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Importance-Performance Analysis(IPA) of Korean duty-free shop
selection attributes perceived by Chinese tourists during
COVID-19
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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)
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