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The effect of hotel physical environment on emotional response
and behavior intention

SEE]

Lim, Young—Hee

Abstract

This study aims to solve the relationship between the hotel’s physical environment
and the customer’s emotional response and behavioral intentions. For this study, we
surveyed 329 customers who wvisited the hotel during the COVID-19 situation.
Structural equation modeling was applied to investigate the responses of 329
domestic hotel guests. SPSS and AMOS were used for research analysis. As a result
of the study, first, it was found that environmental factors did not significantly affect
pleasure and ventilation. Second, among the significant influence relationships, the
influence of design factors on pleasure was found to be the strongest. Third, design
factors and social factors showed a positively significant influence relationship on
both pleasure and ventilation. Fourth, both pleasure and arousal showed a positive
influence on behavioral intentions such as revisiting. Most of the studies showed that
the physical environment of a service company had a positive and significant effect
on emotional responses, but different results from previous studies were obtained
depending on specific environments and situations. Therefore, hotel executives and
employees must make sure that they do not look uneasy to customers, comply with
the government guidelines, and do their best to manage the crisis for the safety of

customers.

ZHof : 22| &t (Environment), ZHA Y-S (Emotional responses), ZH & (Pleasure),
2t7|(Arousal), &= 2| = (Behavior intention)

* o)A|YlH| o]} AME e-mail: wisewoman_kr@naver.com
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1] YA gk AMH|AE AHEkE BN ARS8 QA He AAA
& A wkgolH o] Anxte] QAT FaFS W th(Bitner, 1992). 53]
A RES2, 7199 rHAIE Ap=ol]l 9hg-gh AnjxprL Fhulf Aol o]2= HAo]
s VA 83 8% F9 sve|lBE Anjxte] IHEE oldfjste] vHAR EF
o A&3t= A wg- Fa3sithal B 4 itk

L NS vhg FEE dele ), EA%, 2=, X, =, 283, &8
T 7S waly 1 7| wet oA oz dojue kS EIsTH oA
2, 2020). 84 ¥ fr7AlEe S-S 783 Hl (emotional states)Z 71'd
shste] TS EN7) wige] S A Aol st dEs WAl =M A E = v
Aol A e kgl 9FS Rt sktHMehrabian & Russell, 1974)
o]5L o249l Ry o7 AAHAI Mehrabian- Russell Zdo|gta 3t} =
< o 29 2o

23 dH:
a7 A5 T | — T o
Z]8)
<32l 1> Mehrabian- Russell 22!

Mehrabian- Russell 2@l A& 11709 748 S AL (pleasure), $H7] =& 24
(arousal), A|¥l(dominance)®] A| 7}A] 2 PDA(pleasure, arousal, dommance)i
TSR E, EAFS 11, 6@%3}—’ v wle RS weiH, Sl A
S5, FEHAY 540 8-S Yvlsta, Auls FFHo| TAE ==

7+ o]t Mehrabian & Russell, 1974). 12]v EAg-0)u $7]& dulkz|ol 3170
A AV S fdsted AT A= AR d Fe3lRE g
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7t wokd o= EJWZJHH%%O&%}OW, 2008). 7HgW-g-& AF<] wjspA
F2A o]Zo] ojugirlel uhel AHIAELS TOE 94 P58 BY 5 7] Wil
ole] tigt oldll= TR AT AnILoA wlf- T8 810 F E 4 oA
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3}-o] G, 2002). MRIE AlFAReE A T AFUA ) A T AL A Dojut
L Adshs AE =L Muls AlEAke] 240d B, RS T4 A

L NI
A gAFel A Rl gz Agdn o) we uAe YeHow BN
Qota sgrkol+e, 2011, THEZ & AFANE Do) 74 Hee =
23 @712 TR BARTA Sk
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b

PFo=e o] AF Z Az tigl B=E Pt & 54 3350
Ad=E Ao Yehes A gAY AES @tk (Boulding et al, 1993). &
e o= AvdEe o3 Yehd 17834 whgolr AlFoly MulAE HrtE ‘ql
FRE F de FFoZ 20 ofd el BlEE F4% & 58S vHdE
o2 veifizls MY oAe}t Ao g A 9}‘3}(017‘]%' TSR0 A4
48, 2011). FFAEE B AFAE ot LHIALY] EFS A5 A
SHETE AREEOA Sk o182 717, 2014; E7EA- zﬁ A4, 2009; Ryu
et. al., 2021).
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2005).
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7} 1-5 Ee]F 379 AFSA R0
7H 1-6. EelF G2 AFS]F 8 0L

g7)o] F9J3 G
EAGl e 9
g7)o] F9J3 G

#7)(arousal) FHg0] @=o%, £ o FFxo] Fo FFE HoAF= ¢
T7F AT Ryuy, 2006). £2z2R1 il A Lgao] A, 8], EAw 3
gacle] dFox 7o A gk AolA B8 S dIsh 174
B2 TR B719% EAwS BT FFrd T = vAE Aew
UERTH O A& 52 o] w]g- 498, 2011). 3lo]d EFRE 7HA oA 117
o 7] AL FTAARd TS vAE AR YBT3 AeE, 2020)
HAe Hg7] oA A= @7 d&Fe vAY E7w2 e IF
& FAT F)e HEE ol BT BHAY dFE oL SHATHF
&EEH- AT, 2015). AVFEH Y Au|aiA| o) 27h AAZGRES, TR
o S BT KA IFE A= ALE e, 2014). &
gk Au| o] e BEE T AN FFAxel Fog dFWAE BT

tH(Virabhakul & Huang, 2018).
a8B g 7PgRkge] dEore FAA FEFs v Folge A7HEE o
23} 2o] A3
THE 2. 58 )] ZPYurs-S PEolEo 7o)t F+) o] FIFE nE Kol
7} 0-1. 58 uAo] EA2L dEoJEof 595 ¢S njE o]k
22 58 049 Gl YEE #4932 v Aol

2 248 A9 B ARA 74

294 70l A7l F2ET ANz A9 17 Aol WAl 87
% A7 A7 57 27 29 71242 7k vl BeEE 1)A7] S8 <4
o AT Fro|thARE, 2014)

