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Abstract

Purpose - It is a very important issue for the Korean tourism industry to increase tourism revenue by attracting foreign
tourists. Although Japanese tourists have been an important part of the Korean tourism industry for a long time, the level of
tourist satisfaction including accommodation has been at the worst compared to other foreign visitors, which strongly
requires concrete solutions. Therefore, this study focuses on improving the satisfaction level of Japanese visitors in the use
of accommodation, and find out the influence of the managerial response.

Research design, data, and methodology - In this study, customer review and managerial response of hotels in Seoul were
collected from "Rakuten Travel" which is the most representative online travel agency in Japan. As a result of collecting
data from 2016 to 2018, 6,190 customer reviews and 1,241 managerial responses from 120 hotels were used for analysis.
In addition, information on the properties of 120 hotels, such as the number of rooms, classification, types of hotel facilities,
types of room facilities, accessibility and prices, were collected. To test the hypotheses, moderated multiple regression
analysis was conducted with SPSS 22.0.

Results - It was found that only 25 sites, 20.8% of the total 120 sites, were implementing managerial response and
average response rate was 66.42% among them. As a result of examining the main effects of the hotel attributes on the
ratings, accessibility and price are confirmed as effective variables. We also found that the response rate has a significant
moderate effect in both the accessibility and price. In other words, there was a significant difference in the influence of
accessibility and price on the ratings depending on the response rate. Also, it was confirmed that the response rate is not
a pure moderator variable but a quasi moderator variable. Overall, the evidences partially supported the hypothesis.
Conclusion - It was possible to provide important suggestions to the hotel managers who were concerned about managing
tourist satisfaction with accessibility problems. It was found that the accessibility problem could be overcome by increasing
the response rate. It was also confirmed that high ratings can be more effectively achieved for high priced hotels by
increasing the response rate.

Keywords: Managerial Response, Customer Review, Foreign Tourists, Japanese Tourist, Hotel Service, Tourism, Hospitality
industry.
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Figure 1: Research Model
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Table 1: Descriptive Statistics

Demographic Properties Frequency Percent(%)
MR YES 25 20.8
Implementation NO 95 79.2
1-star 11 9.2
Hotel 2-star 11 9.2
Classﬁifation 3-star 26 217
4-star 61 50.8
5-star 11 9.2
~100 36 30.0
101~200 32 26.7
NL;{ZE;;“ 201~300 21 17.5
301~400 18 15.0
401~ 13 10.8
Total 120 100

Table 2. MR rate in Precedent Research

Research MR rate Period
Park and Allen(2013) | TripAdvisor 18.0% | 2010.10-2011.9
Gu and Ye(2014) Ctrip.com 23.4% ~2009.10
Xie et al.(2016) TripAdvisor 19.2% | 2005.1~2011.6
Proserpio and TripAdvisor 31.5% 2001(T)
Zervas(2017) Expedia 2.3% 2004~2013(E)
Li et al.(2017) TripAdvisor 32.7% 2004~2014

=X - X Y

Table 3: Specification of MR

Variable Frequency Percent(%)
~25% 5 20.0
MR Rate 26%~50% 4 16.0
(M=66.42 ——
SD=36.55) 51%~75% 3 12.0
76%~ 13 52.0
~10days 9 36.0
MR Speed 11~20days 6 24.0
(M=41.21 21~30days 0 0.0
SD=57.13) 31~40days 3 12.0
41days~ 7 28.0
MR Length ~100char 10 40.0
(M=121.96 101~200char 9 36.0
SD=76.53) 201~300char 6 24.0
Total 25 100
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Table 4: Paired t-test between Review and MR

Variable M SD t sig.
Review Length 176.91 53.10
MR Length 121.96 76.53 3.024 0006
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Table 5: Correlation Coefficients between independent variables
variables Mean Standard Deviation 1 2 3 4 5 6

1. Number of Rooms 203.95 152.340 1

2. Hotel Classification 3.42 1.081 0.732* 1

3. Hotel Facilities 12.70 7.354 0.522** | 0.634** 1

4. Room Facilities 23.74 6.795 0.321™ | 0.431* | 0.609** 1

5. Accessibility 3.71 2977 0.042 0.069 0.205* 0.128 1

6. Price 8,772.27 5,114.74 0.539"" | 0.655** | 0.625™ | 0.424™ | (.120 1
* p<0.05, ** p<0.01

MK <Table 5>2| Model1€ Sdf S0 T O)X| Table 6: Regression Analysis
= FRIE AmE Ay, E2HE(EY9c2EEO| TEAIZHI Variable Model1 Model2 Model3

20| O8I HAOIS BHO|3LGCL = Gloz=HE|0
70| fEdt Hsels :-—°jM . =, ClOZHE|0| CHA| Number of Rooms 0.000 0.000 0.000
10| ZOo{ALE "X }2Hst0(B=-0.031, Beta=-0.233), 7} (0.000) (0.000) (0.000)
Zo| 22142 HHO| S7180|(B=2.202E-5, Beta=0.291) Hotel Classification | 0024 0.044 -0.002
SOlE|ACE FHHCRE AHORKEHO| EEAZIO0] 12 2 (0.054) (0.052) (0.055)
T2, BHS 0031742 of2fstm, 7120] 10009 S7kats Hotel Faciliies o oo o
£ HWHE 002371 Bk &2 J170| 52 BES f& S S o
Ste 0|QEE <Table 5>0fMQt 20| 70| Z7ketol wet Room Failies (3006) 0008 (00-%06)
so| 727} 7X|2(=0639), SI0| £OIX|GH(=0.655), 2 0BT 00 | 00
WAIEERF7E WOFK|1(r=0.625), ZMA|ZH|ESRE RO Accessibility '(0012) (0'011) (0'011)
S(=0424) ®AO| 7|9 Hol2t OJMECE w3 HIN , S osaEet ¥ | po0Es | 3183E6"
(Beta=-0.233)1} 7}2{(Beta=0.291)| Betazto ZHE| 71240| Price 0.000) (0.000) 0.000)
YR B o 2 gg2 DX ALz EMEUCH 0.342" 0.394*

C}2O 2 <Table 62| Model32 £ MRH|g2| =X %t MR Rate (0.105) (0.119)
£ 3o duh 24 7H40| JA0M Folgo] =Rl Rf Number of Rooms -0.001
Ch. &, MRH|E2| X0 M2t FZdat 7t40] o o] x MR Rate (0.001)
K g2 Q9|3 XO|7f LMst= Z0| ZOIZ|QUCt. =Lt Hotel Classification -0.509*
THECZE, =AUl HIExMRH|E2| AHlF=7t 29 * MR Rate (0.249)
Z24(B=0.102, Beta=0.207)2 7}X|7| j20f, MRH|&0| =OZ& Hotel Facilities 0.052
2 FINo| B DX 80| BME SIS AU * MR Rate (0.032)
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Figure 2: Moderate Effect on Rate
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