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Abstract

Along with destination attributes in the light of competitiveness, it is necessary
to consider different tourists to match tourism typologies and to understand how
destination attributes may influence tourists’” selections. Understanding the unique
and competitive attributes of tourist destinations is crucial to establishing their
markeling strategies to attract tourists successtully. Many scholars have empirically
shown that they have used an importance-performance analysis as a suitable research
tool to identify the characteristics of destination attributes for different types of
tourists. Despite IPA’s strengths, researchers have identified numerous flaws and
Iimitations. Therefore due to its flaws and limitations, revised IPAs have been
carefully considered to investigate how different types of tourists perceive diverse
attributes of the tourist destination using a revised IPA in this study investigated
respondents who have traveled abroad In the present paper, the results of the
empirical study revealed data analysis that practitioners can reflect in market
strategies regarding different types of tourists and their behavior. The research also
proposed theoretical implications that potentially indicate alternative ways to avoid
the flaws and limitations of the original IPA when interpreting data from different
tourist groups.

FH0] : Tourist types, Attributes of tourist destinations,
Importance-performance analysis(IPA)
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I. Introduction

It is becoming increasingly important for tourist destinations to persuade
tourists that they provide competitive benefits that destinations do not have.
Understanding unique and competitive attributes of tourist destinations is crucial
to establish their marketing strategies that attract tourists successfully, especially
when competition from other destinations is severe. Correct identification of
destination attributes provides useful information for practitioners and policy
makers to understand both strong and weak positions of tourist destinations, and
those determinants could be applied effectively to set up marketing strategies
(Enright & Newton, 2004).

A tourist destination and its performance can be measured through the
perception of destination attributes, and attributes could be identified in order to
facilitate market segmentation. There are numerous studies that have analyzed
performances of various types of tourist destination attributes with different
types of tourists. Researchers have investigated attributes of destinations such as
restaurants, hotels, ski resorts, and national parks, etc (Keyt, Yavas & Riecken,
1994, Chu & Choi, 2000; Hudson & Shephard, 1998, Wade & Eagles, 2003). The
study has involved investigating the cross cultural, long-term, and short-term
tourists, who have different motivations and cultural backgrounds. Practitioners
in the tourism industry have also participated in order to understand attributes
for business related purposes such as Enright and Newton's work (2004). In
addition, marketers need to consider tourists’ “needs and tailor the destinations to
meet” (Gretel & Kayhan, 2016, p 18). In other words, it seems that it is not only
important to fully understand the destination and what it has to offer, but also to
learn about different types of visitors and how they perceive attributes of the
destination that may influence their selection of tourism activities. Thus, it is
necessary to investigate all these aspects.

Many scholars have empirically shown that they have used an
importance—performance analysis (Martilla & James, 1977) as a suitable research
tool to identify the characteristics of destination attributes of different types of
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tourists(e.g., Keyt, Yavas & Riecken, 1994, Chu & Choi, 2000; Joppe, Martin &
Waalen, 2001; Wade & Eagles, 2003; Tontini & Silveira, 2007, etc). The objective
of IPA(Importance-Performance Analysis) is to be able to diagnose each different
attribute of destination and interpret data to propose practical suggestions for
management. IPA provides insights into which attributes or areas need to be
focused or improved based on the strengths and weaknesses shown in the study.
Also, IPA is useful because it is simple to use and the results are easy to
interpret and to Incorporate into marketing, so even junior scholars or
practitioners who are not fully familiar with analytical research are able to
conduct and apply IPA to their investigations (Lai & Hitchcock, 2014).

Despite strengths of importance-performance analysis, numerous flaws and
limitations have been identified because of its methodological and conceptual
flaws. Various modifications and extensions have been proposed to enhance
reliability and validity. For instance, the setting of quadrant thresholds has been
an issue in interpreting data (Bacon, 2003). Alternative approaches to divide the
matrix have been proposed but there is no quadrant threshold of IPA that
encompasses all the flaws and that could be applied to research regarding tourist
destination attributes (Lai & Hitchcock, 2014). In addition, careless interpretation
of data on the quadrants of IPA, regardless of its flaws, could create unreliable
information for tourism management. Therefore, it seems that IPA needs to be
more carefully considered, and its flaws acknowledged, when data is interpreted
and applied.

The goal of this research is to identify tourist destination attributes in the light
of competitiveness and to find informative implications from a comparative
analysis of different types of tourists. This will be done by investigating how
different types of tourists perceive diverse attributes of the tourist destination
and will identify the ways in which they perceive the attributes of destinations
when they travel abroad. A revised IPA will be used as an analytic tool to
incorporate tourist behavior and marketing strategies with the goal of

contributing to tourism literature and helping practitioners.
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II. Literature Review

The literature review was intended to provide a conceptual and theoretical
basis upon attributes of tourist destinations, tourist typologies, and Importance -

Performance analysis.

1. Attributes of Tourist Destinations

The success of tourist destinations is influenced by their relative competitive
attributes, therefore tourist destinations have been an important area of interest
among tourism researchers for decades. Ritchie & Crouch (2000) state that
destination attributes can have tremendous ramifications for the tourism industry
and are of considerable interest to practitioners and policy—makers. Scholars
confirm that investigating destination attributes can help both industry and
government to understand areas of strength and weakness in the competitive
positions of tourist destinations and countries. Destination attributes can refer to
a mixture of many different elements that could potentially attract travelers
(Lew, 1987).

There are many factors that affect the decision-making process for tourists.
Attributes such as natural resources, price, accessibility, quality of
accommodation and its service, shopping facilities, and many others are not
enough to be indicated as one group of attributes when it comes to analyzing
and understanding these factors. Many researchers have categorized these
components into different groups with their insight for the purpose of research.
For instance, Pikkemaat (2004) and Lam and Hsu (2006) consider the factors
affecting tourism destination selection to be divided into two groups called push
and pull factors. Push factors refer to psychological factors such as motives,
values, personality social demographic factors, and other such factors. Pull factors
indicate destination related items such as distance, infrastructure, and type of
tourism activities available at the destination. Buhalis categorized destination
attributes with the framework that starts with the letter A: Attractions, such as
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natural attractions, artificial buildings, and special events; Accessihility such as a
transportation system; Amenities such as accommodation and tourist services;
Ancillary services such as banking, telecommunications, and hospitals; and
Activities which refer to all the activities for tourists at the destination (2000).
Kim (2014) proposed factors that are associated with memorable tourism
experiences of tourists are known as MTE (Memorable Tourism Experience). It
1s composed of 14 major dimensions which are infrastructure; cost & value;
accessibility; local culture; physiography & climate; entertainment; environment
management; quality of service; safety & security; hospitality; place attachment;
superstructure; a mix of activities; and special events.

However, comprehensive model of destination attributes that has been
identified or derived by many researchers is the conceptual model of destination
competitiveness (Crouch and Ritchie, 1999). The aim of their research was to
investigate the attributes which determined a destination’s tourism
competitiveness. Crouch and Ritchie began to study the structure of destination
competitiveness in 1992, and developed a conceptual model based on a
destination’s “diamond of national competitiveness” (Porter, 1990). The conceptual
model of Crouch and Ritchie includes 36 destination attributes, each with five
major dimensions: supporting factors & resources; core resources & attractors;
destination management; destination policy, planning & development; qualifying
and amplifying determinants. The model also considers the impact of global
macro—environmental effects and competitive micro—environmental circumstances
that affect the function of tourism in the destination. As suggested, Ritchie and
Crouch’s (1993) models are considered to be the most comprehensive studies in
the literature regarding destination attributes of tourism competitiveness.

In this study, three main categories will be focused on some categories from
Crouch and Ritchie’'s (1999) categories which are core resources factors,

supporting factors, and qualifying & amplifying factors.

2. Types and Characteristics of Tourist
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Understanding tourist characteristics represent an attempt to increase
knowledge of consumer behavior in tourism. To attempt developing great
strategies to attract consumers in tourism, identifying tourist types that could be
considered classification or clustering seems beneficial. Tourist typology
information allows managers to address different characteristics such as
motivations, attitudes, and impacts of tourist types, and to understand which
types of tourists are most likely to be found in tourism areas. (Duffus &
Dearden, 1990; Smith & Smale, 1980; Diamantis, 1998). In fact, in terms of
market segmentation, scholars have studied the understanding of tourist
characteristics (e.g., Cohen, 1972; Plog, 1994). Cohen’s and Plog’s (1974) typology
were widely cited in the literature. They classified tourists on only psychographic
aspect: dividing people into two categories such as psychocentric type and
allocentric type but as time goes by these categories were developed in othere
areas containing different concepts associated with consumer characteristics
which existed and were developed in tourism contexts such as ego involvement,
family decision-making, and sensation seeking (e.g., Sung, Morrison, Hong &
O'Leary, 2001; Lepp & Gibson, 2003).

Despite various different named or concepted tourist types, it is evident that
large numbers of tourist role researches have been influenced by Cohen's (1972)
novelty based model. There have been a number of scholars who have sought to
build upon his typologies in terms of developing and supporting his work with
quantitative methods that are measurable tools. For instance, Yiannakis & Gibson
(1992) developed their Travel Role Preference Questionnaire (TRPQ) with good
reliability and validity tests (Dimanche & Havitz, 1995) and reported 13 distinct
tourist roles. Later, Mo, Howard, and Havitz's (1993) International Tourism Role
(ITR) was designed to capture the degree of novelty and familiarity of
international pleasure travelers as proposed by Cohen’s typologies. Unlike Cohen’s
four  typologies, ITR  scale represents three  dimensions.  The
"Destination-Orientated Dimension” and "Travel Services Dimension” and "Social

Contact Dimension”.

3. IPA for Identifying Attributes of Tourist Destinations
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Martilla & James (1977) originally presented the importance—performance
analysis (IPA) based on automotive service attributes for marketing purposes.
Using IPA is available for both consumers when they perceive the importance of
the product before using the product and after the determined results of the
performance of the product in terms of the marketing strategy. The IPA is the
tool that combines the measures of customer’'s perceived importance and
performance into a two-dimensional plot to interpret and analyze data in its
framework (Martilla & James, 1977).

IPA has been a popular research tool among researchers because of its
simplicity and it has been applied to different areas of service industries. The
key objective of IPA is to “Acilitate identification of attributes for which given
their importance, the product or service underperforms or over performs’”
(Abalo et al., 2007, p 155) in order to develop effective marketing strategies. In
the tourism and hospitality industry, scholars have used this graphical tool to
identify judgment of importance and performance of attributes in its service or
product in a variety of forms of businesses such as restaurants, hotels, exhibition
centers, recreational centers, and specific tourist destinations. For instance, Keyt,
Yavas and Riecken (1994) have identified attributes of a restaurant in customer’s
selection by visitors from residents in the USA. Ziegler, Dearden and Rollins
(2012) have used IPA to assess the success of the shark tour in Mexico and to
understand satisfaction by estimating related attributes in its service. <Table 1>
shows previous studies that have applied IPA in tourism. Some researchers
(e.g., Chu & Choi, 2000, Dwyer et al, 2012, Oh 2001) have noted the flaw that the
precise definition of the term ’'importance’ has not been conceptualized and
defined in IPA. For instance, 'importance’ is often interchangeably used with
'expectations’ and it appears that it needs to be distinguished between two
concepts ‘Tmportance’ and ‘performance’: importance as a desired outcome and
performance as tolerated outcome. Also “interpretation of points near to the
discriminating thresholds” (Sever, 2015) is ambiguous. Also Lack of reliability
and validity in IPA has often been a concern of scholars (e.g., Crompton &
Duray, 1985; Oh, 2001; Azzopardi & Nash, 2013; Lee, Choi, & Breiter, 2013; Sever,
2015). According to Azzorpardi & Nash (2013), there are only a few studies

investigating validity and reliability issues, and many
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(Table 1) IPAs used in Torism & Hospitality Industry

Researcher Sector Brief Summary
IPA was applied to estimate the 10
Keyt, Yavas . .
. Restaurant attributes of choosing a restaurant by
& Riecken visitors to a restaurant in the USA.
(1994) '
Researchers examined business and leisure
Chu & Choi Hotels travelers’ perceived importance and the
(2000) performance of six hotels in Hong Kong.
Joppe, Martin IPA was used to examine Toronto visitors'
& Waalen Destination perception of products and services in
(2001) Toronto as a tourist destination.
Researchers assessed the importance and
Zhang & . , .
Tour guides  performance of Hong Kong's tour guides
Chow rceived by mainland Chinese visitors
(2004) pe v '
Corréa, . L. .
Tontini Food service The attributes of a pizzeria in Brazil have
. been evaluated with IPA.
& Silveira
(2007)
The Kano model and IPA were used to
Deng Hot spring hotel identify critical service quality attributes
(2008) for a hot spring hotel.
. IPA was used in Mexico to evaluate the
Ziegler, . . ..
satisfaction of participants on a whale
Dearden & Tour .
. shark tour program, and in order to assess
Rollins its success.
(2012) '
Researchers used IPA to identify attendees’
Lee, Choi, &  Convention needs and priorities related to service when
Breiter center attending an exhibition at a convention
(2013) center.
. IPA was used to investigate the tourists’
Disastra, L . . . . .
. Destination  satisfaction for one of tourist attractions in
Hanifa & Ind .
. ndonesia.
Sastika (2018)
IPA was used to applied to investigate the
Jin & Park Destination attﬁbltltes of @rﬂ tourism and conjoint
analysis was integrated to analyze those
(2019) .
attributes.
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empirical approaches regarding these issues have been slightly ignored. The
cross point of Importance and Performance mapping from Martilla & James
(1977) has been changed by numerous scholars. Yet, this doesn't necessarily
mean that the original I-P mapping is invalid or critically flawed. Unlike the
original IPA, scholars have changed the I-P mapping in accordance with their
own insights and judgment (Lai & Hitchcock, 2015).