PADAEE 74 1 AAIE SHshE o] oo} B4 ATl o FEAE
A7bE 2A%, B7), AME SAshe AITHOIHA IAE, 2000, T B AT
M EA%0IL Bl el BelA Alge] RS EaskEr HPaA

% AN AR 9147} glolef StE2 714 JHlE tehlied A5 gom
2 A 2HE AT B SEAEN £5 T 2R Aolsn 59



2 A9 4 YrhHanzaee & Rezaeyeh, 2013). 719 46l A
£ olgstd 1AL v FFHES AST 5 Q)
& oz ule F83 Q4vF FYT4

<
B APl 39 F48 49T Quele Yoz Jue U9 ged B
7o) Bete] WaF Aolet BUHE FHES EEHAT B4 BHAY, W,
94) So AAYRA 2P Dol ZRHAE. & AN A W55 o

3 2242 Ao <E 1>3 2

4/ o—l X =2
T 42) T 2]
FHEE  FEoM = 5= Sl #9716
29 BE A 4
=24 Likert 33?1 5(2014)
N S H‘__,_lo . =] :'_Z_} 2 ol N S
7 gxees) f];jli AT BE AR 5 suan gRw ez
A A QR ae] FAe QAT By 3
Ep 3 Ao mo] E1 3 oA F Z(2011),
g Y pesa REEe w24 Likert W9 S(2014)
W 544
a2 82 o] s, Fe2000)
1 gnge a9 s A3 2E000)
B s ElS | 3k : Likert #31%1(2020)
o% A4ro 2 YR o)w SHAE AR AEC0D)
A4, 9%, 959, 39, Gss 5 -
3. AEFR 2 EAY
B s JpE7ES 95l 2 COVID-19 24312020 29 o] 3)o A ZEl9)
&3 Ado] Y 46 O E AHHAES 3o «1“]7} R HE5-3)

: sk COVID-19 A8olA s B4 A¥S 3 498 o
glom HRRFES st 2021d 12%1704%1 12€ 304744 144
& wEste] F 32057} FFEHAT AT AT ASATE =
A AEA AAE BF &8 F Ak £ AFE S8t
0% 83t FAEAS AT
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B AT AERAE 33517 fste] H COVID-19 d3dA sd-8 43
Ul S tgeE A8 E FHsIEoH o] A5 E BEUE AFEA Ak AL
S5 FEAA A A7, o315 8 A5y T R g ARE v
<3 2>l AAIBFATE

<E 2> 4l 1(n=329)
W4 A )&% S NE ue%
k= 159 483
1hA]
3 ne 17 520 ATAR NE 164 499
4 158 480
7€} 6 18
20h 69 21.0 2005+ m) gk 63 19.1
- 30th 109 33.1 a2 200 ~400w] 79 240
40t} ) 2.3 400~600m] 2+ 141 29
50th o) 71 216 600+ o] 46 140

s An G 1719(52.0%), 943S 158 (48.0%) 2.2 Uehdal A&
2 &S 1599(48.3%), 71 164 (499%)E A F53H ZAHETE d#En)
2007} 69 (21.0%), 30tHE 109%8(33.1%), 40thE 807 (24.3%), 50th o]4to] 71
H(21.6%)5 BT YL 2009+ vlRke] 639(19.1%), 200~4005+ w] g
o] 79%4(24.0%), 400~6009H Bk 1417(42.9%), 600%HY o] 3-S 469 (14.0%)
UFERStTH

rr <z

2. A BB 24

7Hd S-S St 218189 g3 4o Bart ok B AFdAe A4
AE 98l Cronbach’s agto 2 ettt AL3] el oflXe &ab ghol 0.60
oPFolH A eyt FEsthal e Aol AhEAFE, 2011). & A9 A=A
A At 25 060 ooz yegernz Ag4L R & & 9t
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(HML- 59, 2016).

g3old SAETE SAsaA ke JNds Ags] SAAeTE UEdle
=S 94'3]&3}(016}*‘-"‘%1—3 2015). 53] FJFEFAeld, 59 dS A3
7] gt M2 g8 HOE 243 & AlololME F& AaaAATE Slojof gtk
= A, o] W AR 04 constructsE S43H= £HE T 1T8 FAgkol 04
olatel Aol AAA e FHORE E F UHEAZE, 2011). EFF 14 8%

A AgeA 28 HA{® 7|Ed 4?}5 <3.00, RMR<0.05, GFI>0.
CFI>0.90 502 7138 AAs4h B A1 g4 golBA Ay}
23} GAlgho] BF 07 ooz AFPF Aoz Yehyth =3 B d7e] g A
FgmE  PFhe 243841(d£.-137, p<001), x*/df 3t 1780, GFI=931, NFI-.945
CFI=975, RMR=.029, RMSEA=049 522 Yely 28 FFA 715 3%

8
X
8

&

M

_?{_:

Lo

X

oo = — — - [ |
- FF89 7id  Cronbach
W S4%5 A SE. CR AVE AfE s a
sHo] JAg 0.745 - -
T sd 3719 A4 0813 0079 14017
29 8| W £ 081 0078 14130 O7 088 086l
sEl) 94y 0739 0076 12783
el g AAo] njEx 0.809 - -
qop  EHAMY AAH AL 076 0066 14389 0702 0876 0865
- 7hraix) o] Al 0831 0061 17.3%9
R A9 fUE) B2 088 - -
o0 A9 denlzn - 088 0051 18797 0729 089 0889
- 290 AA P 0848 0050 19475
Ar-7)e 087 - -
EA% AESF-Z27A% 0856 0053 19425 0754 0902 0881
A - A e 0807 0055 17787
QA 0.888 - -
37 wh g3 g 0896 0039 22949 0798 092 0911
He-A=49 0863 0040 21447
2% TRl 08713 - -
i 2 sdut ¢4 19 0868 0045 20128 089 0936 0897

oA e 77 S 0851 0050  19.559
x*=243841(d.£.137, p<.001), GFI=.931, NFI=945, CFI=975, RMR=.029, RMSEA=049

2 dFdAe F 19709 =S 6 & =
Pgelgorm <G >3 2L AAE AUtk WEEHIA HUHE 95kl Fomnell
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Larcker(1981)9] 7 Walog A&319%Ed, FFEAEZZHAVE)S o] 431
HPEHCF 740 A2 AVEZL F 0 3 AaaAAlERT 2 735

Ae)S o] &3t tHelaha]-AAIE, 2015). o] W FFEAFZH(AVE: Average
Variance Extracted) 05 o, 7I@AIZ 32 07 oS 7122 33

£ A7 ASEHDBA AFNA SAvFES
ol (p<0.05), FAUFES CR. #= BF Fo3tAth T3t FAHAFZHAVE)
o] A% 068 o]Folm A= =gt EI .

