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ABSTRACT

Purpose: The purpose of this study is to present the success of cultural tourism service as visitor loyalty
to service and to present the cultural attribute evaluation attribute (HISTOQUAL), experiential flow and tourism
satisfaction as determinants effecting loyalty through literature review. Based on this, this study aims to
suggest academic and practical implications for revitalizing cultural tourism services and enhancing
competitiveness.

Methods: This study collects data from visitors to cultural heritage tourist sites and analyzes them empirically.
This study conducted a small preliminary sample survey to improve the reliability and validity of the measure-
ment tool, and revised and supplemented the measurement tool on the basis of it. The data collected in this
study were analyzed using SPSS 22.0 and the hypothesis was verified through the analysis.

Results: The results of this study are as follows; First, the service quality of cultural heritage tourism has
a positive effect on the experience flow. Second, the service quality of cultural heritage tourism partially
effects tourism satisfaction. Third, it was shown that the experience flow of tourists have a positive effect
on tourism satisfaction. Fourth, the experience flow of tourists and tourism satisfaction have a positive effect
on loyalty to tourist destination.

Conclusion: According to this study, it is the meaning of this study that the cultural tourism service is under—
stood as a attractive factor and based on this, the strategic direction for the activation of cultural tourism
service 1s suggested.
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20M17]10] HAEHA ARIES] A5o] Fulgd upeg} Eslo gt wAilo] wopx|ar, 12 3 FFAake] =7t
ZBANA 2 8= vlT2 A s 1 Fedo] BE L gtk 53] theket 7_%”2}% T AR FAE A
Aol Fofgl AGApA ofo] Wnt ojue} 314 7hX|7F a1, 1 AR R w7k AAYE 3 HAE 7R E e}
AL, A wEg ZEar olo), AAKSE 54 w7F Zhe E5H Al g UL:rLO—éi’% o] =& FAtg7
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do] Aate] =aL, w3t AT FolAE Eshraks FAE & EsHrAbdel digk A= A8 mlv] st
Wk op e} Eshratoly EstHge] At o] FolAH et ST A8 FAlE Al olehs HAREHA S A
o] ol T3 ol A E = o5l ]‘ﬂr(Klm and Lee 2011).
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el A54 0% EYEA = UL, E3HAE B2 HISTOQUAL) theh A= FHol| A oF 218 s 7] A1
g} 53], &3}

r-{n

41 B7HH(HISTOQUAL S T8 Sile] = AARSHAr 98, 13, 8012 5 23
Aoz AP oL BAFAS thPoD she AUA B Bl o 8 4 TR FFHA
Glel Wt AT of £ Ao Bahiatel Ua shehelo] 20471

2] B-Z3k 28ko] ti(Kim and Lee 2009).
A1) frAt 2L X}Zﬂ 7F ZvE AALE 9o] FAell A fAk Aol 2HE 9 saA SAAA o] &2 TAoR,
BEY Ao tidh e ugy 8o g Aoz AFF X2 9lti(Yang 2003). ©14H 3kl o
ah= 7Hx = Altie] Wistel ) debinh. o]l Wistel] Zwkal] M 3kt W7 (HISTOQUAL) O o g
AellA 7152 SERVQUAL®] 7171 3373, vkgA) nt ofuet s A, 2144, AaA 59 B7F $A4E5°] 1o
J&qq ES ] Ao H]Z]v— 2290 1F I tHYang and Jeon 2013). 53] 7|&dl| A aw thdt oAt &
zAo] AT Aol FHate, & Aol A= drkAl 3k
s %%L X]Q] A a]iggo] Eﬂ%"é% Ee oA B7HEE A HISTOQUAL)S S8l

w3 A =da W v 8 FAE vA=A o Wi JF AAES LA skt

oL

A?L
ri
o
i

A?L
_|>~_1,
0
fetl
)
X\'
Nl



J & Park : A Study on the Relationship between Service Quality (HISTOQAUL) and Experience Flow, Tourism Satisfaction and Loyalty in
Cultural Heritage Tourism 609