In summary, IPA is effective and simple tool for scholars and practitioners in
order to consider marketing strategy. Although its efficiency and strength,
various shortcomings have been identified by numerous scholars since the
original IPA form Martilla and James (1977). Shortcomings or controversies of
IPA could be referred such as the position of the axis determining the quadrants
and its interpretation; the conceptual issues; methodological or measurement
1ssues etc. Scholars have been used diverse ways of IPA with their own insights
according to previous researches and implemented different mythological ways

and interpretation by their academic or marketing strategic purposes.

III. Methods

1. Questionnaire Deigns and Data Collection

The questionnaire was designed for anyone who has traveled abroad for
vacation in the most recent years (in the last five years at least), except for
teenagers because it seemed very limited to have teenager as respondents for the
study, due to their limitation to travel abroad and considering their
circumstances. In terms of setting up the scales for the questionnaires,
accordingly with other previous studies regarding ITR studies (e.g., Mo et al,
1993; Keng & Cheng, 1999), questionnaire’s scales were applied with a 7-point
likert scale in this study. A 7-point likert scale was applied for IP questionnaires
as well according to high reliability. One of market research firms in South
Korea conducted a convenience online-sampling using the panels in their
database and they collected about 400 participants for a week from 17th October
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2016 for the data collection. All participants were rewarded online points by the
firms that can be exchanged with an e-coupons for franchised restaurants and
coffee shops. A total of 425 surveys were returned and a total of 344 finalized
sample have been used for the analysis after reduction of samples that were not
valid. The descriptive table of the demographic data is shown in <Table 2>.

(Table 2) Demographic Characteristics of Respondents (n=344)

Per Per
(%) (%)
Gender Occupation
Female 149 433 Student 34 99
Male 195 567 Management 27 78
Age Administrative support 32 9.3
20-29 R 267 Government/Military 15 44
30-39 68 198 Professional and related 81 235
40-49 71 206 Sales and related 14 41
50 or older 113 328 Construction and related 15 44
Marital Status Transportation 2 6
Single 132 384 Farming/fishing/forestry 3 9
Married 209 608 Maintenance/repair 4 12
Others:__ - ) - - Production 5 15
Education Service/Hospitality % 13
High school graduated 44 128 Housewife 17 49
2-year college student/graduated 67 195 Self-employed 27 78
University student/graduated 183 532 Free lance 18 52
Graduate school student/graduated 50 145 Retired/ 4 1.2
Others :_ N/A_) 21 61

2. Scope and Methods of the Study

Firstly, segmenting tourists into different tourist types has been conducted
with the finalized ITR scale after reviewing previous studies. ITR scale,
originally developed by Mo, Howard, and Havitz (1993), is based on Cohen’s
tourist typologies (1972). In this study, adapted ITR scale from both Mo et al.,
(1993) and Jiang, Havitz and OBrien (2000) will be used because of its
successful validity test eliminating scales that are vague for respondents to
response questionnaires. The collected data will go through EFA (Exploratory
factor analysis) for reliability and validity of the scale. Segmenting tourists into

three different tourist types Environment(destination) - Orientated Dimension,
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Independent Tourist Dimension and Social Contact Dimension have been

conducted through distribution of the highest mean values for each extracted
factor group.

Secondly, large numbers of destination attributes based on the conceptual
model of destination competitiveness by Crouch & Ritchie (2003) in tourism
literature. Couch and Ritchie are pioneering scholars in conceptualizing
destination attributes in the literature and many scholars have been influenced
by the model but in this study attributes has been reviewed from previous
studies and 45 finalized attributes will be used.

Thirdly, finalized attributes will be analyzed by IPA by each different tourist
groups. In this study, a revised IPA will be conducted after reviewing data and
considering issues of IPA in its methodological issues and conceptual issues.
The revised IPA model is derived from previous researches (Abalo, Varela, and
Rial, 2006; Abalo, Varela, and Manzano, 2007, Vavra, 1997) in this paper. As
shown in the <Fig 1>, it has the same four quadrants as the original IPA model
(Matilla & James, 1977) but the 45 degree diagonal line to separate quadrants
between ‘importance’ and ‘performance’ on the graph is identically different with
the original one. The IPA grid in <Fig 1> is derived from multiple scholars
(e.g., Abalo, Varela, and Rial, 2006; Abalo, Varela, and Manzano, 2007; Vavra,
1997, Lai & Hitchcock. 2015)

(Fig. 1> The Revised IPA Grid in this Study

Excitement
- Excitement (High)
=t
E -
z Performandce
= {Important)
Y
E Excitement
E {Laow)
E Basie

Performance
{ Unirnportamt )

Explicit Importance
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The diagonal line shows a more enlarged space for ‘concentrate here’ quadrant
among the other three quadrants which propose that more attributes need to be
considered as important and need to be improved. Moreover, the diagonal line
could be practical information for practitioners and researchers to interpret
depending on various research purposes than the little rigid information from the
original IPA grid.

IV. Results

1. Factor Analysis for ITR (International Travel Role)

As shown in <Table 3>, a total of 14 items for dividing tourist types were
submitted by exploratory factor analysis with Promax of factor loadings without
any missing values. Factor loadings were extracted with Promax rotation
assuming correlations with the principal components method and factor loadings
are based on Eigenvalues that are greater than 1. There were no correlations that
exceeds .32, thus it would be adequate to use the Promax method (Tabachinick
& Fidell, 2007). In terms of internal consistency and reliability of the scales,
Cronbach’s alphas of items seem relatively acceptable (>0.6) and the KMO
(0.802) seem suitable for sampling adequacy and show that the data is suited for
the factor analysis. As seen in the divided factors, we named three factors with
tourist types such as social interaction, destination oriented and independent

tourist.

2. Revised IPA(Diagonal Line Model) of Tourist Types

Three types of tourist types have been analyzed through revised IPA II in this
study. The importance rate and performance rates were extracted by mean
values of each attributes of ’'importance’ as ‘explicit importance’ and the
standardized regression coefficient of each attributes of ‘performance’ as ‘implicit
important’ (Vavra, 1997) for the IPA graph. The quadrants are a revised four
quadrant which diagonal line is applied to, and its interpretation has been applied
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from Vavra (1997)’s idea that is adopted from Kano. Thus, environmental,
independent and social contact tourist types have been analyzed with a revised
IPA with using values of explicit importance (Means of importance rates) and

Implicit Importance (Standardized regression coefficient of performance rates).

(Table 3) The Result of Factor Analysis on the Modified Items of

ITR(n=344)
Factor loadings
Factor Item FL k2
Communality
Personal contact with local people 830 076 019 104
FL: Making friends with local people 814 -033 -07 636
Social Sharing their way the people live (i.e., shelter, food,
interaction customs) 788 —012 02 613
~dimension Engaging with different people 680 050 -.12 43
Culture is different from mine 641 086 08 455
Sharing their way the people live (i.e., shelter, food, 60 064 19 48
customs)
Same tourism infrastructure =02 798 0H4 616
F2: Similar restaurants 071 782 -0 648
Environment- Same transportation system -2 764 0 565
orientated Well-developed country -0l 74 074 553
dimension Priority of familiarity -05 739 -13 610
E3: No tour guided -0l 066 862 718
Independent Complete care of from travel agencies® 049 -239 -7 630
tounSF*dlmens No major arrangements with travel agencies 061 159 .69 497
ion

% of Cumulative Variance 255 221 111

9% of Total Variance 255 476 587

Eigenvalue 357 309 155

® Reverse coded Trom the original study
a. The statements were renumbered.
*Method: Principal components

*Based on Eigenvalues greater than 1

* Rotation method: Promax.

x KMO= 802

*Bartlett's x2=1632.004, df=91, p<.001
*Cronbach’s a of scales= .675

For example, the importance-performance matrix and the mean of the visitors’
satisfaction rating were calculated. Attributes importance was measure using a
multiple regressions analysis with overall satisfaction as the dependent variable
and attribute performance as the independent variables. The quadrants have been
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divided by mean value of values in x-axis and y-axis. As shown on <Table 4>,
the distribution of attributes varies though the data.

(Table 4) The Result of Measures from the Revised IPA for Tourist

Groups
ENV INDE SOCI ENV  INDE S50CI ENV INDE S50l
Mean § Mean [} Mean P Mean p Mean | Mean p Mean p Mecan f Mean [
(ET) (IT) (EI) (11} (EI) (IT) (EL) (1) (EI) (IT) (ED) {I1) (EI) (I} (EI} (I1) (EI) (II)
1. - 16. . — - 3L - = .
k] 247 5t . 2 29 . 70 047 5.12 .00 316, 50 3402 .
Public Services 543 142 423 150 494 126 Vistal aesthetics 9 .001 470 047 512 005 Home page 3.16 011 450 .001 502 0060
2 7 7
T 576 039 477 014 555 027 b 327 010 470 004 524 002 i 334 .00 467 006 5.18 024
Sanitation Natural Reserves Online comer
3
i3
Telecommunication  5.55 050 4.60 039 510 009 !_H' 467 .04% 447 027 4.76 .000 51K 003 437 007 485 .49
Museums Tax sysiem
Svstem
Public ;;:udit;cs 3.32.029 470 023 470 030 | o Traditions +93 014 457042 534 .093 F“_h:]:;u e 338 (088 473 067 5.26 010

s 2 5.
=3 550001 443 021 494 018 20 477 081 440 016 5.08 028 ’ 3% 373 046 490 032 554 053
Smart environment Archilec Price of accommodations
fi. s il - 36, Price of g o i,
5 4.57 081 540 .15 e 98 .37 076 5.12 . % i 33 541
Eittey Permits 5.68 066 457 081 540 150 Historical 4.98 066 4.37 076 5.12 .093 fa&d 567 .015 5.10 033 541 009
7.
7 _ 5.56 018 473 036 525 066 .'jj' 4.39 043 380 048 463 068 Price of trans (o the 359 043 493 008 544 M6
Visa requirements Rec & spo act g
destination
8 3. 18
Transport 1o the 573 081 473 069 528 030 A van of tourism 4.54 058 4.03 036 4.79 055 e 346 032 450 001 531 014
Price of local transport
destination programs
Q, 2. 3!
v ; 5.54 .000 463 007 5.25 019 4 4.66 072 423 062 4.46 .020 . ¥, ) 608 031 490 043 576 043
Route Connections Entertain Natural disasters
25

10. Friendly'welcommg  5.50 069 427 031 514 013 5100017 453 016 3.24 006 40. Crime rate 6.29 002 520 001 6.06 040

Night life

11. 1 26. 41

Chshinaasaion 545017 4.60 .042 510 001 Qual of sccomid 3.62 .084 493 011531 .089 ik of taerbiias 6.36 044 523 03% 6.14 .113
12. 27 12
Local tounsm 547 .009 4.60 035 517 076 e 5.69 074 487 003 346 045 o 6.25 100 550 033 6.02 .026
: Qual of food Prevalence of diseases
anforrmation
13 2. 4
% 537 020 473 064 509 020 Qual of local  3.57 030 470 058 5.21 .027 % 509 056 430 040 475 089

Signuge/sign Travel time/Distance
g transporiation
29,

14 c c = : . - M4 : it e
3.073 467 056 53 3 g S0 3 3469 .02 . 310 055 450 L7305
vl ssturel Landscapé 543 073 467 056 531 045 ?‘E:::T’Pl:?: 5.09 007 430 033 460 .029 Locstion itself 3.10 055 450 061 475 050
e
13 e =& 0. = 45 F 2x
568 019 4.33 017 336 004 ; 5.26 055 433 039 483 .04 498 028 440 069 478 053
Climate Tourist guidance Proximity to other

Total Mean

L
i
&

D 41 462 039 518 (42

ENV: Environment-oriented tounst type  INDE: Independent tounst type  SOCL: Socaal contact tourist type

1) Environment-oriented type

As shown in <Fig. 2>, the ‘Excitement quadrant on the graph from data
collected from environment-orientated tourist are composed of - cultural and
historical sites (21); museums and galleries (18); recreation and activities (22); a
variety of tour programs (23); entertainment (24); efficacy of tourist guidance and
information (30); travel time/distance (43); location itself (44). To sum up,
although these attributes are relatively unimportant ‘explicitly’ for
destination-oriented tourist types, they would still be attracted by the destination
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if the destination is full with attributes such as richness of culture and historical

attractions.