”éE}%E7} QE%‘:}—T’- g 5 »lE]r(Anderson & Gerbing, 1988).

B dFdAe WEEFAS T4 A9 BE 89E 1Y AudA @ P
A VERG AVEA|F23H0829) et wom =z ohx AAJ8E 250 BEE ok
T Nde IHENGAO] e <3 4> AT

iRl 1 2 3 4 5 6 sqrt(AVE)
1 FHIAE el 1 0.829
2. TARILR 468 1 0.838
3. AHA 2R A7 613" 1 0.854
4 EA% 397" 646 5957 1 0.868
5. 27 Ae4™ 685" 6347 765" 1 0.893
6. BFol= 349 6147 534" 664" 665" 1 0910

*p <.01, sqrt(AVE): Squares root of AVE

3.7 Ae
0o < 5> FERA B2 284S ddste] g2 difolnt
7HAL-TelA 599 E2lA @7 FollM FR@desle] male) 1Aukee] &
Awel vAE FFE REZIAT7E 0MECR0792, p-0408)2E FAHoZ F
oAl ehtA] skt ol TRl AAd FE, W Es T5eheA S
Ay EAw FF FFE WAA g Ae rdith HEl2elM 59

=24 @74 ToM FHEHLll @l mAe FdEFS ZESATTL
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r
(r\
=

0.096(CR.=1.865, p=0.062) 2.2 FAZ o2 F5A YehdA] kst o=
HHg A, B F5E F3eA ol 129 7)o o3 FFS v lilxl
e AS oujsith. 7Hd1-304 TEe] E8A $7 FoA] YAl Q%lo] 1
o] 7Hguke-o] EA% nX e JFe TFFAGFIF 0473(CR=6.484, p<0001)°
2 BAASE fFosHl Ueistet), ole 38 Ad9 wiE AlIAE EAR, 7+
Hlx)9] Helg So] uA e EAR Fo T FAE RAFAU 7Hd1-4914
:5;5“91 E4 37 FolA YAl 8]lo] 1] kg9 $vld niX= JEF
FZE3 A7) 0435(CR.=6.642, p<O.00DCZ EAHOZ F938A Yelger),
e A wiE AZHE EAR, ZHE RS HE A ol a9 Er)e
st JF WAE HAFUh 7HA1-504] SEe] EeA B FoA AFA &
uAe] kg Z2A% nAE TS xF3AGIE 0.393(CR.=6497,
p<0.00D)oZ TAASRE FofatA Yeiged], ol 38 A fUE F4, 4
A9 1-g7 douizr HAT PF Eol uAe] EAE o3 JF AAE
AT 7H1-6004 S99 EE| 37 FollA ASA aRjlo] 179 714wl
&9 719 vAe FEFE ZFSHATTL 0309 CR.=4661, p<0.001) 0.2 EA O
Z FYs veig=d, ol 39 A FUEY A2, 199 1488 o outa
3 AAE P Tol 1 NS T BV Folg IF BAE HAFIA

4

—

<E 5> 7 HE &t

) F=3A SE. CR.  Adoy
Hi-1 FHIFHR — EAS 0.045 070 0.792 712¢
H1-2 FHZH 29 — 3] 0.09% 074 1.865 712
H1-3 gzRle’l — &A% 0473 ™ 079 6.484 e
H1-4 18]l — 37 0435 ™ 083 6.642 el
H1-5 ARBA 8] — EA% 0.393 ™ 063 6497 A
H1-6 AREA 281 — 3] 0.309 ™ 059 4661 A
H2-1 EA% — dFA% 0.396 ™ 05%6 6.349 e
H2-2 - Psox 0410 ™ 047 6.653 e

X*=204.635(d.£.=141, p<.001), GFI=917, NFI=934, CFI=964, RMR=040, RMSEA=053

*HEp <.001

H2-1004 17 3R B 2A%e] BEIRS] MAE G EE
F7F 0.396(C.R.=6.349, p<0.001).2 TAFLZE oA Yelst=d, ol 1179
w3 EAT ATYE Fo EAL Bl AF £ PFIEA] FoF FG
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A5 BAFYT AH2-2004 17 RN Fo) EA] AFE WAL
G 73171 0.410(C.R.=6.653, p<0001)°i EAH0E FoA Yeldt=
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A Study on The Medical Tourism Choice Attribution in Korea
:Focused on Qazakhstan Tourists to Korea

olz3t - BB Tl - Yoa”

[ Rr———

Lee, Seung-Ha - Sultan Kamilla - Yim, Eun—-Soon

Abstract

The purpose of this study is to understand Qazaqstan medical tourists in Korea.
Throughout understanding Qazaqstan medical tourist, Korean government is able to
provide improved medical service and tourism infrastructure to the fourists.
Frequency analysis, Factor analysis and Regression analysis are mainly conducted for
the study. The outcome of factor analysis is divided into seven factors, which are
medical service, medical infrastructure, cost, government image, convenience system,
Facilities, tourism resources. The study was conducted a month to collect the data.
In total, 200 data were used for analyzing of the study. As a result of the analyze,
among seven factors, two factors showed positive correlation with revisit intention to
Korea for medical tourism purpose. The result of study supports the idea of medical
service and convenience are an important factor for Qazagstan medical tourists to
choose Korea. Therefore, Korean government encourage to put huge effort on medical
service and quality of convenient facilities as well as promoting the service.

ZFH o] - o] F 22 Medical Tourism), MEZM(Choice Attributes), F}AtS AE
o] 2 247 (Qazagstan Medical Tourists)
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A study on Marketing Strategies of Ethnic cultural tourism
destination in Yunnan, China based on IPA

Dejy - BRIA - gen”

MoLeMeng. Duan LinZi. Yim, Eun-Soon.

