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Fig. 1—1 Conceptual Research Model
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Tab. 3—1. Operational definition of concepts

Concept Survey item
1, The entrance fee and facility prices of
this theme park are proper
2. To visit this theme park is easy
Ez;e . To get information of this theme park
Access 18 easy . . .
4. The traffic condition is easy
5. To get guide book of this theme park
is easy
The employees are courteous
) 2. The employees look clean
Convenience .
of 3. The employees offer quick response
Service 4, The employees solve problems when
asked by customers
5. The employees are easy to get helps
The events are various
. . 2. The events are entertaining
Diversity .
of 3. The events are new and amusing
Events 4, Funny scenes can be seen in the
events
5. Special events are held by seasons
1, The amusement ride facilities are
various
2. The subsidiary facilities are properly
Safety of installed
Facilities 3. The convenience facilities are
properly installed
4. The theaters are properly installed
5. The amusement ride facilities are safe
1. This park is satisfactory for the level
that I expected
Satisfaction 2. The events are satisfactory
of 3. The facilities are satisfactory
Customers . )
4, The services are satisfactory
5. The whole aspect are satisfactory
1, T will visit again due to new
information about festivals
. 2. I will visit this park again
Inte;lftlon 3.1 Will‘recommend this park to my
Revisit acquaintances

. 1 will visit again due to new

information about events
I want to visit this park again willingly

3.3 ZAle] WA

FEol gt
ATk H]U}ﬁrﬁ‘ﬂ] E

i Aol e oA F 31THES e R HEx
AR AAIBIATE AEEARE 20199 11€ 793
1149 14Y71A] o] Fojxlom 221 A= YA vt
23 dBgQl(Macromill Embrain)2 53 AAs}
ATk

4.1 2= ZA| CHARR| QSR 54
AT SHAEY Hulga o8 HHHE A
Table 4-13} o] vepdtt. 7174 1°4421 Hulst
= ‘oM ="7} 1879(59.0%) 0.2 At o448 2}
AeHHa, FHLE 828(25.9%), ‘ALUlFd 31
5(9.8%) o2 L}EME}. SHAE AEg vkt
ol AR R 7152 3-53]'7F 11078(34.7%)
o= 71 A et 1oﬂ ol 969(30.3%),
‘6-83]" 599(18.6%), ‘0-23)" 529(16.4%) <o &

Tab. 4—1. Classification of res pondents’ answers

Ttem Answer Freq. %
Lotte World 82 25,9
Favorite Everland 187 59.0
Theme Seoul Land 31 9.8
Park ete, 17 5.4
Total 317 100.0
0-2 times 52 16.4
3—5 times 110 34.7
st‘]{zzicsy 6-8 times 59 186
over 10 times 96 30.3
Total 317 100.0
Many things to see 78 24,6
New facilities 1.6
Kind employees 0.9
Easy to access 69 21.8
Ree\t/si(;i of Many thins to enjoy 141 445
Clean facilities 2.2
Excellent designs 1.9
ete., 2.5
Total 317 100.0
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Vet $RAE Mg Hnlatart 7 QA
o] BRo ‘=7 A7} BolA' 7} 1417%(44.5%) 0.2
7 worm ‘BATs} w@olA'7} 44.5%(24.6%),
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LFERsT.

4.2 ME|MT} EIE HS
=4 aJEd gk 2FA-E A3 A3 F20)s)
9] 43K Cronbach’s Q)3 ¥

€ NI &5l tiste] AEAdE AT

Tab. 4—2. Results of validity and reliability analyses

Concept Item  Loading Cr(;?;ﬁ;h S
Q09 0.692
Q10 0.820
Fase of Access Q11 0.686 0.809
Q12 0,812
Q13 0,616
Q19 0,818
) Q20 0.755
Conveme‘nce of Q21 0.790 0.892
Service
Q22 0.795
Q23 0,713
Q24 0,791
Diversity of Q2 0.785
Events Q26 0,742 0.857
Q27 0,717
Q28 0.822
Q29 0.669
Safety of Q30 0.763
Facilities Q31 0.725 0.863
Q32 0.693
Q33 0,681
Q39 0.769
. . Q40 0.673
Satisfaction of Q41 0.725 0.904
Customers
Q42 0.629
Q43 0,735
Q44 0.818
Intention of Qd> 0.649
Revisit Q46 0,664 0.876
Q47 0,828
Q48 0,698
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Tab. 4—3. Results of testing hypotheses

Hypo. Path Esti, p Result

H1 1 Access — Satis, 0.134 0.104 Reject
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Tab. 4—4. Results of checking customer
satisfaction’s role as mediating variable
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A Study on Effect of Service Characteristic Factors of Theme
Park on Customer Satisfaction and Revisit Intention

Xiaolei Wang* - Yeonggil Kim** - Jeong Soo Park***

ABSTRACT

This study aims to verify whether service characteristic factors of theme park, consisting of ease of
access, convenience of service, diversity of events and safety of facilities have positive effect on customer
satisfaction and, in turn, customer satisfaction on intention of revisit for customers. We conducted surveys
on 317 customers having experiences of visiting domestic theme parks and obtained the results that three
factors except ease of access have positive effect on customer satisfaction and customer satisfaction on
intention of revisit. As the further analysis, we checked if customer satisfaction has positive moderating
effect on the relationship between four service characteristic factors and intention of revisit. We found
that diversity of events and safety of facilities have full moderating effect and convenience of service
partial moderating effect, while ease of access has not that effect, which offer implication that theme parks
have to make more effort and investments related to diversity of events and safety of facilities to increase
possibility of customer revisit.

Keywords: theme park, service quality, customer satisfaction, intention of revisit
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