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An Assessment and Comparative Analysis of Culture and Tourism Festival Service

Quality, Satisfaction and Revisit
(Focusing on 2013—2014 Cheonan World Dance Festival)
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Abstract

It was intended to enhance the quality of festival and contribute as image of refined local
festival by making an empirical and cross-sectional analysis of effect that the overall quality of
service provided in the local festival had on users’ satisfaction and revisit intention by using
2013-2014 two-year data for visitors who had enjoyed "Cheonan Heungtaryeong Dance
Festival”, best festival designated by Ministry of Culture, Sports and Tourism after 2012.

The results of analyzing a difference for 2 years are as follows. 1) Among social quality
factors, both cultural effect and image effect showed a significant difference with p=.001 and
p=.004. 2) Among process quality factors, food and souvenir showed a significant difference with
p=.27. 3) Among physical quality factors, both convenience in connection with the visitors’
enjoying the festival and facility arrangement didn’t show difference between groups with
p=.130 and .408. Finally, in the item of whether the overall service quality of festival had an
effect on visitor satisfaction and whether visitor satisfaction with festival had an effect on revisit
intention, each of these had p=.000. So, it was shown that there was statistically significant
difference. In other words, it is proved that the enhancement of service quality lead to high
satisfaction, and this arouses revisit intention and produces word of mouth effect.
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