Abstract

In the context of the increasing demand for cultural tourism, in order to improve the services
offered by the tourism industry in Yunnan, China and to propose effective management solutions,
this study conducted a comparative analysis using three IPAs by Martilla & James (1977), Vavra
(1997) and Deng (2007). For this purpose, we surveved 1003 tourists who visited Yunnan
Province, China, from October Ist to 30th, 2020, and the collected data were subjected to
descriptive statistical analysis, factor analysis, paired-samples t-test, regression analysis, partial
correlation analysis, and IP analysis. The results of the comparative analysis of the three IPA
methods found that no common attribute emerged in the fourth quadrant that needed to be
developed. However, comparing the results of Martilla & Jame's (1977) and Vavra's (1997) IPA,
an attribute of "visibility and recognition" was found in the fourth quadrant. Comparing the results
of the IPA of Martilla & James (1977) and Deng (2007), four attributes such as "traditional
practices, national festivals and events, tourism costs, and media publicity" appear in the same
category in the fourth quadrant. Therefore, a deeper improvement of these five attributes is
needed. In summary, the comparative analysis of the three IPA methods shows that different IPA
methods can yield different results, so the most suitable method should be chosen to improve the
validity of the study. Different from the prior study, in order to solve the linear relationship and
independence problems of Martilla & James' (1977) traditional IPA, this study additionally applied
Vavra's (1997) and Deng's (2007) modified IPA, and conducted a comparative study of the three
IPA4s.

Keyword: Attributes of tourist destinations, IPA, Revised IPA.
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0< /o] Bes BdA A Auta B AEL 7
27} At Yang Sheng, 2008).

IPA(Importance—Performance Analysis)= 1977%3 Martilla-James®l] 2] 7]
Qiott] AFolyd Anj=e] FaEet BEE zto] F4E Tl AHIE AF] §-

THE 59, TaES WEEY AolE AAHoR HA #dd F e 7Y

0]‘3} Deng, 2007). IPAE ©<edtal A5 &-8-0] % 3 B2 el ARg3taL o
¥y Martilla-James?] IPA= T L= 55 7F A8 34 2 534 EA7}
A = 9lojA] Vavra(1997)9} Deng(2007)2 3] AN HAREAS F3ll A&
Z TIPAY FAAL )23t 489 [PAS A A A TH Vavra,1997; Deng,2007).

T3 &SNS FelEEA ) teh AFe T ARG, ol AS-(EM), 1
(HANE TA2Z Martilla & James(1977)2] IPAE o] 83 #3x] Aul~ F4 &
¥ 97(Zhang Aiting, Zhang JingCao & Niu JinXi, 2021; Zhao ZiWei, 2020), &%
A QAT P 9EE #¥ A7(Zhang Shanshan & Jia Dan, 2021; Chang Jie, 2019;
Chang Chengming & Peng RuiJuan, 2020; Ba Weijin & Shi Fan,2021; Xu
YongMei, Zhang HeQing, Wang Leilei, Xiang JiaHao & Zheng XueFei, 2018,
Zheng Xue fei, 2018), #33X] o]u]x] ## A4 (Deng Xinfang, Jin Hailong, Qin
Yan & Feng LingLing, 2015)7} X850 ka1, A% WE 20 A3 =5 B
A7 (Xu HongShang & Hai Long, 2020), 9AF #3148 v A4 AL
Shan, 2018)¢} =%1& A7 W= 3 #FA Al #3 A7+(Whang
MiaoWang & Ma LiXia, 2020)% wj-$- &t}

Yozl el digt de B4 Ao RS Martilla & James?]
IPATHE o] 83t 2o 2 11 XiangYing & Zhang Yan(2019), Yang Chunli, Chan
Fang & Ji XiaoLi(2021), Liang Yan & Wang HongSong(2020), Zhang
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IPAS 283 T3} #34x HAe&A] A3 41

Zhenfang(2020), Tian Li, Li BoWen & Zhou XiaoKun(2009), Zhang Pengyang &
TianLi(2016)2 W% Aa1, 4= IPA7] S AH&EFAY Martilla & James®] IPA
s} 448 IPAS) Ate] js) M A= A< gick

aEEE e BES F39) T&%ﬂi%—e— Baez B Ae&4e 5
sjo], 4EA) PAS} o]o] EAME 3128 +4% PAS A8alo] 2o}e] FE
Rolg B4, Ay A9l oY A FYE 9 71E @7 Aeg AFH

azt g

vl

fa

:J:q_.- o o T
AR A0 2, AQEE A48, AEHE AL, BAE A B et
Aol A7} Qe BTl S, 2000, BRA AEEAS Ao B
2 A% 5 e 2949 229 HERA 222 AT 5 AKLDD & ¥
29 2011). WA TR AeEHe AFAE LA Thekst 249 A &4
of sl #FAe] 7HAl= e} Y=g ° U]@@(«’:‘J%—E‘—QOOS; 017"341],2007) ool

el =i el B2 AAREe] wEA

rx
il
Lo
oX,
by
o,
mln
o
)
>
jﬂ
JE
A
l:L:l
—
X
n (
it

29l %4 99l A4
AQdH 82, QA 84 AAA-Eeld 54, YA vEE, FuA, Gold(1980)
B9 | BB ES A, 894 WS, SRR, %, $ARAY, Ao], | Murpy(987)
A, NE 29]7), WE A%, Q¥ AuE. 2921994
AAE r&%zu Ne, 4EA BU A, o5 UF 2, 0F S, 090 0% A, AAR%8)
COCT | a53dE, UEdgas B E Uy, 9% BAS = (2019
*}54*1 8 2908, 08 B &9 A4, o4, L8P, BT, walA, 4y | Ik
ARe) By, 1FEA, wES A, A2, S04 2 Hlg, A, 1999)
BB | SN D WAL, dERE ChAE, F AY, TEAL, VAR, 20 BL200D
A4, 1A Aul 2, ol A28 7|5 Au2 obAA, Alewe] HAA A2 A4, 4 (2004)
Aulz 9 53, 9 A, SRR Aul2 AL Aok B o9 HEE2008)
PRAAAS AT, | iLF UG, 74 0, AETT o84, wET A, we | AT
TG | A, Aulx vl e A8 2 6l 2eF] X, AR, AAA, et Az, Chen
E | 2% R B4, 08, ANz ZA, 20, BRAA 2802, gk | WangyueCOl)
18 2 #BA 7 A AANE Guan Xin(2012)
Bi Lifang(2013)
BAAR] | BgA| 4, olvlA, An, we) wje, 217 ojnlx), Ak8H A AR L Wang
2 AWE R AP 71X, OE 4, pEAS Qiong(2018)
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gelA ol AAATE HiFes B AN NEEHUBA AR 4
S0 el F he) 2HREe AP ATHE

