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An analysis on selection attributes from hotel loyalty program affects customer
loyalty and moderating effect of negative switching barriers — Subject on Korean
market in pandemic crisis
AT 0] 27]"

Kang Min—Joo-Lee, Seul—Ki

Abstract

From 2020, hotel market in Korea Is facing contingency situation from
pandemic, and it causes intense competition due to limit in domestic travel. The
purpose of this study is finding Korean travelers changing in multidimensional
loyalty from selection attributes of hotel loyalty program and negative switching
barrier’s moderating role in the effects. The selection attributes frame supports
to understand customer’s specific behaviour and iIntention to select in the
competition of online channels. To explore true loyalty of customer and also
finding out forming process of negative switching barrier through through
moderating effect, framwork of dependent variable use multidimensional loyalty
which are attitudinal loyalty, behaviroual loyalty, and composite loyalty. From
pandemic situation and also oligopoly hotel market situation from event of
merging and acquisition , customer are affecting positively from monetary
benefit but, not having effect from in house service from hotel loyalty program.
Also, results shows that customers are eager for relational benefit and
convenience benefits. As negative switching barrier’s affect the formulation,
switching cost has moderating impact to attitudinal loyalty negatively but, not
has Iimpact to behavioral loyalty. Lack of alternativeness has negatively
moderating impact to attitudinal loyalty but, not to affect behavioral loyalty.
This results are supporting proof of forming process of negative switching
barriers and reflecting current market situation due to monetary promotion and
intricsic rewarding effect from hotel suppliers. Total 494 surveys are used for
empirical research and analysis with 166 respondents of hotel loyalty members
and 328 none-members who are using online booking tool.
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A8]A(Lo, Im, Chen and Qu,2017), 7IQ18 B} A|AHlo] ofst AlZ] (Loiacono,
Watson, & Goodhue 2007)2 1A% 4~ Qith
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A=} (Hirschman, 1970, Hauser et al, 1994, Colgate and Lang 2001: Egan
2001; Vazquez-Carrasco and Foxall 2006, Han et al., 2011)
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The effect of service quality of ethnic Uzbek halal

restaurants on satisfaction and loyalty during the COVID—19

Azam Kayumov#* - Young—joo Ahn**

Abstract

The purpose of this study is to examine service quality at Uzbek ethnic halal
restaurants which are associated with satisfaction and loyalty to revisit. A total
of 227 respondents engaged in the survey. The results revealed that COVID-19
safety, cleanliness, and food quality in halal Uzbek ethnic restaurants were
statistically significant. However, ambience and employee factors were not
associated with satisfaction. In addition, satistaction increases customer loyalty.
The results would help management identify important factors for Improving
service quality of the restaurants and implement an effective strategy to meet
customers' expectations in Uzbek halal ethnic restaurants during the COVID-19.

Keywords: COVID-19, service quality, satisfaction, loyalty, ethnic Uzbek

restaurant

I . Introduction

Ethnic restaurants play a significant role in culinary tourism as well as they
serve to enhance the national identity. Ethnic restaurants illustrate countries'
cultures, traditions, history, authentic impressions, and symbols to customers.
Customers who visit ethnic restaurants are not only interested in ethnic food
but also expect authentic cultural experience (Gaytan, 2008; Sukalakamala &
Boyce, 2007). Because of consumer reluctance to dine out in restaurants as a
result of COVID-19 issues, restaurants must emphasize their food safety and
hygiene operational aspects to alleviate psychological concerns consumers may
increase concerns about service encounters with restaurant employees and
other customers The significance of the environment in the COVID-19 pandemic
demonstrates the wide range of applied research needs that must be addressed
to successfully manage outbreaks of the COVID-19 (Wigginton & Boehm, 2020).

It is therefore critical to develop diseases or viruses for not just sick persons
but also food, surfaces, and surrounding environments. This study explores
major factors of service quality and COVID-19 pandemic safety in the pandemic

situation to get customer satisfaction and loyalty.
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II. Literature review

Numerous studies have found that service quality attributes have a significant
impact on customer satisfaction, service quality perceptions, and customers'
decisions to stay loyal or switch service providers (Bitner, 1990; Sukalakamala &
Boyce, 2007). The personal and efficient services of the restaurant staff affect
customer satisfaction dramatically and positively (Alhelalata, Habiballaha &
Twaissi, 2017). The service offerings of a company involve tangible and
intangible components (Parasuraman et al, 1988).