2. o3 A 2 712 AA

2.1 Eog AuIaEE
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F2ol uigt 7ido] FEHsta RS vlgtRE AlZbo] totd], slube] UXHE o8 =& ofHu Au|A
T Zolgl “AMH| 29 9425k e Aol Aalol] I E [AubHQl ek S Bl 2A AH|RF] A Zha} 7)) Alo] 9
AE"g}al Hol¥tiParasuraman, A., Zeithaml, V. Berry, L. L. 1988). 18|~ AA], Au]|~EH
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]l SERVQUALY wle] B} uhe g7 gto] F-gtehs Mu|aid e asyd, 1044, A84 29 &
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218 Ho|(play)d] 3%

olefgt &9 Fe W= o g Hol oIt EQIsHAl vte= AL AW (fun)ghs 8.4 Wi
olg}ar ¢ 1 (Huizinga, J. 1995), &S 2 tjHsh= =2 ZA S (playfulness)S AA P TH Csikszentmihalyi
and LeFerve 1989). o]2]dt #H4loll A S “Z3FE|oko] 328l el FxlH = AEH ] W o7 Lol
A5 A7) )2 AL Afoks Astete AdE ekl 9] (Hoffman and Novak 1996)& 8o, B41& 23
AFEEE AW e A5, WS T SAA AEE 27 dokar siqleh 3 seet 254 wgo] =ajnte]
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=Rk opel RS Folv AT MR AE Es, dIAd oA EQ] Aot $ Al kst
2 594S SR 5 e =S dElsor vkl aSiti(Yang 2013)
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Consumer Satisfaction: CSD7} 2 A% tHPark and Cho 1999).
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34 oItk William H White. Jr. 1954). 74 75 7Alol el tha Aol shatuitt 254 thax|w, duk
go] 54 AlFolu MHAE 2 o] F A2 FRlolu A dial A 2 B JRE W]

Hog wgksh= AHAQl oahE 9 Ee S FerHLim and Kim 2010).
2R A A S Sl oAb di el did Abss AR SRS S Hed, i AR gl
A F8sH Hiz Zlo] vz otk oy BEddo] Aantal A4EsE o B JRE A H=d,
| A
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1 33S Aok SeHKim 2004). E-AJH] 2~ oo A &

I Qe Ao |, ojul Ropll A S A wfe]stal 2o wES AdsEy] 9

tHSong and Park 2014).

3. 47 AA

A T AHaEd ARl Ald =))W Wl vAE 9FE ASeslen, A 9ol ¥

Cultural Heritage

Service Quality Experience Flow

Tourism
Satisfaction

Educational

Figure 1. Research Model
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A= =T W8 el (content validity)S BR317] 98] 7]E TAHAA ASHE 54 F5S 2 AF
o] EHo) ub A = Hste] ARESIE A, FAE ¥4 (principle component analysis)Z} 2] ul3] dHF2]
(varimax)S H&ate] €z QolRAS Axetal 8¢ A AA(factor loading value)7} 0.5 o4l A4
KMO(Kasier-Meyer-Olkin)7} 0.6 ©]/d91 74-¢- 433k Aoz gdslgiv), L3k SHE] AFAHLS H%
9 A (internal consistency)2 #¢Hé}= Cronbach’s AlphaAl4-E &-83F4 0.6 o|AY 2 AFAS sl A
or goaigith. Are YAE 53 A= 184 ¥k ~ wfg- 2"hE S50t

WA S WA MRl s sk oRA 734, WeAdS 71 SERVQUALe Frochot and
Hughes(2000), Jang(2001) &9 175 whgs] & A58 HAol 9A 4 2 websiola, wsA, 348S
Frochot and Hughes(2000), Jang(2001), Lee(2014)¢] w443} sjA Ao et A5 Harste] SAE3MS s
SFATE AL WA An|=Fd o SH ] Bk AlEAd % E1r‘:1r’H As4Aat, —%Txéf—%}%g] JH A7}
0.5 ol4bola, KMOE 8922 RQ1%A< )8 4 2 3
000824 214 9] ARg-o] Aegt Zow %%6}21&}. ﬂ} Cronbach’s alpha AG7E d-649-S 823, HrEd