2
N
b
o,

=)
. —_

10 11 12 13 14 15

2L
.lQ
[ ]
[ ]
[ ]

L | o | o
L AN |

fo g
N
(]

b | [ [oft | & |2

n
0

(

2

wE,

1 A} ° L J

ox e
oH ol

= =0 T =AY l=i 1= 0 i

o o | AN | ol | o | 4
2

N2 | o | Ry | N
o |y | 2> | [~

| oy
[ J

e

Abs] Ak o
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>
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AP 4= ® [
ZA: 1,Gold(1930), 2:Murpy(1987), 3:71€1%1(1994), 4: 317143 (1998), 5:414d8- S B A (1999),
GALF200D,  THAW2004),  SHEF@003),  9FAF01D), 10:WangyueChen(2012),
11:XinGuang(2012), 12:BiLifang(2013), 13:WangQiong(2018), 14:5}]%3(2019).

2. IPA(Importance-Performance Analysis) ©]&

1) Martilla & James(1977)2] MSH IPA

IPA (Importance-Performance Analysis)= 19773 Martilla®} Jamesol &3] A7)



" UEEe Fa® F 7HA AN dE R ARl F29 545 E4eks T
ojt}. o] IS HAME EFAA WHOZ An| 2 Y Be

24531 JklLai & Hitchcock, 2015). Martilla & James(1977)9] A%
o2 SHAEC] A Wk FAEE YE0E AFALE XFoE HAst,
Ztzke] A5 e FoEs} AHEY FadS WP SR [PA MatrixE 753
tH#71, 2019).

IPA Matrix= 4] 202 751, [ARTHY] F859 WEert 25 o}
A&A frAsor & s Foolal, IAREHS 857t % BEert £&
o] JE FEE golrh MRS FRES} WEErp B v FEo]
U Aulz Al $AE7E Ee FEES] 9ol NAREHS Fo%7F #1
PSRRI B2 ATAR] kY] o3 FE59] gt

2y AFH [PAE TR BHERE ko] N2 Sy o, v £43 At

§ RHEE Zhell AFEA 3 Aol EAslor shevl, AR Fard #E
T 38 A 2

A AT SYAA Qop) A5 Pk &
_]

2) Vavra(1997)2 Deng(2007)2l =X =l IPA

Martilla & James(1977)9] IPA 282 vl #A|¢} v E FAE HZ2st7] 9
& Vavrae 1997 Kano(1934)2] 384 ©|& (the three—factor of theory; Kano &
d)S At AA BEFRE BE F Jde FHE IPA Y-S AASHAT
Kano(1984)¢] A|AI3E 394 o]B& AMHlA HAS 7B A Afes wjEosrz
Ttk Vavradl 89 IPAE #3372 9 2827 23 3718t S8 58 WA
2 %ﬁ.‘.:_i XFo2 AAsta, 7k £4998 EEet Huky “P—'—Oﬂ oA =&H
IAAAFE WAZ Z2%E(implicit importance) & Y& J3ted 4= IPA
Matrix = :rL-T%E}(Vavra 1999; Kano et al., 1984; ¥4, 2009; 119141 2013).

Vavra(1997)9] 3945 &3 IPA WS T4AA A 5HHFE 1t o5
A4 “'X1]7} st = glojA] DengS 2007 HAITEA(partial correlation
analysis)S 283 FAE IPAS A tHDeng, 2007, +471 2011). A8|A7}
A4 ﬂﬂf& MRS Y502 3, 72t $48 UEEE AdZ2(n)E HAsH
AA e ole] AABAFPCOE ZlA 85 o2 &83ld X502 4
A3lslA 2t 49 IPA Matrixs 753 0H©)d3, Oh Jin Ah, AT, 0|25 &

-lP

SangYoel Han, 2017). o]& AA Av|A}e] A7z} Wsls & A9E 4 Qa1 %ﬂ%x—i
IPASIA Al T AREREZ Al I AREH] £4E0] Edv A%s UAT 4+ o
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(Deng,2007; A& & -84, 2010).

olof] 7]&d tho] AFolM HAEH PASH 3
a4, 2vlEFE &3 A, FE EY Ay &y
T, =3 gvlaiae] #g B FoplA AT
& oA, 2022, °l5F, LA & wiEE, 2019 L% 15714 &
0]738], AAT & °]AFF, 2011; ©] 282018 3 & AVA, 2022).

fol U{H )

3. A #F A8 2 IPA A7

AL 57 257 aFNIFo] T FxoA RMEY FTHV 7P B2
FZoltHF= AT FAL 2020). 99 WISEL o AUE AA BAl, £3 F
&, FH% 02 v} 2 553 54E /A1 o} T BHFAAGA 7
FES W= A9 29 szt ) 20199 QA HHEAF 5 oF 8147 6,270
O 2 20189XT} 18% S7F8IHAL A (el 2004 7| #FA & =71 F ol &
FA= 1300, AAZSAE 270, AAIZ1 S5 3707F AeHE=8 A1, 2020).

DA BBl g3 AFE v FHa, hREE Martilla & James(1977)9] A%
2 IPAE E-83F ATo|t<HE 3> #Z). ddtA #3EHR) 9] AAgH| gt A+
oA AFH IPAS &85 A7 Ay, /o] a3t A [VAREH= ‘@335 E,
‘HFFY, i AE, BEFEAT V) FEo| S3te AoE e, AdAY #
Fod L2E fAsof s, AdAel i AR Fa} T U2 () B
oFslnz g0z TA| AY Ferks YAl A3 S o]Ey] s AR F
AE ZFslefof stokal 4 THTian Li et al,2009).

o
5 T2 nﬁr@ AW’ 4 27H zﬂiol MGl &ate Ao E Yepyith weba] ¢
oz Y ML #AFAY oo o 7Nke Fa gAY A} roje)re] APS
Bk

£
ox
N
oY
R
8}
)
ol
N
=)
4
t
=2
=
e
-
=2
of
M
rot
toh
o
{12
>
X
ey
=)
=

Faafof gtk A 29 ] E /X ]Oﬂ TS 7)&olal T HeA 9 vt
S2 AHA s guisior ghttal 3 th(Zhang Pengyang et al.2016).