(Fig. 2) Environment-oriented Tourist Type
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At the same time, if tourism infrastructure is more competitive than other
destinations that provide a variety of activities they can enjoy or participate in,
such as recreation or sports activities, as well as a variety of tour programs, it
will be a great surprise for visitors. Also, if the destination were relatively near
and easy to enter compared to other destinations for tourists in its selection, it
would possibly be advantageous to attract tourists as well. However, if we look
at the detailed quadrant of the ‘excitement’ section, there are more of implicitly
mmportant attributes that needed to be improved. Accessibility such as entry
permits (6), transport to the destination (8), and the more of tourism
infrastructure attributes (27) refers to relatively high or average attributes in this
quadrant.

As  Cohen (1972) described, a behavior by

familiar ~ seeking
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environmental-oriented tourists could be indicated as ‘organized mass tourist.
Cohen (1972) also shows that this group seemed to feel that the infrastructure of
the destination, security or safety of the destination and the cost (see quadrant
IV) are relatively more important than the other attributes for them when travel
which indicates that they specifically care the ‘environment’ of the destination.
The "important” quadrant (II) shows that the prevalence of disease and
probability of terrorism are important both implicitly and explicitly, along with
infrastructure and cost/value attributes located in quadrant (IV). Attributes in
quadrant (IT) need to be looked at as carefully as if these attributes were able to
be fulfilled for visitors. Quadrant (III) show some important and relatively less
important attributes that are interchangeable, such as shopping facilities (29),
night life (25), online commercial and booking services (32), signage/signposts
(13) tax system (33), etc. These attributes might be unimportant but the
practitioners would need to look at some of the attributes, such as 25 (Night life),
13 (signage/sign post) and 32 (online commercial and booking services) because
these are very close to the other quadrants. This means they need to be
considered so they can be "important” in terms of the "basic” or the "excitement”

factor for tourists.

2) Independent tourist type

As shown in <Fig. 3>, located attributes on the ‘excitement’ quadrant shows
some coincided attributes (e.g., 21,22,23,24,30,43,44) with the destination—oriented
group but 30 (efficacy of tourist guidance and information of the destination) and
43 (the location itself) are relatively low in its explicit importance and implicit
importance level than the other attributes in this quadrant. Attribute 30 (ease of
tour guidance and information of the destination) in this location is closed to an
“unimportant performance’ quadrant at the same time which refers that
independent tourists tend to be less dependent on information provided from the
destination, which possibly could be travel agencies or tourist information places
over an destination-oriented type.

Interpreting some of the attributes from the quadrant (1,3,6,11,12,19,45) show
that since independent tourists tend to move independently and prepare routes for

their trip, they do not take some of these attributes, such as telecommunication
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(3), communication (11), and local tourism information (12) less important, but
satisfaction wise, when it comes to consider implicit importance, these attributes
contributed to their satisfaction of the destination when they travel. It is
interesting to look at these attributes in its analysis of this type of tourist. (1)
Public services at the destination, such as emergency medical service or post
office service, seem to attribute to the performance of the destination. It shows
the highest implicit-importance level among other attributes. This might be
mportant for independent tourists or social contact tourist types because they
would need to encounter the situation to have public service while they are
traveling independently. The group attribute (8,13,14,2834) in the Excitement (I-1)
quadrant shows relatively average implicit importance, but these attributes would
be quite important to consider to improve and focus on when we think
satisfaction. Considering their independent pattern or tendencies when they travel,
it is possible to assume that the quality of local transportation (14) and
signage/sign posts (13) would play an important role. Shopping facilities and its
variety (29) and friendly people (10) are attributes that are located in unimportant
performance quadrant but they very near from the excitement quadrant so they
might be candidates to be improved.

Quadrant (II) seems quite ordinary, but what is interesting is that the located
attributes here show that independent tourists take into consideration the number
of the safety and security attributes (39,41,42) more than destination-oriented
tourists. This type of tourists might be concerned with safety and security issues
since they tend to travel independently. Quadrant (III) indicates that architectural
features (20) and the night life (25) and price of local transportation (38) are
relatively unimportant both implicitly and explicitly. It is quite an unexpected
result that independent tourists don’t consider the price of local transportation
less important even though they will have to make some arrangements of their
own without preplanned purchases from travel agencies. The tax system is also

not a big issue for them to think about.
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(Fig. 3) Independent Tourist Type
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Anyway, some of the attributes, such as smart environment (5), museums
and galleries (18), and sanitation (2) are very close to the Excitement quadrant
(I-ii) which refers to the smart environment and online homepage. The quadrant
(IV) shows mostly infrastructure (sanitation, public facilities), accessibility (visa
requirements, route connections), cost/value (price of F & D, price of
transportation to the destination), and tourism infrastructure (quality of F & D,
accommodation, ease of online commercial and booking services). These
attributes are the basic attributes for the independent tourist and can be essential
attributes that they expect from their destination when they plan to travel and
are traveling. One of the safety & security attributes, crime rate, is relatively and
explicitly high among the other attributes in the quadrant, which indicates that
the crime rate of the destination affects the movement of independent tourists.

3) Social-contact tourist type

Like the other two tourist types, historical and cultural sites (21), recreation &

activities (22), a variety of tour programs (23), travel time/distance to the
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destination (43) and location itself (44) create "excitement” (quadrant I) factors
that need to be improved if possible. As shown in <Fig. 4>, other attributes,
such as public services (1) and public facilities (4), are explicitly unimportant but
they could increase attraction for this type of tourist if included in the
destination. Mostly, tourists in this group don't seem to perceive attributes
related to infrastructure and tourism infrastructure of the destination as less
mmportant. Perhaps this result indicates that when infrastructure and the cultural
and historical richness and a variety of activities are offered in the destination,
social contact tourists don't perceive the level of attributes as explicitly
important. Social contact tourists refer to "drifter” types of tourists (Cohen, 1972)
who tend to socialize with local people and fully accept the local way of life, so
it might be relatively unimportant to them to find "perfect” infrastructure and
tourism infrastructure the destination offers.

In addition, the tax system (33), tourist guidance and information (30), and
ease-of-location tourism information (21) are unimportant for them. Even so,
these attributes could be candidates for improvement to increase satisfaction
level. Two other detailed concentrate quadrants (I-i) and (I-ii) show some
relatively high explicit importance and low explicit importance rates. For
instance, local tradition (19), entry permit (6) and quality of accommodation (26)
are highly perceived at the implicit importance level and close to average explicit
level, so they could be prior candidates to be improved, more so than
Entertainment (24) and shopping facilities (29).

On the quadrant II, transport to the destination (8), overall nature of the
landscape (14), quality of food including its variety (27) and price of
accommodation (35) are located both implicitly and explicitly important and
probability of terrorism (41) was rated as the highest level of both important
concepts for social contact tourists. It is not very surprising to see the location
of safety and security attributes in this quadrant when thinking of their
tendency to explore the destination by socializing with local people and
experiencing the full potential of a ‘localized trip. It will be very important for
them to use concern because it is probable that terrorism may be targeted at a

local area, including tourist attractions.
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(Fig. 4) Social-contact Tourist Type
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Many attributes in quadrant III are relatively close to quadrant IV, the “basic’.
For instance, friendly welcoming people (10), online commercial and booking
service (32) and visual aesthetics (16) of the destination are very close to the
essential attributes that this type of tourists are thinking of. The online
homepage of tourist attritions (32) is not that important to them, but a smart
environment (5), museums and galleries (18), and architectural features (20) in
this quadrant are quite close to quadrant I, so practitioners would pay attention
to these attributes and consider them “Excitement” factors. It's likely quadrant
I and quadrant IV also show some attributes are relatively close to each other;
quality of local transportation (28), night life (25), and natural reserves (17).
Prevalence of outbreak of diseases (42), crime rate (40), and sanitation were the
highly essential attributes. Along with these attributes, pretty much similar

attributes were located in the previous two tourist types.
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V. Conclusion

The research focused on a prioritization of looks into how different types of
tourists perceive each attribute of the tourist destination with Revised IPA as a
graphical tool to identify judgments of important attributes for each group in
their trip. The results of the data analysis indicates:

First, In a Revised IPA, more diverse and scattered data was located in four
quadrants with good balance. It doesn’t necessarily underestimate the original
IPA. The research just points out that the practitioners would have to be aware
of various IPA approaches and consider them when it comes to apply this
analysis for tourism attributes investigation. In addition, A data centered
approach for setting up the quadrant was useful, especially when there were not
dramatic outliers that caused a hreak of the balance in the center of the data.

Second, the results of tourist typologies that has been conducted by factor
analysis in this study show similar results with previous empirical researches
that are derived from Cohen’s (1972) tourist typologies. They are social
interaction, destination oriented, and independent tourist types; the fourth
typology “explorer” from Cohen’s (1972) typologies has not been identified in this
study. However, social interaction types are the tourist groups that would like to
experience social contact with the locals of the destination. They are not only
open to engage with local people, but also tend to share the way of the locals in
the destination and they may stop and stay in the destination longer than they
have planned, which is not an ordinary way of travel. The destination—oriented
type indicates in this study that they are pretty much in an environment bubble
of their home country when considering safety and security and tend to avoid the
novelty of the destination. It doesn't necessarily mean they are against
experiencing the novelty. It could simply be understood that their biggest concern
or priority is a similar environment of where they are from. The last type is an
independent tourist and this tourist type shows ‘control.” They prefer traveling
without any arrangement or help from institutionalized travel agencies or tour
guides. In the previous research (Jiang et al, 2000, Mo et al, 1993), this
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independent tourist group isn't necessarily against making arrangements from
travel agencies. They use travel agencies but they would rather control some
routes of the trip by their own. In this study, any dimensions that indicate
arrangement from travel agencies or tour guides has not been applied because of
low factor lodging values, thus respondents in this group show relatively more
independent aspects from the results of previous studies.

Third, the most commonly located attributes in the excitement quadrant for
all three tourist types are: Historical/cultural sites, recreation & sports activities,
a diverse tour programs, entertainment, efficacy of tourist guidance and
information of the destination, travel time/distance, the location itself, and
proximity to other destinations. In other words, satisfaction may affect tourists
regardless of types if the destination is full of rich culture and offers diverse
activities tourists can join and participate in. The location and attributes are
associated with accessibility to the destination and would affect them in
decision-making if fulfilled for tourists.

Finally, the most commonly located attributes in the important performance
quadrant for all tourist types are mostly tourism infrastructure, cost & value, and
safety & security. The pattern or tendency of travel did not affect any of these
attributes located in somewhere not important. Among all three groups, the
destination-oriented group and the social interact group perceive these attributes
with higher levels than the independent group. On the other hands, the
independent group doesn't seem to consider much about night life, online
homepage of tourist attractions, tax rates, and price of location transportation as
much as the other two groups. It is interesting that this group of tourists is
concerned more with diverse attributes that are important in their satisfaction
when traveling. In other words, they might be more complicated and sensitive
than the other tourist groups.