Ambient conditions include the following elements which are considered
background characteristics: lighting, music, scent, temperature, colour, and air
quality. Moreover, it is believed that the physical environment influences
consumers' dining perceptions at restaurants and has a positive impact on
customer satisfaction (Liu & Jang, 2009: Ryu & Han, 2010: Ryu & Jang, 2008).
Researchers discovered that the physical environment of the ethnic restaurant,
service quality, food quality, and employee all contributed to the environment of
the restaurants (Ebster & Guist, 2005; Liu & Jang, 2009). To get customer
satisfaction, an overall outstanding dining experience must be provided,
including excellent cuisine, a pleasant atmosphere, and high-quality service. In
today's world of global competition, it's generally suspected that providing
high-quality service, which leads to satisfied customers, is the secret to
achieving an improvement (Han & Ryu, 2011). Customers in the restaurant
industry, in particular, use food, the physical atmosphere, and employee
services as main components of the restaurant experience when assessing the
restaurant's service level (Chow et al., 2007; Namkung & Jang, 2008; Ryu &
Han, 2011). A proper balance of these essential qualities can result in
consumers' expectations of high food service efficiency, which can boost
customer satisfaction and loyalty in the restaurant industry (Ryu, Lee, & Kim,
2012).

III. Method

1. Research model and hypothesis setting

1) Hypotheses

Hypothesis 1: COVID-19 safety is significantly related to customer satisfaction
Hypothesis 2: Employee is significantly related to customer satisfaction
Hypothesis 3: Ambience is significantly related to customer satisfaction
Hypothesis 4: Cleanliness is significantly related to customer satisfaction
Hypothesis 5: Food quality is significantly related to customer satisfaction
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2.

Hypothesis 6: Customer satisfaction is significantly related to loyalty
Therefore, the proposed model is suggested below.
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<Figure 1> A proposed model

Questionnaire measures

Based on previous research (Ryu, & Han, 2011; Ryu, Lee, & Kim, 2012;
Zeithaml, Berry & Parasuraman, 1996), questionnaire were used to measure the
link between service quality and customer satisfaction and loyalty. The
questionnaire consisted of three parts: general information, main part (including
Covid-19 safety, employee, ambience, cleanliness, food, satisfaction, and loyalty),

and demographic information.

IV. Results

. Demographic characteristics

According to the demographic features of the research, the gender
composition of the respondents is 72.2% of males and 27.8% of females. In the
category of age, the dominant age of respondents is 25 and youths are 45.8%.
According to the marital status, single people are more by 70.5%. As it
observed, most of the respondents have studied bachelor’'s degree by 55.5%.

According to occupation, most of the respondents are students by 63.9%.

. Confirmatory factor analysis and structural equation modeling

First of all, to identify and evaluate measurement contrast validity and
reliability, the two-stage tests were used (Anderson & Garbing, 1988). The
findings from a first stage (CFA-Confirmatory Factor Analysis) reveal all

measuring units of systematic component loading. Standardized factor loadings
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were found at p < 0.001 between 0.59 and 0.84 with significant, contravened
measurement items were not basic, the measured modeling fitted with the
results was logically satisfactory. The good-of-statistics have been used for the
production and examination of the suitable fit (x2 (149) = 256.952, p < .001 x2
/df = 1.725; GFI =.891; CFI = .950; TLI = .937; RMSEA = .057; SRMR = .053). The
composite reliability of measurement constructs was calculated and illustrated
the results ranged from 0.681 to 0.836. All constructs exceeded the acceptable
threshold of 0.6. (Formell & Larcker, 1981).

The Average Variance Extracted (AVE) scores of four measuring constructs
ranged from 0.519 to 0.629, which was greater than the minimum required
threshold of 0.5. According to Formell and Larckers' (1981) recommendations
about the extracted average variance (AVE), convergent validity can be
sufficiently excellent and reasonable since the assessment of the validity of the
measurement modelling can be more conventional. The research hypotheses
were investigated, and the findings were demonstrated by looking at the
structural model. During the stages of structural models, the goodness of fit
statistics is reasonably well-fitted (x2 (154) = 296.405, p < .001: x2 /df = 1.925;
GFI =.875; CFI = .935; TLI = .919; RMSEA = .064; SRMR = .061).