A w2 FFol st AFolA H"* ] goeh 2 ‘Tl o #% i@f 2
H] 7}Ao] gtgjFo|al Agolgte Ul dEolBE "gEHiﬂWiZo}«] MEE 4
A At EAARI HvkE s PR AEs N As Xﬂ?ﬁ‘i‘;}(Li
Xiangying et al.2019)

Sy B A2 o) UF ATE AN A, o] Bad Jue
IVAHER) 3k £40] gl A
=

=
sjo] geolEel AFH 3ol
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e
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& B #9A AUy 97 4
s FEH oz Adsfol 35 A tH(ZhangZhenfang,2020).

g BwFA olm| Ao gk Aol A oA iAol Hadh
‘Guf ‘aE e ‘eEr SR, ‘AR IF 5 6710 AR eyt wet
A o] 67HA] ol thel A A= Asketal Muls F2E s 2 F
AL AFstd "B BA'E FAR WBA oWAE FEHoF gkl FHAT
(XuYouyou et al.,2021).

ol 3t MYPATEL Martilla-James2] [PAE AHE3IA, o] Wo] 7kAaL Q)=
TRES} MEE 7 540 AAAA &L, AFA BAVE EATeE A7 23
o eF7F EAE F vk wEbA 2 AFeM e M-Jo AFH IPASH +4€ IPA
& 2835to] BAToEN o] FAHS B, AFAFAE HuFoEN AF
ol sl vHR Agrdel 712A8E Asstaat g

<E 3> 2ol oigh IPA 917

AR} A& s IPA
Li Xiangying ot IPAS] 36 B8 A4 539 #37 9% ar 948 Sraedie 454
al (2019) ARPAS BEATIIE FHO= YR B IPA
XuYouyou et IPAS] AHEARE A olElA] 34 0 BA A% Q94 29 BEE 454
al.(2021) FRE THeE #37 IPA
Zhang Zhenfanget BNl 7|2 AW SAAG0) NEE} Ay NFuAe  AFA
al. (2020) 8 A el AFNAE FHOE YR B IPA
BFEAR o] Y _ HNEZ
Tian Li et al.(2009) §ing;;]]5°§éi A S R A H:A1

ol %
Zhang Pengyang ot A7 99 B2, B 9 PA B7jel ol 45 (uuilfl;L . 4%
al.(2016) A7 doldA (il AAABYE FHOE e g A

B AdTe #3X ’%_E—‘.‘é.\—*% HER1(199), BH3-8- Qe (1999), ¥.L25(2001),
| (2008), ChenWangyue(2012), XinGuang(2012),
)
)

o
N
X
£
e
{2
=
%
k&

, AR %9(2019), B1L1fang(2013) WangQiong(2018),  Gold(1980
Murpy(1987) 59 AF+E #Farste] F W) FEO0 2 FASATH 3£ 2 > F=x).
AE-AE Likert 58 HEE ARSI 17E ‘A wkEalx] gryola 58 ‘o $-

’
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T2 IABE)E FalA 9
202004 10¥€ 1€ ~10€ 30Y7}=

T SHol BALT 19755 A

AN

2. AT
B ApdE 1% 28-S SPSS 2608 o] 43l Btk QA TEA A EA
7 guky E4S J

AZS37] H3ld t-SHE T-test

IPA, Vavra(1997)9] 4% IPAE flste] A4S &3l S48 wEEe} Rk

ol oA FAAIFE st WAH FOEE AR B4S Aok

Deng(2007)9] 4€ IPAE 98l 48 HEEE AARI(In)E WAste B

HEAE Fo) AvE wsrele] HAARASRPC
A

a
il
o2,
=
A
ofN
fo
3l
fid
i1t
o2
_Orl',
=

2 oA 522(52%), ‘B4 48118 (48%), AHTIE 26~404]7}
AT ARE 71E 919M(91.6%), 1S FES HAEHES 3257
(424%), 7F89 9HEF A5o] 5000~10000901 Here 3649(36.3%)0] 1L
< 1109 (389%) .2 Elytt,

AHIS WES 542 AR Y 2 7)E7gke] 4657 (46.4%), 5 HlZY A~
149(14.9%), A9 ] EA4S A4 FESA 140(14%), AFRZ 547 F5E A
3 140(14%), 71&} 67(6.7%), A7, Alolvt 715 whd 42(4.2%) wolt}. AFAIZE
2 38k 4 277(27.6%)°] 717 a1, YA Bgol] tig JRE XA 3459 (34.4%),
PAF 257H(256%), STEH 219(21.8%), SNS 115(11.5%), 71EF 67(6.7%) 5=
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o 14 52 52 E‘Ecﬁ NE 919 916
18~254) 130 13 B 71e} 12 12
26~304] 2 295 S 203 292
31~404) 19% 194 A= 35 424
@a—] 7.9
© 41~504) 63 163 . EES 216 215
51 ~604) 143 143 - RS 107 107
6041 o] 7% 16 7)€ 6 62
500091 o3} 93 9.3 RIESS %57 %6
5,001 ~10,0009] 91 364 363 s} 345 344
74 o R 5
Qi 10,001 ~15,00091 <1 361 36 2 OlEYl E o] 219 218
15001 ~2000091 115 115 = SNS 115 115
20,0009 o] 4+ 70 7 7)€} 67 67
3 43 43 T, Aelo} 71E whg 42 42
1229 01 101 SRR ESBEN 149 149
A5 2913 160 16 e /\/7?:}%;} 2 ;Jlf%j%o 465 464
= E gl 3220
2 3upY ooz A TR w0 M
M5y 216 215 Age] EA4e 49 FES 140 14
58169 o4 6 05 7)€} 67 67
HA) 1003 100 A 1003 100
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lo
=)
il