However, practical implications of this study may relate to identify crucial
impact of tourism destination attributes and they can be expanded to the market
segmentation for different types of tourist. Especially, categorizing of different
types of tourists with detailed characteristics might refer to their preferences or
travel patterns as well. For instance, environmental-oriented type is known for

mnsecure and conservative facing differences when they travel aborad but this
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does not mean they are stuck in the environment bubble. The result of this study

shows that a variety of tourism programs, museums and galleries, recreation and

sports activities, architectural features, historical and cultural sites affect the
positive perception of satisfaction in this tourist group.

Practitioners also can pay attention to some of common and important
attributes such as local tradition, wifi quality and safety & security related
elements were crucial for tourists regardless of tourism typologies.

Several limitations are associated with this study. Although categorized
tourist types have been applied, the demographic elements should have been
considered for each tourist groups with detailed characteristics. Due to the
limited IPA application of the study, other revised IPAs would have to be
considered in future studies. Since there is no absolutely perfect IPA and it can
be flexible in its measure, mapping, and use of revised quadrants with insightful
consideration from the researcher depending on the research, future studies
should consider approaching this task in multiple ways. Second, to point out
more specific perceptions on the attributes of each tourist type, a following
specific tourist destination should also be considered to contribute to the
marketing strategies. Finally, it might be informative to look into one specific
tourist type and develop more characteristics for that type. Then the IPA of that

specific tourist destination or type of tour can be examined.
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A Study on the Determinants of Coffee Shop Selection
Attributes on Brand Selection

A

Nam, Dae-Hyeon - Lee, Hee-Chan

Abstract

IIn this study, a factor analysis was performed by estimating the preferences
prefarred by users among the selection attributes of the top 5 coffee brands with high
sales, and taking into account the customer’s visit selection factars. The purpose and
research method of this study are as follows. First, as the trend of coffee shops
changes rapidly, as part of understanding the determinants of customers visiting a
specific coffee shop we would like to find out what customers consider when
choosing a brand coffee shop through the visit selection attribute Second let’s
examine the demographic and group-specific differences in coffee shop brand selection
by identifying the selection attribute factors of the top five coffee shop brands with
high sales (Starbucks, Twosome Place, Idiya, Coffee Bean, and Baek Dabang). A need
arises and we want to know why. Third MNL (Multi-Selection Model) was
established to study brand selection attributes and customer brand selection factors
through coffee shop brand factor analysis. Starbucks is preferred by women, and the
higher the number or time of use the higher the preference for white color appears.
Twosome Place is popular with married people for other purposes, and it is popular,
and you can side-go. Idiya is characterized by showing a negative influence
relationship in both pure purpose visits and number of uses. Coffee Bean is an
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example of a survey that is preferred by women and married people This study aims
to study the influence of the selection attribute of the top five brands to be suitable
for domestic brand selection, and to prepare for the predicted future behavior of coffee
shop customers and use the economic effect to increase demand It will be used as a
basis for marketing fto increase the demand for coffee shop selection through

Information provision.

FH0] : Coffee shop, Select attribute, Select Brand, Determinants,
Franchise, Marketing
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A9HED s 2=
2917

sy | mgEeels o|c]e} ML wchy

Au)2=Fd | 0.100(1.932) -0.302(-1.288) | -0.180(-1.793)% | -0.426(-1.394) | -0.185(~2.334)=

A | 0265(2565) % | 0.123(1.784)* 0.085(0.419) 0.128(0.451) 0.363(1.514)

W FoheRd | -0.146(-1.786)= | 0.319(1.935)+= | -0.037(-0.180) 0.503(1.788)= -0.166(-0.713)

AR F4 -0287(-1.468) | -0.383(-1.76D)=* | -0.197(-1910)* | -0.272(-0912) | -0.457(-1.824)

A8 | 013130757 0.303(1.476) 0.167(0.869) 0.453(1.722)% -0.182(-0.803)

Hai= 0.289(1.695)+ 0.078(0.387) 0.110(0.575) 0.214(0.743) -0.239(-1.074)

34 -0.503(-2.067)x* 0.306(0.670) 0.550(1.251) -0.606(-1.989)== | 0.998(1.927)*
Ago] R 0.002(1.235) 0.082(2.020)x 0.000(0.279) 1.273(2.345)x 0.006(0.328)
A -0.221(-0.313) -0.983(-1.298) -0.462(-0.621) -0411(-0.399) | -1.442(-1.835)*
A4 0.001(1.697)* 0.001(1.546) -.000(-0.025) 0.001(0.802) 0.001(1.015)
TFEAYE| -0601(-1.394) | -1.024(-1.837)* | ~1.172(-2.333)%* | -0.797(-1.018) -0.840(-1.463)
ZIEHE AN | 1.245(1767) | 1.829(2.138)+x | -0.819(-0997) | -1.457(-1.099) | -1677(-1.329)
o] g3l 0.035(1.943)# | -0.075(~2.842)#3 | -0.085(-3.393)*+x|  -0.021(-0.621) 0.070(2.285)
o] Ak 0.003(1.998) 0.010(1.805)= -0.006(-1.005) 0.007(0.920) -0.013(-1.806)*
 Log likelihood function: ~772.172 Restricted log likelihood : -851.699
Chi squared : 159.0542 Number of observations : 635

Pseudo R-squared : .0934
#p<0.1, ##p<0.05, *#+p<0.01
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The Influence of Restaurant Information Quality Characteristics
of Social Media on Trust, WOM and Purchase Intention

—_ o * %
ez - R

(L

Kim, Tae-Hoon - Chong, Yu-Kyeong

Abstract

This study investigated how the quality of restaurant information through social
media affects consumers’ trust, spread through WOM and purchase intention. An
an/Offline survey was conducted for consumers who had access to restaurant
Information through social media, and the final 370 copies were used for empirical
analysis. Statistical packages of SPSS 20.0 and AMOS 20.0 were used and the
study hypothesis was verified by applying a structural equation model. In the
relationship between trust on information quality of social media, accuracy,
timeliness, and ease of search had a positive effect, while ease of understanding
economy, and interactivity did not affect trust. In addition, it was found that trust
has an effect on the spread of WOM and purchase intentions of food service
consumers. The results of this study were able to recognize the importance of
continuous expansion of marketing strategies using social media for restaurant
consumers, and confirmed the positive effects of social media in the promotional

Strategies of restaurants.

FH0{ : 24 0|CI0{(Social Media), EZ& (Information Quality),
ME|(Reliability), T8 &M (Word-of-Mouth Diffusion),

) H]*—EH st ekl A A9 AF, e-mail: tachun0218@hanmail.net
T (@AAA) AFUEt e sEHg EHE} QA AAAF WS, e-mail: yvkchong@sejong.ackr
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, QIEIYlS] U Fs), AntEE,
5 ofe HYe 5% &8sl
el ZR=E FA A=E = = YyAE &H] 7]E(consumer technology)e] &
2 B3 A4 vlgoles d& F45H ARES a2 w7 Joke] 4%
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o WANE AFEES] 383 gudor nroig el sid B Hparticipation)

el ez Hezt Frlso] FE FHE 2o Felx F2H ARgel Fulo] gla(openness)

s} Zelxrt diF oz HFoA FEEE W &4 vt AWedS H(conversation)
AFUE | w2A AFUEE #E5 ARTUER stedg 352 At gl o]oF] $Hcommunity)

a4 theket nitiolo] x3tolut HAE B3l AZA AellA A (connectedness)

ZA FKI ZAF 79 (2006)



o8 AHFAdAT / ABA Als

fol

T 0T HEA B o 2 AHE e Aol dsitHHEAL 2010, 249), 2008).
wehd &4 ol ofn] 7]&] exzalele A o] YA i FAALL ]
523 o] 8] BEAE SollA ZRl=TF YA = gHjol7] mEel 71&

migofel] vle) o AlFshe el itk

2. &4 mlto]e] HREAEA]

% B 3EA (information quality)2 B X Al2Elo] o8 2t&=H FH} g A]xE]
o] AlFsthe Tz FHo| 2t 7HX9] =g onjdth 53] &4 mt o] Aol
THe B4R FAL gollA AFHe HE&S AL dllF 7 E A 4et
T 5 W3ltH(Negash, Ryan & Igbaria, 2003). g H.9] #4& 77X & sl

A
FZHl2E Jfdasled] &4 WE S AAIGHVogt & Fesenmaier, 1993). HEF
= A

=

o
oy

Sk Abghol| Al AlFEH, i JEE A&l F8AQ st A e A1
Aol 7]1z3le] H7FEHBradley, 1998).

2A5e] ATt 44 sicle} 222 m—&m 542 Alggne 3a4, ¥
BEA0 B R AT, Puel By, Jue S84, A AT, YR
ERE:

S 5 F dvpereA - A - o4, 2009) gk A mgojo] AAE FKE
7} giglel] 93] =EH = A2 g ujA e Ato]H o] 7= stth(Lenhart, 2005). ©]
Al 9 209 EAS a2 dddtn e 24 ngodN fE5Ee ZH2ES
o] gAE9] FAE FalA FxH7] wiEel HEAte] o3 Erl=r dHoz o
2oy e AAGYgE BEddom thE EAo] 9t}

7120 AHEAS QAES A4 u|to]d HErled S0z ol

(understandability), 7 &Hd(accuracy), 7344 (economical efficiency),

2 oo
> O
o oX

(timeliness), %< 2H-8-4 (interaction), 74 -8-0]4 (search easiness)= &

shgolg e MAANe] gl AR s AES JHE A F
E wﬁwu} AL 39 Aol B 7155o] Qo] o] g4} B
S Ve, A E oA} B RS WE A ol AT ¥ &
Xi]?@ﬂ FE RS T £ A4S A48 EE PR duoES AT
e PEE woel, Aagolde gVt 9oke JNE An Pl AN
F ot AES FR 24 vHelS Fal 2 Ut uo ud FAge
AN AN )88 5 99 F4E fA] A% Fod o1 F]
S glek R PHELE ALY ol g V&3 TA=E AZE Wit oz
Aliﬂ@rﬂﬂa ABFozA LGS A JAEY S AAse 247t B 5
Z3 - ZA, 2003).
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2 vltjo] daE JuED S4o] N, FARY % FrioEe] vAE 9F AF 59

3. &4 mvole] ARIA A=A

JejUle] HEZ FYHE &4 42 & UAR Aokt Frol 4t A=A A
TOR oAl AA o] o g = Bt FEEAE Fujitge] B F017] 9
o BFARl AR AR 2| A v AEE Sislele] = HA A
o] FoRtH ek &, 2013, Hold UEd, 2012). xRl = dHHEFHL
2 ARE Y53tRRE RG] A o Fof whet JHe] A =Tt A% E

il o

g oz A eQlo] ofe]d oM FHE e Hew 1A

HE Aol gig 21 o] BS FestHA I A 4Y, 2014 Elliott, 2002).
ARSI AR s SHelA AlFle g, g, e, 218 59 JHCZ(Mishra,

1996) 2= A, Ak, A&, do=2 R ATHSako, 1992). EgH 412 E A& A

e
-1 0

o] Ao g Y7 = sF=H|(Mayer, Davis & Schoorman, 1995) gtzjol] u}e} o}
& zbol= oy FEAoRE A Ao JAA o] HHA R WolEoA| 1 ¢
Tl P g0l 54811, 2007). 24 mitiolyt QIEYl Sl AlE]= tha 4714
2 99kl itk WA FHAEE JEE Wwolgols 8%l AHEARY] YAlA
FHE 4y Aefoln, FHilE e FAF AR o AR HrbE 2AR 4
e Alglolt), FHAlEE AE F£8A7}F Tes| 94 o8 Holgol= 2|
FHE v Ao, nix|eto g Rhay = Ao PN AN
ke Ad)o]tiTseng & Foff, 1999). 22}l FAloA 9] 4l2& AE#Q o=
glole] Al el Y2t Wathen & Burkell, 2002). &, X2l = HEY
o] AEAoly A& TasH QA AN 2Rl = FEL gk A=
Thofet FHI HAE YR Hutyr] vl 29 Wetou 54 Fo] AF A
Ztel 9k = 4 AUThElliott, 2002).