[e]

808, T2 882, aSAS 873E & V|EX|9] 0.6 3]st AlFgFo R et 23E QokslH of
g e} 2o
Table 2. Measurement model evaluation
Variables Items Factor loading Cronbach’s a
Employees greet visitors. .709
Attitude of staff 764
Responsiveness .823
Employee readiness attitude 713
Staff‘s knowledge 733
Destination's attraction .801
Traditional Destination .823
Tangibility .808
Restoration of Destination .676
Attractive factors Diversity .593
Customized Service 774
Program accessibility 702
Empathy .882
Pursuing visitor profit .829
Visitor Care .769
Learnability .805
Acquisition of cultural property knowledge .855
Educational 873
Compliance of the brochure 765
Ease of information .690
Kaiser-Meyer—Olkin Measure .892
Bartlett .000
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Table 3. Measurement model evaluation

Category and Items Factor loading Cronbach’s a
Immersed in Program 793
Concentration on Program 761
Experience Flow 904
Joyful 717
Flow 744
Satisfy on Tour .588
Meet expectations 584
Tourism Satisfaction .903
Special Meaning .826
A worthwhile experience .836
Intent to revisit .860
Possibility of revisit .866
Loyalty .930
Invitation to acquaintance .702
Recommended for others 701
Kaiser-Meyer-0Olkin 925
Bartlett .000
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Table 4. Correlations among Variables
1 2 3 4 5 6 7

1. Responsiveness 1

2. Tangibility 469 1

3. Empathy 495%x .642%x 1

4. Educational .61 15 .34 8 AS0%x 1

5. Experience Flow A1 4 633 D84 A7 9 1

6. Tourism Satisfaction AT 619 499k AT 4 793 1

7. Loyalty A3 6435 .54 1 A8 2 753 748 1

s BT 001 FENA FIRHIS).

4.2 BBk WA AHAEY, AW BY, DY U5 % FH= 7] B

4.2.1 F3FAE TR AH|AEAT A =Y 79 B4
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Table 5. Relationship between Cultural Heritage Service Quality and Experience Flow

rl

-~

Depgndent Indep.e ndent B t p—value Model Summary
variable variable
Responsiveness -.058 -.912 .363
Experience Tangibility 427 | 6.781 .000 Rz = 0.502
ol F = 56.863
ow Empathy 219 3.351 .001 Durbin-Watson = 1.836
Educational .268 4.403 .000
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Table 6. Relationship between Cultural Heritage Service Quality and Tourism Satisfaction

Dependent variable Independent variable B t p-value Model Summary
Responsiveness 027 .398 691
R2 = 0.433
Tourism Tangibility 482 7.182 .000 F = 43.195
Satisfaction Empathy 092 1.3922 187 Durbin-Watson =
1.958
Educational .188 2.903 .004

4,23 AY EY4 T = 7] A
42 AF 29y AG wrE 7ho] B oA AR L F = 388.810 (p = .000), R? = 0.6289] A &S Ho
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Table 7. Relationship between Experience Flow and Tourism Satisfaction

Dependent variable Independent variable g t p-value Model Summary
R2 = 0.628

793 19.718 .000 F = 388.810
Durbin-Watson = 2.131

Tourism Experience
Satisfaction Flow

424 AF =9, WF = ST 71 B4

BRA A B, BF 5 A% 7o) BANA HARPLS F = 192548 (p = .000), R® = 0.6259] A
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Table 8. Relationship between Experience Flow, Tourism Satisfaction and Loyalty

Dependent variable Independent variable g t p-value Model Summary
Experience
Flow 430 6.483 .000 R2 = 0.625
Loyalty F = 192.548
Tourism

407 6.134 000 Durbin-Watson = 1.900

Satisfaction
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Supported
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Supported
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Table 9. Hypothesis verification Result
Independent variable

Experience Flow — Loyalty

Experience Flow — Tourism Satisfaction
Tourism Satisfaction — Loyalty

Cultural Heritage Service Quality — Experience Flow
Cultural Heritage Service Quality — Tourism Satisfaction

H2
H3
H4
H5
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