B39 th(Hair, J. F., Black, B, Babin, B,
Anderson, R. E., & Tatham, R. L.1992). =3t U3 d#AAES Fotstr] 98t
Cronbach’s a AlF~ #& AHE3l AF=E S43HHZeller, RA., Carmines &
EG. 19%0). #3A o] Ae&Aol] digk 4 A7, F 4k e 73531%0H,
KMOZt-2 0.8990] 3L, Barlett®] 7874 A= 21314.933(df=1002, p <. 000)Z &
ol o) g3t Ao 7 Vel thKaiser, 1974; Osborne, Costello & Kellow, 2008).
WFA Y] delgAel gk 4 29 29 F 80 FE- IFA7F 1.0 o) 570
o] gRlo] E&yof, 7247} ‘#F A |, ‘wF AE, BEA A, BF

’



]

A
vl

Cronbach’s a
911

Cronbach’s agko] 06 o]4e =z
A e (%)
13.24

ofolal 3
3711

i

°
pal

Rl
A2

o] 7t a%le] o
312

T/ A409 A2

914

13.365

3742

O ~00 o

7o o
RS

950

910

24.660
10.959
11.292

6.905
3.069
3162

817
818
.801
82
816
822
822
.809
943
849
.81
343
953
867
358
870

g
a

«

2

ASA

o
T

Aste] P

}

0

42

7]
Ape] A%t
L= AA

SRR
F9 P4

oA S

o
o

-
-

sk Al
=3 A1
AE &2
&% chy
#4uE
BHFANA 22AZE
B3 AQANTE
A&} QA%

DA a7

=

ey

1
14
21 o
28

17
19

73.531%

g

.mo
zn
=<
]
o

S

Rikes

=

T

kel 2oz 74

[¢}

=

hy2

Fo= yeht. of

=

o

21314988, (df-1002, p<.000)
', A ER

B T—test

hyA

KMO-=.8%), Bartlett's x>
AL

3.

A ZH

L =3 BAE, 8RR A

Ekis

1%



PAE 83 &3} #3A MeE&Ad A+ 49
AAM HEAY 7HE FFATIA Edthe A YuRtH< £ 6 > FF).
< E 6> 0EZQ ZREFo| X0| H|w
Martilla & James(1977) Vavra(1997) Deng(200)
o) A
& PR UEE Y S8 o
M M B t PPC
1 A 7 345 2.80 653 12.856%x -.066 -908 -0.021
2 5 35 346 2.85 606 114005 025 505 0.02
3 &7 Fe 3.37 2871 500 9.646%% 022 476 0.015
4 oE AT 341 2.83 535 10,013 099 2028 0.04
5 &7 2907] 342 2871 555 10771 -.024 -506 -0.16
6 TE A 2 PA 35 282 737 AT 023 295 0.17
7 L e 345 2.90 556 10567 -.007 -.141 -0.01
8 w3 3.49 2.87 625 12.335%x -.108 -2.237 -0.072
9 s d& 3o 353 2.92 605 114015 018 .61 -0.006
10 w33 IdE 351 2.87 641 12450k 043 .863 0.042
11 71 3.45 2.81 638 12,503 011 105 0.007
12 e 3.39 2.85 A2 10447 -.033 -.633 -0.035
13 suk A1 3.38 2.86 522 9.783xxx 101 2027 0.067
14 2A} 341 2.85 560 10717 -.046 -925 -0.04
15 Qg A 344 2.86 582 11.343wx -.019 -.398 0.005
16 &3 Al 341 2.83 579 11.216%x 007 146 0.023
17 HAZ &2 341 2.83 539 10.053x -.005 -.097 -0.02
18 A% ohjjY 3.38 2.83 499 9.3605 011 204 -0.005
19 ohy] A]=Hl 3.35 2.86 487 9.113s% -0% -1.868 -0.044
20 FH 144 3.36 2.83 488 9.353xk 043 836 0.023
21 38 359 2.81 75 153224 017 246 0.014
22 PBANA A2QAIZF 349 2.89 597 111973 -.056 -1.129 -0.044
23 BFANA A7 351 293 534 11.206% -.014 -.295 -0.006
24 oG AQAT 3.49 2.83 609 11.635%x 030 610 0.015
25 AYE9} AR 353 2.79 741 14,344 -011 -.165 -0.014
26 A FE 347 2.80 675  13.046%x 019 ) 0.025
2 #Ast) -
27 A4 343 2.8 574 11.2024 -124 -2623 -0.079
2B g A= 345 2.87 578  10.809x 046 936 0.03
# p<l.0B, #* p<Ol, #xx p<l001
4. A5H TPASt 4% IPA
AA, Matilla & James (1977)9] IPAE o]&3 Z27E AR [AHEH B&
o) AFEol Ue-e FAS, 3 2370 $4 T MHEEe) G, IRl 117,
MAREA 6719 £A4d0] e Aoz Yeyth vAZez ‘A% IF5©2), 1%
A 2 YAK6), ‘TFHL21), A HEe} A Z(25), ‘wiA TR(26), & 5/ &3
o we Fams e UIEz ANALHY 935 1F Adslel & S50
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E YUegt(2d 1] =)

o. ot
= = I.%Xx|
)
.
¥
17 It
N < 4 s i 10
- 1 4 - 4 - -
. - . rd
K 255 - - - -
ol s
- 6
11 4 21
&
e 25
<
m. M= S
=85

(22! 1] Martila & James(1977)2] IPA Zz}
=4, Vavra(1997)9] 8% IPAdA = F 287 &4 F KHEHe 7)), TAREH
o &7, MAHEw] 9719) &4do] $X)she A2 Yeldth BA4 Fow7h &1

WAA 57t e IVAREH = 33 A1), BFA7MA 28A7H22), ABE
o} AA=(25), TFAIA 2Q75N(23), & Ml FHOE o]EL 7|24 AL

Z yeisti(2d 2] 3=

n. e I AMQAESR)

o I M¥RA(HIZSR) v. 7IEea

360
E-1-13

[32! 2] Vavra(1997)2] IPA A1}

AR, Deng(2007)9] 8% IPA AFAM = F 271 4743 F IAREH 870, Tt
2o 97), AR 57]9] &40l =&H ATk E‘AP%* FTLE7F 0 A F
857} YA Hole Al NVAREHA e #3A7MA] A% T50), 1% FA4 4 A}
(6), 71%(11), &£ A1416), F1L21), WA FE©26)9 67] FEojti(1d 3]

Iz).