2Rl oA A F2AY Pea T FHE A, A3 9 1, A}
Aol digh b HZF Fol disl A2t AMEE gS53ivte el

(Schneiderman, 2000). B¢+ A#& 5444 o288 TSk A€ 93-S =]
E $93% 988 3HJarvenpaa, Tractinsky & Saarinen, 1999). whehA] 44 vt
of FHFA thet AT FA2 au|Rbe] AEFFulup Au| gl ek S A<l
FFe VA doh o]y AFES v R E Ao es thad o] 7K 1

HI: 24 vitjole] PJrFD 542 o) an|2te] d g7 A Hd et 412



60 zARIFLAT / ABA Al

4. 24 vElol B3 ZnlAe] AT A

2HALe] HE B PFe] A oA A wlg e 9
& Reingen, 1987). 2z}lol|xe] 324 HH ol gale= AAE AH|Ab
T2A Yeha, Bo opeFet JE7F B AbdA d9E A oS AdEe J
< PR Chatterjee, 2001). A58 T3 FHol| gk S92l & <14 H
T, TuiolE FAolH, FHEMEE TE Al Adgsts @9t & Utk
TAFEE FHGF AFAY FaFs AN FHAFER A 74 417
o H& 9 Mz, on]|7] 5o W3y} oo Fd FAA) T skl 4 He
AA2A ] JEE st JHE Hdgste A F0] Sis| o] FozltK( 7]“3&'
G5, 1997). 7] ke o] FEAA Aute e P ow, 82 7
HEE Hotal ol & AR A A AT 2N HEHIL A= o] 7143
= #%3& walt(Huang, Cai, Tsang & Zhoy, 2011). Ak Adt vle 2 14 2k
(Bone, 1992; Traylor & Mathias, 1983)5 g d&9 WA SN =, AE

B A7 ARE S & o] Ay} Ho] £ OE AR A AR
AGsls 540 dato] xeof wel Ao & o2 g3 X E2 2FH 1 9
TH&84 -9k 5. 1997).

T 7y ACId e S4S Ad &4 vihoE AF et JEE 55k T2
g AN b ?‘ﬂﬁfﬂ*}ﬁ%‘ﬂr@ Fujel Ao ARe AN
NE T G Ho B2 PJHE a5 Ak EdAd-224, 2010). 5, ¥
= Bl ol E R kel *d‘i‘ = BN FRA = A st A
< Hxshely otx, ofm 7L FEHI J& WIHHeE I -clEs,

2006). A AFUANEE 2MAE Aolol | Lok 2014 mPboln], 2
MAE S A 2UAEE THE 24t 2B o|F PriAY e Ndstel
Aol ASEAE 209, e 2ol Aslahe FAYRE L0149 2ok

A FEE A%, 2000, B Rl T e Lol 7
S el 948 Fuel slEah B
& A28 AHE FAPRE FE e
714 814949 S 2E BeHo]@A-2|h 8, 2004 Cheung et al, 2009). Ed A H. 5
AAZE 2ol PR PRE W A Puo] ofe Aol Fusolopt S
8L o 8 FARTHE| L, 2004). o] T ATt PARAA B AFES F
W) B, 2okl Fu ALEN 24 videld] dAEY PREL T A=

2l PARN AH, AR JFE e AT T 5 Ak 0|9 2

of

O

ri&'

h

A

o
rlo

rr
X0



24 mho] HAEd AuFd 540 AF, 7AE 2 Pl A= FF A7

APATFE Faste] vt 2ol 7Hd 28 A
H2: 221l 24 nyole] g2Ed Hud it e 74t o4
FFs v Blejth

FE tgk AlEls Fulele] AHAQ dFE nAT] o
97} ol a(Sam, Fazi & Tahir, 2009), #1422 A #A S
o} S50 o] FolRITHHH 8]- 297, 2011). Hg A= 7F A2t &
7] SellM FHE dAsks aplake] Fufd sl A I
AT AeHELA - 254, 2010). o]2]gt A& 9} Fufefro] #g AT
HE 2l e A=A 24 nole] PaEY P
A=l el mel AAA F2 Al 9%
7hd 3% AAaisith

H3: 2201 24 mlrole] g2Ed FHd e A= Fuje] =

e felHa
Qg mA Zlolt.
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dAT / A38AE A1z

oEZ E&| WEI/} FHANES H| B Ado] Y= tH ~400 A9 dd
£ Agalsinh 24kl A 2ol Bl A ST Qe 08 oo A
A 2418 ANge] EA S BPEC] £ AT T4 144&4 AgsA e o)
AL AR SAANT. B A= N159 32 125 20154 39 31244 @
o Zol £/0 Tako] ZALE EA|o] ettt Lalol A= olEYl ARR| 47
AlO|E ‘2 E2(Google Docs) & o] 48191, 9Zelely} TUst MBS 2a)
ol Az ukSo] oM, WAIA, SNS 5& o] &3lo] Aalgirt @ Zakol zAb=
ggtw, 719, £ S8 WEslo] A FAd] g e AHy gy P AT
o] Aol e}l 24 vtiels M@ 4Gl Arkn SHP dAE deele @
GREZZ2 RS Foted A)7|Hon AgEdon A =7t g4
e Mo ARstArt WTH ARA F 40P F 0795207 AFHAL
1% B3 otto g Bl Aakelx] 2rim gekEe 3052 A9l m & 370
RE00E AF A9 ol gach

2. AFA A

24 mto]dA AFE e FH] F4E oA AFE = W&o dal AR
A Zbshe= A =2 E(Negash, Ryan & Igbaria, 2003), Delone & Mclean(2003),
Webb & Webb(2004), De Wulf et al.(2006), Lee et al.(2002)2] AA7tol|A] Algd A
A FES PRt 187 £ & A7 HA4d g A 4l
24 mte] JEEFL B wgt FAREC] HAEGS ol §aly] W R
g Az Folata, JEo] 4=E 53 918 Hovland & Weiss(1951),
Bickart & Schindler(2001), Elliot(2002), Chiou & Cheng(2003), ©]23(2004), ©]&
g - olERI(2005), HFT(2006) ATl AHEH AlF el dig S FES B AT
of g R3] 4] FE FATh

THENE JHe A E B daERdY 54 vlwy FES A3l A o=
gRlolut eRle Bl AHdEstuzr ste A== Fosty, AT - FoE
(1997), o] - 2eh-&(2004), Y59 - ©]-=9(2007) AFolA AHEE Fufo ko
et =4 55 2 AFo A RSt e B3-S AT el
© A A E B d2ER 5 vivy FES FF “_rLqu‘;aL ooz %
olgta, 4L 93 Taylor & Todd(1995), L
oA AHEE vl

fr

(]

o)z Yt 4 g B Aol 2A 74 % }oq 37H4 T
= AT AFEAIEE 54 9 SERbe] duAQl EAo dig 1053
23 F RBEGS FAsIHeH, SHAVFES A% FEES Likert 74 HAEE



7} AMOS 20 L

A AFEATH EA 2 At dubEdl EE oliy] 3 RI=EXNS
AABI L, &4 nitjele] JRFA &7 Az P 9 oozl #-
gk T3] B S dAsh] A8l g4 a9 e AAsta, AEd AF S
3l 7+ 29159 AF% A4 Cronbach’s o o] &3 WAL HES stk »t
Ao 2 ol g Bl FHaE] flste] S tigh A7 S04 o
AEA & F2A 2y B £48 AT

F

190%)7F B4 AMEE QI <E 2> 308 EEQ ATEASTY S-S A
oItk SRk F(484%),4(51.6% 8 =zolqlon A™YE
21~30412] SHA} 2399 (64.6%) .2 7HF Be H|FS AR S Th 7 E(881%)
SHAR] Blgo] 712(11.9%)E et €53 =ekom, Ik 0]/4H(61.9%)°] tigt A
/&Y o Uehda, 87.8%7F AE sk Z ol dolglen, o 60%7F ol
om 1 ol9ol|= theFet Ao YERyITh

SHAY 24 nto] FFA SAS Lol W& <GE 3>l AlAE] U &
GAES] 878%7F Hlo|HEZ 19} Ho|AES T2 ALgeldon 7171 A&,
SERD o8 AL o] 24 el §¥ F B2 Fee Zad s
< TS 2 AHgeke AoR YEth 784%9] AlgtEe] Ao Azt
nek 24 ntolE o] g8lgl 1, ok 5%E aHF 6417 o] AEERIth

J

24 myolz H2EF JEE 9T de F= vy 3 7 G41%), WA

g
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(@}
N
fo
Oﬂ

3L HA1(36.9%)7F tA-EellaL, 1 Bl ook 3l o] &4k 141, FE B IR, oWE
g zzude] Fog yelyth $9rke] Hit Al Eo 2= 59.7%7F 10~20%¢

2
A(354%), 20~307+(24.3%) 0.2 vlmE E HES ﬂ%ﬂ@mﬂ 109+ o] 3}
(186/) 30~409r4(154%) 0.2 VERE ﬂé a3l raE Al wjd &2t
= ARFEL 192% 01, ;10]94_/] SHAES 3~4Y 0 & (235%), 25l
(23.0%), LFLo] 2 (21.6%) 522 e uﬂ, 14%9] SHAE A 9)stne o
i A9y 7155 ERkaket ?}vﬂ QA St o E YT

A ] 191 516 | 44 vE 36 | &1
°- El 179 84 | = 7NE 44 11.9
10~204] 69 186 34 220 505
- 21~3041 29 646 RS 41 111
e 31~404] 38 10.3 AR 23 76
1~504] 24 65 23/354 2 73
1% ols} 45 12.2 HEA 2 59
. ARN AED | o 173 | A4 ks 11 30
oo AmEd [ 2 | el e L S E T -
dogd o3 | % | 86 gnes | 7 | 19
5 3 08
A 370 100.0 o] D) 05
(% 3) =9 24 o|tjo] #38 4 (n=370)
T (%) T (%)
veHEZ 221(59.7) & 1A]ZF W)t 114(30.8)
2 wo] =5 104(281) g—% 1A ZH ~<3A3F 176(476)
N Tt Ed 15(4.1) . 3N < ~<6A7F 62(16.8)
- EEa 1027) °] BAIZE<~ <A 7F 11(3.0)
A 12} 924) ol [ oAz ~—<12A%t 6(1.6)
E9E 6(1.6) N
‘rrgl‘i 5] & 127E o8 1903
o "7 2 714 200(4.1) 9 < Z g 1~29 47(12.7)
N R 9 9% 13339 | 23 3w 85(230)
3 dlet 5 o] 1961) . 2Fdel g 80(21.6)
u FE B I 10(2.7) o ~490) & 87(235)
o[l E/E A 8(22) o’ A< Y 71(192)
9 105+ 91 o]&} 69(18.6) = AHARER 162(43.8)
u 10~207H¢) BIBD | o A/ 126(34.1)
;] 20~30%+g 90(24.3) o 7HE 77(20.8)
N 30~40%H 57(15.4) - A4 5(1.4)
° 505t ¢l o) 23(6.2) 3 370(100.0)




2 vltjo] diE JuED S4o] N, FARY % FroE] WA= 9F AT 65

=2 T RLA R4
BEFA 4L 6709 aRlo] E&HUTE 7 2l FAske FANE S kR
o7 FHFA HAL olal 8ol B, BAE, A, A4, A8l
o 8919 & Fostgit) Bkl FAEWE S 73367% 2 YR, 7F a9l A
H S a8 gke] B 060]d22 Yeh S eEe] FFERdAdol 9l
= A
N

(% 4) 248 oo YEZFHo| Bz} A=

[e]
894y =& Zf;ﬂ‘:]%b 5% | B4+ | Cronbach’s a
o ES I35
B AP
%—Ol/g E — T':Oqo — — B . . ,7
_J_gtlf:}o] HAO] Eg—‘]'o}ﬂ] —wzﬂ 688
dA= 3 g 819
484 | 27 gle A 801 2121 | 11781 745
A ezl 98] Al 709
FE/AHEG H g HAEY AR IS5 | 810
AAG | 2o ge A8 g4 AT ! 2057 | 11429 751
g ~Ed 2hE ZAAIZbo] Aok 692
A H2ER ATt AF 797
AN | d2ERe ATt A& AT 792 2266 | 12583 824
2| &4 Q1 JulolE 776
s o2 AREARe IAE PE 718 AT &7
484 AARE 713 FHI] AT 811 2377 | 13205 83
°° | 4Et HH R 804
e A4 el 9o 880
;o]; A S50} wE 815 | 2301 | 12783 346
° 0 | A E3E A}Esle] dske PR 5 717

