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( Abstract )

Configuration of Premium Mobility Customer's
Experience Using a Critical Incident Technique

Jeong, Hyein*, Hong, Seokpyo**, Chung, Namho

With the recent emergence of smart tourist cities, premium mobility is being considered an important means of
transportation in the tourism. However, there has been insufficient research conducted on the experience of premium mobility
among its users. Accordingly, this study used CIT to analyze the components of the user experience of customers who used
premium mobility. In order to specifically identify the factors that make up the premium mobility experience, 366 cases of
satisfaction and 13 cases of dissatisfaction were collected through a total of 273 online surveys. As a result of the study,
based on the customer's experience using premium mobility, CIT was applied to derive 6 categories and 9 sub-factors that
constitute the perception of premium mobility. In particular, this study is different from existing studies in that convenience
was added as a new category out of the 6 categories, and wide ride comfort and high price were derived as new sub-factors
among the 9 sub-factors. Because of this, it has academic significance. Therefore, if scales suitable for quantitative research
are developed based on the derived constructs, they could be widely applied to various topics related to premium mobility

in the tourism field.

Key words: Premium Mobility, RECSA model, Smart Tourism Cities, Critical Incident Technique, Knowledge management
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