890 22.802
I am willing to spend time and money on responsible tourism 154 18.186
Note) C.R.: Critical Ratio
Table 5. Estimated correlations between constructs

Functional quality Technical quality Satisfaction Behavioral intention
Functional quality
Technical quality .711(.505)
Satisfaction .642(.412) .522(.272)
Behavioral intention A14(171) .390(.152) .634(.402)
Cronbach’s a 871 .840 911 .899
CR .925 .906 .966 .940
AVE 756 707 .878 .798

Note) AVE: Average variance extracted; CR: Construct reliability.

Numbers in parentheses indicate squared correlations between latent constructs ().
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3 FfHFH (over-fitting) AJAE Hdsl= 3o
2 PGFI, PNFI, PCFI, AIC 59| 4|2 3relalelct.
AN AR P (df)E 283.212(98) 2 Vel
Normed VZH& 2.8900.2 7|Fx] 3K} ZA A
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Table 6. Goodness—of-fit indices for the structural equation model

Absolute fit measures

Incremental fit measures Parsimonious fit measures

X(df)  Normed x> GFI RMSEA NFI RFI TLI CFI PGFI PNFI PCFI AIC

All
(N=471) 231.211(98) 2.359 941 .054
20s-30s
(N=244) 232.856(98) 2.376 .889 .075
Over 40s
(N=224) 168.173(98) 1.716 917 .057

954 943 966 973 678 779 794 307.211

916 .897 938 949 641 748 775 308.856

930 914 962 969 .661 759 792 244.173

Functional

uali
4 Y 527(7 52

Technical
quality

Satisfaction

*p<.05, **p<.01, ***p<‘001, Standardized coefficient (#~value)

.

Behavioral
intention

.679(11.87)

Fig. 2. The structural equation model(overall group)



Table 7. Standardized structural estimates

=9|0f O|X|l= Y&F 535

Hypothesized path

Estimates(~—value)

Functional quality — Satisfaction 527(7.52")

Technical quality — Satisfaction 1430 2.07° )

Satisfaction — Behavioral intention 679(11.87°)
"pC05, T pCo1, T peool

Table 8. Test for metric invariance

. . Chi-square
% df QG3/db) differences 2 RMSEA  NFI GFI CFI
Unconstrained model 452.021 196 2.306 .053 913 891 948
Constrained model 464.750 208 2.234 AX(12)=12.73 0.389 .051 910  .887 .948

3. TZYHA 2H(SEM)

7t 3AUT FAL B 9E, PSY=Y
Sel

FRWY FA DA NE, PEolugte] T2
P

WAE AS3E] $J8 232 B24(SEM: Structural
Equation Modeling)-& AAlEI o, A7 mdlo] &
A= Table 63} Zo| tx|H o2 giE28A] 1}
ERATHOA (d)=231.211(98), Normed x*=2.359, GFI=
0.941, RMSEA=0,054, NFI=0.954, RFI=0,943, TLI=
0.966, CFI=0,973, PGFI=0,678, PNFI=0,779, PCFI=
0.794, AIC=307.211), ool 7Hd-& 7AZ3 A= Fig,
28} Table 701 A|A=] Qlom, 71524 F2(=0.527,
pL0.00D)3} 7144 FA(=0.143, p(0.05) AZA
ol frolst F(H)e] JFFS vXE oz Yeht
7P 12 AAEAT =S A wRE(=0.679.
PL0.001)2 FFofzol fofdt F(+)e] FFFE m|xl=
Aoz veht 7 25 A=

1

TAVY FA} DY WEo] PE ¥ WS
5 7 FERYo] wRA] Aol wet Zolr} gl
AE Gotnr] 915} EHT FEPHY BYRA
2 WA WA 2 el B3R Al
391418 71802 20 - 30dj9h dofl o)} PdHFe
= Hue F Auos $Ragr 1 4% 2030

AP FT 244
ERtT},
e PR B 2aS fls WA Ao
= U X (measurement equivalence)o]] thak
w40] Waslt), o= Z4 ?01] g Hek 5
= Hd 7 ojd @
ol A|oks)A] 9k H]}]]‘lb_ dl(unconstrained model)
{53_ 2= oh;]_ S of

Table 87 7o H)
4] "é;}ci Aokt gk
@ zole= ANA(12)=12.73
o fofahA arke= AS o
ATolM ALESE STl S
Aol A7} gl A= AT & gl w3t 7]
Frdo] RMSEA, NFI, GFI, CFIgkS A3+
(Browne & Cudeck 1992; Hair et al, 2006)°lA A
AlgF 7152 (RMSEA0.08, NFI>0.9, GFI1>0.9, CFI
20,92 WHEA7)E Ao Ueht e g o

g, 40t o] dAFFL 22410

L =

Hor
2
Nl o]
i@
i3
)
=
_>|J_4‘
o
HU
u}L
o[)l

TG TR 2o AT sk
TABZA ARel W2 T H 1 A2AG] A

ol A3 ArEdH F2E 2 FJd 1
FU3H AleFet mEzke] * zfo| TS B S
P& A3 A= Fig. 2, Fig. 3, Table 99|
A=At §F ZFol7} frefHelebd A= 7F zfo|7}
Ao ZHaART} S-S st WA TAHF

o

s
N

2




536 SIRAXICIALEIMETISIEIX| H26H 35 2015

Functional
quality

605(5.98"")

%

>/,,.~""f654’.50:

o

Technical
quality

"pC05, T p<01, T p<001, Standardized coefficients (~value)

Satisfaction

\

.514(7.67** Behavioral
intention

Fig. 3. The structural equation model(group in twenties and thirties)

Functional

uali
d v A45(4. 74+

Technical
quality

"p<05, T p<01, T p<001, Standardized coefficients (~value)

Satisfaction

750822

Behavioral »
intention /

Fig. 4. The structural equation model(group in forties)

Table 9. Structural parameter estimates for group comparisons

Hypothesized path

Estimates (#—value) Chi-square

20s-30s Over 40s differences
Functional quality —  Satisfaction 605(5.980°77)  .445(4.736"") A(D)=1.34
Technical quality —  Satisfaction 054( 501 ) .221(2.637) AP (1D=1.53
Satisfaction —  Behavioral intention 514(7.670°7)  .7508.216") A (D=4.22"

"p05, T pCot, T pCoo0l
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