KMO = 83 / 821535 4% 24 / A EAEY = 73.367%

24 mhole] FH g 41, PRt gl Fujol e g SAgR g
29034 Aoe <& o AAstA e, Ake] TR E S 78673% = Ve
t} 7ZF g99ld AAlE =3 E3re] QolARzko] BFE 070]4 02 Yl 233
o] AFEA S HolF 1, Cronbach’s a@t-2 A EEZA e 213 0873, 4%
AF 0915, Pl = 08592 SHIFEE Tt WAL RA o] e Aoz Vel



66 SRAFALAT / A38E AlS

(Z b) 42|, Fx=tt 8l Fojo| ol Chet Etgtzet Mele
ws 253 e | AR | g | o
W 3e FEe g 1g v 363
7} 2e Aue dAZ 48 .
g j,{ S Ane E}H ERELET fég 2860 | 2859 873
W 3E Fre dAR Eeel | 711
ag [ A E BRE e NelA Ahd 833
s L7 A FEE OE AR FHF 86 | 2600 | 26004 915
U W B FEE HE AR olopId | s
O M i B 855
o | ZER oIrE Fole] S4A5) &1 | 2407 | 24000 859

O H2ER iy s 28 ¢ s 740
KMO = 889 / 801339 AR 24 / A EAE™E = 78673%

Q

e A RN

& AR Ao ol 8 4TS AT 1 hES MG eR vl
= o

(ZA A4, 2007; Anderson & Gerbing, 1989).
zRgo] AlFgste A= At index)E AFESITE AtE Hrlo] AFEEE

A e A4 AYAZE A 4(absolute fit indices), S22 3

OBL g:

A
Ay, SHAYE A FE o] &It AAlE AFLEFd dia) A57F ey &
Hgsterte Ueille A9 AdAdE A= x3(df, p), Normed-x?,
GFI(goodness-of-fit index), AGFI(adjusted goodness-of-fit index), RMR(root
mean square residual), RMSEA(root mean square error of approximation)& ©|-&
itk Ao F¥=s Hrlshe RMSEAE UWHa 71202 01008 A=E
ZE A 9A1 712 0.05~0.03A 0 2dS 48-3F 4 itk ok Normed-x*& x*%
= AREZ U HlEolH gro] R 5 ATt 31, 300]ste|H 88 vk
Ao 2 ATdnh AFEF o] nullZEF ] vla] vt AdErt =27He Brtshe
A0l FEATE AF2E NFl(normed fit index), IFI(incremental fit index),
TLI(tucker-lewis index), CFI(comparative fit index)2] A3 = A TS AL S
™ o] & 09017, 19 75 Al sitH (=31, 2005). F e A3t
7] 9ot FEstE eQdRelEghe]l HA 0504l felde] CR.>1.965, p<.0b

A%



vjto] dAER ARED 540 AF, FASE 3 ooz v 4% A7 67

o BAACRE fFogt Ao FFEIGol vt Ert agln 25 u AAS
S 98] P FEAFEZ(average variance extracted: AVE)ZEE JHdAlE =

(construct reliability: CR)E AH&3sle] 1 gkl AVEE= 05017, /IdAl# == 0.79]
dolH FFErddol itk SHS-EE, 2013).

2 AT SAHEY gk gl
674.869(df=314), =3 523 A ¥ ZEAIE X+ Normed-x>=2.149(p<0.05)
=2 Uepson AjtE AegkEe] Bl °ok§i
o tet a9 A3tsivta AT 5 9l
o} o] 7} MFEE9] AVERS BF 0.501/‘&—O~i UrEPXkI’—, MaAlE = g 0.79]
Fo g Yeh el dEdt & 7 Y

AR5 X2 df p#t GFI | AGFI | NFI | IFI | TLI | CFI | RMR | RMSEA
005 | =09 | =09 | =09 | =09 | =09 | =09 | <005 | <008
AZw | 67489 | 314 | 000 5 | &2 | B | 938 | 95 | 98 | 019 056

o
~
<
FiN
v

4. Ag7Ndell et A

HHEFA (discriminant validity)o] & A2 o2 ZajdH g 7k Aol & Yehf+=

Areolth, A4 e 4 BT BEgol Sl AolH, PN
£ JUE A T 2P T A2l dolie g Sriaeg 2
W7k BEeke] gl aom 29, 2013). FABPIES AZehe WHoR
= Ll

ol
=)
o,
rr
ol
i)
o
il
£

AA]E, 2011).
B AT &4 vitele] HREA Ui SHAFE ] ABRAE <E
8>3} o] & Yo SHWMFE IAE AFEY L AF7HA AA g
Zre] #A 9] Wk dAjshe Ao YeRth T B AgelM e HiRe 3
HEE ARSI on, o] & ALESHE B2 S A Folu v Ao 14
Mae dERS Folded Utk - F94, 2008). ZE 2 aQ 7t 4aAaAA
o] AFFE Hx 007104 Hul 044002 JeERFon, BE WQl 7h: §o)3t
()] FHBAE Hola lo] B A7 7MA W dX)ske A o2 e
THp<0.05). T3 SRS Hul it olafgolid 4921, FE 3741, AAA

5328, AAAd 4.6%, 45284 4.027, 8ol 5137, 418] 4638 T%

2
-I (
r
I
8
“N
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A |
HAERiel BEEREE A Ao dehdt teb 7 sdds
]

of 7HdS AEsket o] BAVE e Aor Add 5 3l

. — e
e qa |V ;:*] == R b ﬁ;ﬂff} AVE | 2z=
B B (CR)
ol olaj1 1.000 0.864
go14 ol a2 1.022 16,656 ook 0.863 0594 0.808
© o] 33 0620 10416 sk 0540
gt 1.000 0.669
2 B 0.875 9644 oo 0612 0.500 0.747
FER 1.0% 11.006 - 0.825
ZE 1.000 0639
ZAA A A2 1.231 11172 — 0817 0514 0.759
7AA13 0.902 10.326 — 0686
A1 1.000 0716
A4 A2 1.063 13.609 Hokok 0.793 0611 0825
ERE 1.0% 14.078 Kook 0.836
4% Pl 1.000 0732
494 32 1275 14699 Kook 0.850 0646 0.845
°° 253 1.204 14477 ook 0.824
S A 1.000 0.714
gopy A2 | 1242 15522 - 0.808 0672 0.859
ERER 1.077 14.393 ook 0.834
RE] 1.000 0.754
REP) 1165 15569 ok 0.810
A3 REE 1.051 14.963 ok 0.780 0.636 0875
REY! 1236 16.162 Hokok 0.840
41 1.000 0.843
FRgA | A2 1.094 23.741 — 0935 0.787 0917
7743 1.032 21.734 — 0877
Tl 1.000 0.799
Fojole | Fuj2 1055 18.253 ok 0.8% 0.680 0.864
T3 0915 15.799 ok 0.773

Model fit: CMIN/DF=2.149, GFI=.835, AGFI=.852, NFI=891, IFI=.938,
TLI=925, CFI=.938, RMR=.079, RMSEA=.056
Notes: #*#+ p<0.001, CR.= Estimate/S.E.; AVE= average variance extracted;

CR= construct reliahility; CMIN/DF=normed X% GFI= goodness-offit index;
AGFI= adjusted goodness—of-fit index; NFI= normed fit index; IFI= incremental fit index;
TLI= turker-lewis index; CFI= comparative fit index; RMR= root mean square residual;
RMSEA= root mean square error of approcimation
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71 ZARH) Hljﬁ J;?j SE. t{gil{ie p-value | A=l
Hi1-1 olgl| 8ol — 21% 0.003 0.003 0.051 0.049 0.961 7]
H1-2 AEg — 213 0.3A4 0.421 0.055 6.465 ok 2|
H1-3 AR — 4AF 0.025 0.025 0.074 0.338 0.735 7]
H1-4 A — 41F 0.177 0.224 0.068 3.042 0.002x %
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HI-6 | ZAgold — 2F] 0272 0.329 0.056 4890 ok
H2 28] — gt 0.838 0.639 0.078 10.770 ok
H3 2] — Fujol 0.874 0.720 0.077 11.29 sk
*p<0.06 **p<0.01 *++p<0.001
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Usage Intention of Airline Kiosk Service Based on UTAUT2
Model

- Focused on Chinese Tourists-

S74717 - o|HE™
Jiaqgi, Song- Lee, Hyung Ryong

Abstract

This study was to identify the efects of four factors of UTAUT2 model (ie,
customer’s performance expectancy, effort expectancy, hedonic motivation, and habit)
on the usage intention in the context of the use of kiosk at airports. In order to test
the hypothesized model, data were collected from survey in 2020 and a total of 310
responses were used for the analysis. Results showed that performance expectancy,
effort expectancy, social influence and hedonic motivation of the UTAUTZ model
made significant and positive effects on the customers’ usage intention. Results also
Iindicated that the customers’ perceived risk had significant and negative effects on
usage intention. In particular, the moderating effect’s of crowding perception, which
Played the role in between the factors of UTAUT2 and customers’ usage intention,
nas shown to be significant. Based on these results, theoretical discussions as well as
practical implications for airline service enterprises, who consider adopting kiosk
have been suggested

FH 0 (Keywords): &#&&E E&7I&T20/2(UTAUT2), 7IRA3(KIOSK)
Al22|=(Usage Intention), E&X|Z(Crowding Perception)

*2 ATE AR A =EE S A7
sk Al ET] 8, e-mail: cathysong9696@gmail.com
wik Al Eal w4 e-mail: abcde@hotmail.com
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P48 BWNSTERIUTAUTDS 448 9 ) 71953 Anze) Agds 8]

ok goldo R FojHnh, B4, o8 &ole MEeR Ves 4A A
&t & 9l F=o]th(Venkatesh et. al., 2003).

% o FH o] Atghou 2ol F a8 AlgEo] RS 7]ES LS
of gtfa e FLE oujgith. FA T, ASA 24, w9 Jide g At
T Ta% AFEC] AEE 7lEs AHEsloF dtta ®E Q1o HEolth
(Moore & Benbasat, 1991, Thompson et. al., 1991).

201 A EE 7]eS AHSshe Ala Adatr] fg 22 Fola 7]=4<l 7]
Hho] zt3:olz] Slvta W& A rolth A7 9] A, FX 24, AL Hd L
=2 P9l 2HA °§§}% n2E U2 A2 7[eAH8 Y-S e 74, =
2 7]¥ko] Zt3olA] Qlttn W HEo|thAjzen, 1991; Moore & Benbasat, 1991;
Taylor & Todd, 19953, 1995b; Thompson et. al., 1991; ).

g4 Frle NEL 71ES ol &8 o2 BAste EARIY AnE ©
3, AE A zElo] 2olA A Z4H 7o E NdstE o] 7w Vel JEF
S FE Ao® FAHAtHVenkatesh, et al., 2012).