According to Table 2, analysis results showed that COVID-19 safety has a
significant relationship with satisfaction (= -0.16, p<0.05), and hypothesis 1 was
developed. However, Employee did not have a significant quantity (B=0.10,
p>0.05), hence, hypothesis 2 was not supported by the data. Moreover, the
result of the impact of ambience on customer satisfaction showed negative,
therefore, hypothesis 3 was not supported by the data (3=0.06, p>0.05). And also
the relationship between cleanliness and satisfaction was tested and found a
positive effect, consequently, hypothesis 4 was established (B3=0.55, p<0.001).
Furthermore, the significant effects of food on satisfaction were measured and
hypothesis 5 has a positive relationship with customer satisfaction (3=0.40,
p<0.05). Finally, the relationship of satisfaction and loyalty was examined and
got expected result. To more exactly, hypothesis 6 was supported by the data (B
=.84, p<0.001). In short, hypotheses 2 and 3 were not developed by the data, in

contrast, H1, H4, H5 and H6 have positive support according to results.
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<Table 1> Standardized parameter estimates for structural model

Standardized Hypothesis
Estimate
H1 COVID-19 safety — Satisfaction -.16% =212 Supported
H2 Employee — Satisfaction 10 095 Not supported
H3 Ambience — Satisfaction 06 056 Not supported
H4 Cleanliness — Satisfaction Dbk 3.83 Supported
H5 Food — Satisfaction A0 2.68 Supported
H6 Satisfaction — Loyalty Bk 10.68 Supported
Note: #*p<0.05, *#+p<0.01, *++p<0.001

V. Conclusion

The results showed that there are more implications for restaurants. First,
three dimensions such as COVID-19 safety, Cleanliness, and food show
statistically significant results. COVID-19 safety shows a negative effect on
satisfaction. However, employee service quality and ambience did not show
statistically significant results. The point which must be claimed is that today's
customers prefer to minimize face-to-face communications with the employee at
restaurants. It means that the demand for electronic equipment is significantly
increasing in the pandemic situation. Moreover, specialists in the restaurant
industry should focus on finding and introducing various ways for online
communication with the customer through electronic board, table, kiosk or
robots, etc. Ambience of the restaurants was not statistically significant.
However, previous researchers illustrated the positive significance of ambience
on customer satisfaction. It could be said that diners start to keep themselves
from others because of COVID-19:, avoid visiting the restaurant. They prefer
delivery or take out. Satisfaction show positively influence on loyalty. However,
the results cannot be generalized and further studies need to explore attributes
of the restaurants.
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Introduction

* Hotelin-room amenities

Hotel in-room amenities are extra product and service offerings that
are given to guests on a complimentary basis by hotels (Vallen,
Vallen & Robinson, 2005).
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Introduction

* Hotel staycation

Hotel staycation refers the activity of spending a vacation out of
staying at home (Sharma, 2009).

Introduction

* Well-being

A sense of well-being is regarded as an ultimate goal for leisure
travelers who travel away from their routines to gain restorative
experience (Huang, Chen, & Gao, 2019; Uysal et al., 2016).



Introduction

« Whatwe know

- Hotel entrepreneurs have been offering a wide range of in-room
amenities in order to meet the customers' needs and consequently
induce positive future behavior,

- In-room amenities play essential roles to distinguish one hotel from
another and therefore, efforts to promote unique in-room amenities
are accelerated by industry practitioners.

- Itis undeniable that well-being would be one of the most critical
criteria that staycationers consider for their hotel selection in the
post-pandemic world.

Introduction

« Whatwe do notknow

-The set of in-room amenities that are deemed important for hotel
staycationers during the pandemic and how they are evaluated in
customers' actual stay experience.

-The effect of in-room amenities on consumers’ well-being, which
induces their post-consumption behavior
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Introduction

* Research questions

RQ1: What in-room amenities are deemed important for staycationers’
hotel selection during the pandemic?

RQ2: How differently do customers evaluate the performance of in-
room amenities compared to their importance?

RQ3: What influence does the performance of in-room amenities
make on an individual's well-being, which in turn affects
intentions to return?