=2 3% o) 3l 33 N A~ - -
IPAE €83 &3 g Jeg&4 A5 51
o.akd 1.7=I
o
2 7\-
- r i 20
Iy I . T i‘. w0
) Y P, o«
i - e .
o
11 -E
) e
21
m.x &= v.El=
AchsEaE

(32! 3] Deng(2007)2] IPA Zzt

o]4te] 3714 IPAQ] Matilla & James(1977)2] HE2 IPA, Vavra(1997)9] IPA,
Deng(2007)¢] TPA2] A¥E nlwald [AMRHOA FU3HA Y& 24 (R
F 71E%), DAREHO = (333 h9), MAREHA = 371 (KA, ARSI A<,

AAD, s ojob & Gl Al IVAREH A= FLaHA AT £40] gle
Uk, AA) 287 &5 & 57 FEke] SUe 27 29E Hola AT

AL,

3T

L
> 2z,
< E 7> 37X IPA Z2} H|1
AR Matilla&James(1977) Vavra(1997) Deng(2007)
I A AYQAa(ZQ) FA
2 FLE 671 =) (770 &=) (871 &)
o EL 8 9, 10, 22, 23, 24 26,9, 10, 21, 24, %6 3, 4, 10, 1315, 20, 24, 23
_ =R 73
A1) = B B
o A ) @ =) O %)
o =9% 34,5 7 13, 15,
To dEs 18 10, 2. %8 3 4, 11, 13, 5789 17,
- P T 16, 18, 20, 28 18, 19, 22, 23
15 =
m A Rireaition A <
7
92 FaE (671 &) e (570 &)
Lo miEn 1, 11, 12, 14, 16, 17 1571214 1, 12, 14, 25, 27
AT . E3) y ALy 11, y 15’ 17, 19’ 27 'y
v As 7 T As A
=2 85 (570 &) 4 &) (671 35
Lro. ghET 2, 6,21, 25, % 8 22,23, 25 2, 6,11, 16, 21, 26
LA A# 245 35 39EH 9 490% AF 5¥IEH B97] 6¥1F A4 € A 7
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A comparison of the visitors’ satisfaction determinants in public
and private museum
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Lim, Jee-eun - Choi, Hyung-min

Abstract

The purpose of this study is to clarify the difference in the influence of museum
visitors” satisfaction determinants on satisfaction between the public museums and
private museums. Therefore, 146 public museum visitors and 160 private museum
visitors were surveyed at five museums in Jeonju, Jeollabuk-do. As a result, there
was a significant difference in the influence of museum visitors’ satisfaction
determinants on satisfaction between the public museums and private museums.
Visitors of the public museum were more satisfied with the museum as they were
satisfied with the ‘exhibits’ and ‘appreciation facility’. However, visitors of the
private museum were more satisfied with the museum as they were satisfied with the
‘exhibits’, ‘convenience and facilities’. This study suggests that difference due to
museums’ ownership would be reflected in future museum marketing strategies and

museum operation policies.

ZHof : B=2 2 (museum), 23 & Yr=2Hpublic museum), A Ht=2Hprivate
museum), Chow-test, 4t=2 IS T (museum satisfaction), 4t=2H AMH|A
ZZ&(museum service quality)

* AZENSR BFAFATAE AT, e-mail: jelim@sejong.ackr
s A 8w 9]/5! 9gsta} 24 e-mail: hmchoi@ysu.ac.kr
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The effect of generation gap perceived by five star hotel
employees on job conflict and job burnout

A olodt . oLood
S - ohR Y

Song, Wan-Yeong - Ahn, Yoon-Young

Abstract

The purpose of this study is to investigate the impact of generation gap perceived

by five star hotel employees on job conflict and job burnout. To test the research

hypothesis, we used multiple regression analysis and 400 final samples were selected

from employees working at five star hotels. The results are summarized as follows.

Generation gap caused by behavioral characteristics had significantly positive

coefficient on job conflict and burnout respectively. This result indicates that five

star hotel employees’ generation gap caused by behavioral characteristics is the key

determinant of job conflict and burnout. Hence, if five hotel managers make efforts

to decrease job conflict and burn out, they have to manage generation gap due to the

difference of behavioral characteristics.

ZFH|of - MIcHXIo|(generation gap), &FZS(job conflict), ==&l (job burnout)

(A 1A AF St dutthstd SRl BB 9y} vALEY | e-mail: swy386@naver.com
T (AA A St sd R et sdRFH IS W, e-mail: koala@sejong.ackr
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Importance-Performance Analysis(IPA) of Korean duty-free shop
selection attributes perceived by Chinese tourists during
COVID-19

o 0wy O of
TR oY

Liu, Mao-Di - Ahn, Yoon-Young

Abstract

Using IPA method, the purpose of this study is to examine the difference between
importance and satisfaction of selection attributes of Korean duty-free shop perceived
by Chinese tourists who visit Korea during COVID-19. Conclusions are summarized
as below: First, 33 out of 40 Korean duty-free shop selection attributes are reported
lower satisfaction level than importance level. It indicates that Chinese tourists were
not satisfied with most of the selection attributes compared to what was expected.
Second, according to IPA matrix, attentions should be paid to selection attributes
belonging to the second quadrant. Therefore, to attract more Chinese tourists to
Korean duty-free shop, managers have to improve the wvariety of discount policy,

post-sales service and the ability of sales person.

FH0f: st= HAM|HE(Korean duty-free shop), =01 2+2ZH(Chinese tourist),
IPA(Importance - Performance Analysis), ZZLH19(COVID-19)

To] mEe Al 1A AlFEdgtn duted AALEe =R ALATE AT A,
T A 1AM ER SR dukdied ZE @373 sty waleY, e-mail: liumaodi@naver.com
=]

[s}
(AR FEY S TdBFuist s @F Gt WS e-mail: koala@sejong.ackr
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