VA T E ARAF AR Ao R QlE HX
o tiH|ste] A& F e olds A4St e AER
B} ZEI7|sARE] gk ool Tt Q1A
(Venkatesh et al., 2012).

o 3] 2R P9 E AsHom ddstae e grlst oldd g
Aol ot B3 g9t AsAelgta AXskE i A =R Jehdth
(Venkatesh et al., 2012).
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& 298 5 Uk ATHLee, 09, FREA J1o] FET WA FA
Al YRS 1ste] Thekdt A7 Bl slo] AR, AHlA el
ARA) B BHES 23 QOB oS FEelEd GFE A FE gk 1
293 RelN A2 S netd i@ B AAPRE LT el gl
A% BN ANPE fEoIt WA ohat 4G AZe] EAsHE Aotk E
£ 71483 L 7% 58 2 ALl B F9HA 2W, 5 {843 §ol4e
F4% Toom, £4e 13 fonz 8RBl A9 Adeke 43 7]
$58Rdo ArEo] BT & UrhA &4, 018). A9 AAES sefs] ol
1, A Feel] met Aol that 1A el Aol & glor, 4Al A
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3. A=

1 3t Aozt s Th (Venkatesh et
al., 2003, 2012, 2016). /\]——9--/]_4._ 2R 7]eAkgel SlolA o] &alsE At
= 4 aglog &P T4 gk AEH o2 HAH o & Wlo|th

o] & Ev AA AT AHAQ e T Lo R 9o s A HA
o] A% 4ot #%, 2013; Bhattacherjee, 2001; Venkatesh &Davis, 2000). <17+
< 9= sted FAFCE T P9l s THA I itk Ehe HdlA P9
WA YA e =t A, ojud P oEste vt glole FaHA

SEHALY, 000, ASALE A oIge] ARPow AFAn, AL I
B5el 4942 29827t Bk TAMS] AgSlEt 4] ol 89 4449 2%

= VA= Aoz 99 7P S A e kot o]2fg SHAA FHI|E
o] &3l7] HLFE, FEoltt AAESFE HA| o]gol Ut e} =r) v
SAAR FHE Heolw, HHI|E o]&9 JF7IRE o]ofA Al ETH(Martins et al,

_1
F

UTAUT2 232 ALE9=E E3) o
2 e A2 7159 Sl AL
&l $ktHChen et al.,, 2014).

. 1
7dgole} %‘ﬂr‘?i(Stokols 1976), &7A| 7o) okx] Wxe}l geo] MgPdpLEe A+

2 8
Hrolol & Aolth 482 AFol geirsl FxFY AdE ol §UEA F71E
Y RHAQ Bohw, ol §UEe] F7kw A9 o BA e AR g Bsieh
7 A7 AUE BAY AT - o005 Sol 2w Algelu Al 4
L oger Hal B3l $EY A9 A5 Bt 54 o] AAgeAL
W) B ) AGES B70] TR A2e Bk Ak oY 447

Aol WA EE FRA BAS 22T ) AgdelAE Aoz v

o

o
0l9] mp&-&o] Ak Alel2el EAolth Eroglu et al.(2005)S E3A 212 914
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V. AFSEA

1. E2 AFEANE 54

£ AT E 31089 A digk A AT S dig EAde
o3t o] yehgth M-S YA 155%(50.0%), 94 1557 (50.0%) & LFERSET
dgke 20t 757 (24.2%), 30th 7} 757 (24.2%), 40t 7} 759 (24.2%), 50t o] 4+ 85
(274%) 2.2 Yepgth A& ¥ 7]&0] 18278 (58.7%), Pl&o] 126 (40.7%), 71
E7} 29(0.6%) % UrE}kM g2 sty Aoy 292 1314 423%)=2 7H8
@ol yepton, dEtigtn Agtely -2 64 (20.7%), et A gte] g2 65

(21.0%), ,L—o—ﬂﬂ Z9 2 O (16.1%) 0.2 et Agd By s 49
(14.29%), AHE-2] 839 (26.8%), T AH] 2 429 (135%), 71g1—1 409 (12 0/) 5
219 (6.8%), A2 267 (84%), A3 267 (84%), ALYFF- 169 (5.1%), 7€} 12uﬂ
(39%)2 JEehsTh

B AToA Ao, =271, A8l A g f2bd E7], 7 7R 9 ARge e
=4 gEof tall SPSS 2408 o] &3l HA At <F 1>9 2ok

= Cronbach’s

W ¥
¥ TE AAN .
PEl 7|93 AL8sl= AL S8t} 0.874
P2 7)es3 Aleeid A T W Aeld - Y 08®
q
BN by S)esa Abgap Ak Aok Hc 0819 0887
P4 7)es3 ALgahd e A 2RI 0832
F|eA~=0 AJ&HJTO: U:]Q—*”‘[/\ &
EEI o}]\q ,] }o H ] °}'J—‘E] ] ]6]] é‘r‘ 0877
=37]dl EE2  7]e239) ARS8 wij$r] v} 0.870 0.89
EE3 72239 ARE3E] 4t 0.876
B4 7)930] Abge] o|%ai) 0856
=0 AUSE 7] 7103 ALaerata
Syt 0756
o 0 AEe] dS mAE AFEL W
q olak
IR EE SR e smg ageeratin a4an o 0l
SI3 F3} ) AhEo] 7|43 ARRd] HFxAo|th 0.803

<)
S &Fol HAFAHOR 7|27 Agw It 0.760
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o . X3} V=R Cronbach’s
29 o5 Ao SE. CR. AVE g .
PEL 0.787 0.05 16.36 7
PE2 0.809 0049  17.076wxx
A1) - 0818 00 1730 0.741 0.920 0.837
PEA4 0.8%
EE1 0811 0045  17.900x
. EE2 0.829 0048 18579
=71 EE3 0815 0047 18034 0764 0928 089
EF4 0873
sl 0.801 0106 12127
ArEl A SI2 0.821 0105 12334
&k SI3 0.753 0092 875l 0.687 0897 0813
Si4 0785
FCl 0.7%6 0081 13214
E vy FC2 0.779 0078 11544 0.720 0.8%6 0.803
FC3 0.808
oera HM1L 0873 0045  20.210%
;7 F HM2 0.851 0.05 194195 0.763 0.908 0.901
© HM3 0.834
- PRI 0.891 0046 20922
a3 PR2 0.868 0048 20117 0.774 0911 0.910
2 PR3 0877
BIl 0.8% 0039 23630k
Aol BI2 0.8%5 0043 23101 0.851 0.945 0.921
BI3 0.901
< 001

AP x?=531.212(p=0.000), DF=231, CMIN/DF=2.300, NFI=0.907, IFI-0.945, TLI-0.934, CFI-0.945,
RMSEA=0.065
23 ARE A4l x*2 531.212(p=0.000), DF=231, CMIN/DF=2.300, NFI=0.907,

[F1=0.945, TLI=0.934, CFI=0.945, RMSEA=0.0602.2 YEh} Adtx o2 wgo] A
et Aoz Aodrh o] e FEE ol gt AF °‘HV4 o2 AFPE Bt
8= Cronbach’s a= 0.7 ool 2l o] Sl Aoz t5sitt. 23E A
ol d & 25 p<0.0019] FEollA frelet Aoz ‘/}E}‘Xbﬁr T3t RE SR
FEstaAT7E 07017, d AE=(CR)7F 0.7 o], Bt ZHAVE)&

Fl

e

s

r-\m

0501 dold ATEYEe dRHITA ddd ‘”E‘r Hair et al., 2006).
2) EHHEIEM

WHEY A7) AsliA daaA 245 AAls & dTe] dadA vl
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#xp< 01

a A2 AVEZRL b () <k A= JaATe Als

<E oA tZA HRel Wse] AVEgolth A9E weq BE dAEs
AVE gto] ZAuisel 4aab] AF guh 2 2oz Jepdeh mebd T
2t BEEEAel sl Aoz Y,

J

HAS A Ae) AMOS 0% AHgste] TP A S A5

o A2REo AH3x A2 Ay B A 3} 23 DFa 531.2129 23102 e}
Y3, A2rge AdES Jehlls CMIN/DEgke] 2.300, NFIgke] 0.907, IFIgko]
0.945, TLIZke] 0934, CFIgko 1 0.945, RMSEAZro] 00662 7|53 & 2ZF3l7] yl&

= <I 4>

mgo] AWA O AR o ek, ARENe] B4 23}
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71 Az A= fff SE CR. pat Az}
Hi1 I — Aol = 0.321 0477 0.036 8,88 0.000 e
H2 &/ — Al T 0175 0258 0034 5103w 0.000 e
H3 A8 9% - AH89= 0298 0277 0059 5025w 0.000 A=
H4 327 — A& 0.063 0.063 0.077 1.065 0.287 712
H 284 57 - A9 E 0113 0.184 0.031 3,693k 0.000 A
o6 AZdE 98 - A8 0224 0371 0031  —7154%ec 0000 el

X?=531.212(p=0.000), DF=231, CMIN/DF=2.300, NFI=0.907, [F1=0.945, TLI=0.934, CFI=0.945, RMSEA=0.065

s <0.001

VRS A3 2 wie] CR.aE webA AZ7U®.837), =3 7]t(5.103), A2
2 4H5.025), 284 £71(3693), A1ZtE A& (-7154) F2&-Eo] 0.000= p<0.001
S A Foe S nA = Ao R Yehdn A ZA(1.065) sk &e A

o & yehyth wabd 7Hd HI, H2, H3, Hb, H6S A€ 7 HA7} 712591
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s Hd =& Hd
A 4= Az #Fk o d= 2Tt CR Az zpol
A A A A=

H7 I |g—-AEe = 0245 0365  402#xx 0341 0512 7.684wx 1.268

H  =g7|g-ARY = 0248 0304  3.238*x 0088 0139 2.339% -1.975%

HY  ARBAQEA S E 03260 0388 3802« 0303 0258 3866w -0.202

HI0O FRx0-4189% 0.131 0.131 1.403 0.0%4 0.106 1673 -0.341

HIl <=8 F7|-AMS= 0219 03%6 5628 0011 0.027 0.231 =3 13Tk

HI2 AZEP-AMH9YE -0196  -0284  -3.098+= -0202 -0361 -5.805%x* -0.082

#1 p<0.05, #*x p<0.01, #=*+x p<0.001
AE mEbA 2] v Hed) 52 A 3 2 g -ARE A R
ztol= BAACR ot Ao 2 YERGTHC ritical Ratios=-1.975<-1.96). &
A =2 A 2 22 ST oARR ' AR Atole BA

F Ao 2 YERITHCritical Ratios=-3.737<-1.96). webs E3x] 7}
ARgo=7ke] foldt 2H gIE vA]E Aolt)h 1Y
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ERAZe) 24n9E PG RA AT AT ARE vigow B AT gra
ANEE AN Thest 2o

B Ao SRR ANRS AN e 2 A, B dTe F39 o
o2 UTAUT2 28< 58l 95 AH|2 Hopd] Sl AZAN 2 7448 tja
A7E AT ouls) A B QAPE B 1) 71223 AH| 2 o] Ao
e FRAL Yow @ ASATAN UTAUT2 23S £d) 7129 71454
B (TAM) Wr} Aelo] £ vaon g 7]9xa Algd td Heg sht



o] 2ol HolF1 3lvt. wh2bA UTAUT2

ThETHMATRT TITRETAPITR T RETPEP NG D
BAE e RN BN mﬂﬁua%ﬂ%ﬂﬂ ﬂwgﬂmﬂ%ﬁ%ﬂuﬁn%
TR EN g g g PrsaTx 5y TUHodTaxeswo
T rop CENNE GEWER TN T A T o ®E TR
Na ged 2 XX 2 LAy N g Pagym g HR gy TE < A
R gmgrR®@RI s N g aPagg i TFTIcpdswmdd
—_ '~ o B & o) ®r o R X% o " o N Mo B o
o) N 1__/lo U.A_ W.Xﬁ.mﬂxq‘la ﬂﬁéaﬂaptmﬁe;o7ﬂ01|
oqu‘dM‘WEWMEEM%o_EﬂO%iMw‘.ﬂh.o':/.mu U.Wmﬂeﬂls‘mﬂw.ﬂmuﬂ
FO I TR T2 h s PowT® X% 0N 0 WL
~ o 3 oo T e =3 %o N w o g = 0 R oF = Mo Moy oX
TERPET T aTE T e mr gt R R g -
T BEE T LB P o e TSI h W T Lol L™y
a..immﬂr.%ﬂr%rﬂ@ME;:_Lﬂeﬁww_ﬂoﬂu%% T w ey X
0 o — [ A . == i
PR FE BT PR LEpe T kR XFHaESTEE S
T, x2®x Cl ¥ X e L e T IO I RS o
SRR R N O o A B A -
T T NN F e N e B L mTo X L ME
= B 5 < ~ oo <] T mo = MX W o Lo m
) 7 ol — ~5 = ~ iy
Foowrdpd 2 i Tl 2T et % 2TEITEE IS
;oo‘.LIO#\JM ‘.lrleM\l‘l‘Wﬂ.O:/Z 7;01_! . ‘|o O ‘m} ,_L.E]
A EEES PSR SSES AFEEL I TS S
%ﬂ%ﬂm_xﬂguﬂﬂﬂEﬂ%%ﬂwﬁ%ﬂ.mﬂ%OAW%WHEQﬂﬂmemﬂ
—~ f o — s j—— —_— —
ﬂbgaaHoaﬁ%%mmmﬂmwov%ymoEOMﬁoux?Wuw&%%maéouoq.f
N B N - = iﬂmoma%#%ﬁﬂﬁiﬂwoﬂmmaagim_%
KO oty W T B o— N ~ = ey o X o B o © <
i % ST T ) TmmA%ﬂﬂ%ﬁ@%%iﬂrﬂ%ﬁ]%ﬁ
NG T A I - S T e O R I R S
X ! <K T v — N ~X
R = 3 Eﬂf_f&oLg@U%@zAﬁoﬂwiégﬂ7c_oﬂﬂ%_dzﬂé
I IS s - T T P PO B SOl N B s =2
W 4 — G =t o) i g2 -
= ) K TH B — oy R R = B — BN B OBW =0 0 ™~
TN R = 3 o o B XM N o X = A e P e & o =
oo SN YUYW e g ST wE B W OR T ™R g
W Mo DEFFRAAN T IIRTTUN PFT AT R T

=

=

xR

A7te] 27

1

=%

3y A,

S



95

s
_

(UTAUT2)S A48 23 U 7)9.223 Au| 29 A9
A Q%719 )

&

B K e S~ T oo ) Mo o oo do
TR T X L R
. mw T ol o I _mm go N
o Moo A B x G+
"o — E o .~ Eo
gl ol 1o° Nlo X | ~ s
. oo BN v} VI z,__l 3] By — ~ .
¢} X —~ ~ )
,ul _M ..:1_ Ml _IL Mﬂ =L 1_,_AI N = i 5
L ) ~
NI o - K )
DI ¢ B oeg_ ¥ oq
g TE A N Thw 0§ o= X
5T x §_gpdwgy + X
— P | = —
P T Ay YO dRAEZ2eE 1&g
1o do 2 (- o WL, S e <0 g
FoC R S R T R Emolssw PE
o |5 —_— — 10°
Hﬁ%9§ pal 2 T R U = AR =
el in ] oH ~ 4 — >
g 7SR  SaTazieTEE
wo o M om ol = Exgsld 2 — 5 3
o T T il = = &R bl 3
(=) N il eyl m <l = oo & Y oo By oxr
o Wrapm g o R w1 O me
‘Z|u Bl o~ sl CRS Y .-Hﬂ W_v R N ;E .,W e
,IJ_WI o . < 1 ZT . 1t_u|_ o7 T S Iyr XA . I.M B
_sLﬁTﬂrrnﬂl ﬂmmﬂﬁw% XOQZ%LTZE
B Tl grenediz o
= — ) X .
Mg T TBEBSWE®ANETT
P ) R e I
TS W B NS PXRLrsT e
= = CUBES =) O GRS = b 5
R i SCELPRe=SxE"5
Ao L WNE ™ TR T ook T o
= x o o W o AR FT ETTE H W T o
:.L AL o AL
o#ﬁi%@wﬂ mMS oW Ao mMd o
o ) T mﬂ X W = m_wm B go el 3 =
T <X %® N T R o N ~ 0N H  E %0
= o ® U o N N

A HR7)E

3L

]—O

5], 26(4), 54-63.

1
51

o/

o Aol mA|

o
g}

/, 27(2), 150-156.
o

X

)=
-

o 7BA
5/, 20(5), 141-150.

1

=
[

o/
=

5/
(UTAUT2)

A AE] S

7]

o
SR

A
1

O/
LR, 4

}

2, g5 A

g]-elevt (2015). 23 ©]
7]9E A LA H] 29 o]

[¢]

2~

]

ke



MEA- g 2000, 59 0 EAOl e Azl FulgEel MAE 9%
717~ 24(5), 381-399
S804 Y 223014, e dolel tuto) s Mgl e JFL vAE
891-UTAUT2 29| & gr="o/ZF H e8] H 68 7-33.
FHY - A - SADEND). FIA] AIAY 27 B DI 0] 2o

et A FFH7AY 23(2), 345-359.
LFA(2010). JTE M2 =89 d&agl. FYH7~ 39(1), 55-79.

olRsK2013). AEA BHE Al SdolA HAAA AHE olf o= dF ]l
UTAUT 2de9] &-&. %@A/AEJ’OJ?— 22(1), 179-198.

o]3](2018). FFHE F7eFE LY (UTAUT)S A= 3 58 uo] Al
AU 27]4(SST) ©] 4 ﬂ . BB RENF 17(4), 5-24.

o|A & ETH2017). F= BHtY T9F AH2=9] o] & P9 ok JEE wA|
g9lef| gk AF-UTAUTZ B8-S FAC R, ¢EZFH I 54(1), 258-313.

Ao - B R(2013), Fo] mAlY AAd] B3 ALgAL £ B AZATF
“UTAUT 29& 7|ato - ey FA8A 7 13(2), 187-215.

ks 5-}463511 2017). Buld gl Ay 2xol gk A8} $4338E B3 7|55
£ BYUTAUTE Ao~ g79/4/2r¢/el3]x] 13(1), 67-82.

SR TR %(2017 ). AU F&3Y Au]2=9] AREA} 8ol g A5 UATUT2
HdS 83510, e-H/ 2297 18(3), T5-%.

e f(2019). FFALE fEFA I AR ol et AT FHE TV ETER
d 2UTAUT2)S #& }0% FFE Y7 23(2), T19-T35.

Ao HEa(2018). B87]EFE0|2(UTAUD .2 283 OTAS =il &d
o SkA{H| 2= Fruf o] Lo J&} AT 2 GG I 20(7), 217-233.

#719] l%ﬂ (2016). F3HAH o] & T Qo] &g A= P
gk, o7 21(3), 1-25.

ziiyq-zﬁ-rf zgwﬂ@oosa). AZB| 2 N3 7] exa ALRoe. FF a7
21(4), 295-315.

fr

AN BN A H006). AT B9 A D B gke] A
FHTAGA ool sl =B (PISAF 2004) & $4l 2. #5597
18(3), 23-41.

* 7o)l

Bhattacherjee, A. (2001). Understanding information systems continuance: An
expectation-confirmation model. MIS Quarterly. 25, 351-370.
Chang, H. L. & C. H. Yang(2008). Do airline self-service check-in kiosks meet the



H4H EPIEFELIUTAUTDS 468 39 ) 71922 Aulzel Agee 97

needs of passengers? Tourism Management, MIS Quarterly, 29(4), 399-426.

Kim, Byung-Hun & Yoon, Moon-Gil, 2011, A Study on Customer Acceptance and
Utilization Behavior of Airline e - Service Using UTAUT Model. Tourism
and Leisure Studes, 23 (6), 471-491.

Martins, G., T. Oliveira, and A.Popovic(2014), Understanding the Internet banking
adoption : a unified theory of acceptance and use of technology and
perceived risk application. Intanational Journal o Infomation Management,
34(1), 1-13.

Meuter, M. L., Ostrom, A. L, Roundtree, R. I, & Bitner, M. ]. (2000). Self-service
Technologies: Understanding Customer Satisfaction with Technology-based
Service Encounters. Journal of Marketing 64(3): 50-64.

Moore, G. C, & L Oenbasat. (1991). Development of an instrument to measure
the perceptions of adopting an information technology innovation. /nform
Systenrs Res. 2(3), 192-222.

Peterson, K. (2006). Self-service top ten. Airpart Business, 20(7), 20 - 21.

Rowley, J. & FE. Slack (2007). Information kiosks: A taxonomy. Journal of
Documentation, 63(6), 879-897.

Stokols, D.(1976). Experience of crowding in primary and secondery environments.
Environments and Behavior. 8, 49-86.

Thompson, R. L, C. A. Higgins, & ]J. M. Howell. (1991). Personal computing:
Toward a conceptual model of utilization. MIS Quart. 15(1), 124 - 143.

Tung, L. L. & J. H Tan (1998). A model for the classification of information
kiosks in Singapore. Journal of Information Management, 18(4), 255-264.

Venkatesh V-Morris M. G. Davis G. B, and Davis F. D.(2003), User Acceptance of
Information Technology: Toward a Unified View. MIS Quartaly, 27 (3),
425-478

Venkatesh, V. and F. D. Davis(2000), A theoretical extension of the technology
acceptance model : Four longitudinal field studies. Management Science
46(2), 186-204

Venkatesh, V., J. Y .L. Thong and X. Xu(2012), Consumer acceptance and use of
information technology: Extending the unified theory of accept ance and
use of technology. MIS Quarterly, 36(1), 157-178.

Venkatesh, V., ]. Y .L. Thong and X. Xu(2016), Unified theory of acceptance and
use of technology: A synthesis and the road ahead. Jjournal o the



98  zABVPAYAT / ABA A1E

Assaciation for Infarmmtion Systens, 17(5), 328-376

Wu, RZ and J. H. Lee(2017). The comparative study on third party mobile
payment between UTAUT2 and TTF. journal of Distribution Science 15(11),
5-19.

20201 10¢ 289 m A<

20209 1€ 129 3% 35

20208 1€ 279 HE 2 2s 2 ANEH
3 JRAAL 2



SHEEEGAT M38H H1Epp. 9~119 MBCHstm hatatedod 4 2020.11

2|4 HiEMU| 22| 2HIE JHMEko] LY

re

MY o7

A Qualitative Study on Suggestions to Improve the Problems of
Delivery Services in Restaurant Outlets

THE . HRH”

Koo, Sun-Bon - Chong, Yu-Kyeong

Abstract

The purpose of this study is to grasp the problem of delivery service perceived by
users of the food delivery service and to suggest improvement measures. Qualitative
research methods were used to identify oljective information or phenomena about
aelivery service problems. In-depth interviews were conducted by dividing the survey
subjects into consumers and restaurant owners. The survey period lasted about 20
aays from January 9 to January 29, 2020. As a result of the analysis, 6 categories
and 21 meanings of economics, products, delivery service sociality and environment,
Information, system were derived as problems of delivery services perceived by
consumers. The problems of delivery service recognized by the restaurant owners
were derived from 6 categories and 22 meanings of economics, delivery service
product, system, information, and sociality. This study is meaningful in that it
grasped practical information on the problems of delivery service from users of
aelivery service Therefore this study is expected to be used as a material that can
be an important basis for understanding the problems of food delivery service

ZFH0f : t{EMB[A(Delivery-Service), MEQ9EIH(In-depth Interview),
=H & (Problems), 7{Mao(Improvement Suggestions)

* AFEeta YFAFER, e-mail: cyonnavy@naver.com
wk (AR 2D A TSt w S8 #F )8 w4 e-mail: ykchong@sejong.ac.kr
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The Structural Relationships of Hotel Service Encounter
Employees’ Emotional Intelligence, Subjective
Happiness, Work Engagement, Turnover Intention

o * 3k -— ok sk

Cho, Yu-Rim - Lee, Hyung-Ryong

Abstract

These days, the service industry makes efforts to provide better service for
customers. Following fo customers increasing expectations, the hotel industry need to
move towards a customer service-oriented system The purpose of this study is to
investigate hotel employees” the emotional intelligence influence relationship of the
suljective happiness, work engagement and turnover intention. For the research, 228
questionnaires were collected from four- and five-star hotel employees in Seoul who
had more than one-year of experience Frequency analysis and confirmatory factor
analysis were conducted and verification of the hypothesis of the study was analyzed
through structural equation modeling As a result of verification of hypothesis, first,
emotional intelligence of hotel employees have positive effects on suljective happiness.
Second it was found that hotel employees’ suljective happiness has a positive effect
on work engagement and negative effect on turnover intention. Third work
engagement has a negative effect on turnover intention. And subjective happiness
partially mediated the relationship between emotional intelligence and work
engagement, envtional intelligence and turnover intention. In conclusion, hotel
employees’ emotional intelligence and sulyective happiness are important and the
study offers implications about human resource management for the hotel industry.

FH0] : ZMX|S(Emotional Intelligence), F2& #=(Subjective Happiness),
A 2HO|(Work Engagement), OIZQ = (Turnover Intention)

#2 AFE AR HAAlEES £ A7
wx 208 AlFd ey 933G HALESS, e-mail: choyurim0623@gmail.com
ok O]?ﬂﬁ MFENen s #HF73987 1, e-mail: hrlee@sejong.ac.kr
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