Introduction

* Purpose of the study

The purpose of this research is

(1) to define the in-room amenities and the underlying dimension
structure of the in-room amenities, which are meaningful for hotel
staycationers in the post-pandemic era, (2) to compare the customers’
evaluations of each in-room amenity based on itsimportance and
performance, and (3) to examine the role of the in-room amenities in
order to build a sense of well-being, which in turn promotes
intentions to return.
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Literature review

* Study variables

Hotel in- .
Sense of Intentions to

room

o well-being return
amenities

Literature review

Hotel in-room amenities

Hotel in-room amenities are extra product and service offerings that are given to guests on a
complimentary basis by hotels (Vallen et al., 2005).

- Technology amenities, such as music systems gaming consoles, and guest
devises connectivity (Bilgihan et al., 2016)

- Environmentally friendly approaches (Mak & Chang, 2019)

- The emerging in-room amenities in the fight against the spread of
coronavirus (Yu et al., 2021)
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Literature review

Sense of well-being

A sense of well-being is regarded as an ultimate goal for leisure travelers who travel away from their
routines to gain restorative experience (Huang et al., 201g; Uysal et al., 2016).

- The level of well-being of leisure travelers, and they provide evidence that
a sense of well-being is improved after the travel experience (Gilbert &
Abdullah, 2004).

- The concept of well-being is likely to deserve more attention in the days to
come due to the COVID-19 pandemic.

Literature review

Intentions to return

Itis the likelihood of repeating an activity or revisiting a specific place in near future (Baker & Crompton,
2000).

- The superior profitability of repeat customers (Baker & Crompton, 2000;
Lin, 2014).

- The gold standard among various matrices in order to gauge customer
satisfaction and a hotel's performance (Hotel Management, 2017).



Literature review

* Hypotheses development

- Hotel in-room amenities that are deemed important differ by various aspects.

- The provision of in-room amenities that are deemed important does not quarantee
customers’ positive assessments of them.

- Hotel quests may evaluate each in-room amenity at the different level in which every
in-room amenity has not always resulted in expected performance.

Supported by Bilgihanet al., 2016; Kim et al,, 201g; Lai & Hitchcock, 2016; Somkeatkun & Wongsurawat, 2017

\ 4

Ha. A disparity exists between the importance and the performance what the
customers perceive towards the in-room amenities.

Literature review

* Hypotheses development

- The bottom-up theory of well-being (Diener, 1984)

HUALUXE® Hotels & Resorts stays true to the design

dls § i " oee
= philasophy of “close to nature yet luxurious”. From the
HUALUXE HOtE|S and Resorts HUALUXE  garden lobby to the resort-style bathroom, every part of

#2AARANH the hotel is rejuvenating to guests' mind and body.

- Features including interior design, smart technologies, coffee/tea maker, aroma,
furniture, temperature, lighting, layout, music, and artwork foster a sense of well-being

Supported by Chen & Petrick, 2013; Hanet al,, 2019; Huang et al,, 2019; Kim et al,, 2016; Suess & Mody, 2018; Wang

' etal, 2019

H2. The performance of the in-room amenities contributes positively to the
sense of well-being.
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Literature review

* Hypotheses development

- The value of well-being has risen due to the recent pandemic.

- The prime goal for hotel staycationers is pursuing well-being.

- The significant relationship between the sense of well-being and intentions to return
exists.

Supported by Hanet al,, 2029; Kim et al., 2016; Lin, 2014; Mannell & Kleiber, 1997; Suess & Mody, 2018; Uysaletal,,

' 2016

H3: The sense of well-being contributes positively to the intentions to return.

Methods

Study |: Defining core facets of in-room amenity

A thorough literature review
+ an interview with six industry professionals and site tours

Exploratory factor analysis (EFA) and confirmatory factor analysis (CFA)
to identify the underlying dimensions of in-room amenities according to
Churchill' (1979) and Anderson and Gerbing (1988).



Methods

Study IIl: Comparing the importance of each in-room amenity
with its performance

High () (K)

Keep Up The Good

Concentrate Here
Work

An importance-performance
analysis (IPA) proposed by pportance
Martilla and James (1977)

Low Priority | Possible Overkill

Low (L) (P)

Low High

Performance

Methods

Study II: Study Ill: Examining the relationships among the
performance of in-room amenities, well-being, and intentions to
return

Structural equation modeling (SEM)
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Methods

Questionnaires & Survey structure

Variable Measurement items

Importance of the in-

2 X amenity is important for me.
room amenities

Performance of the in- XX amenity in the hotel that | stayed in performed properly
room amenities [ was good.

Three measurement items borrowed from Grzeskowiak &

Well-being Sirgy (2007) and Kim et al. (2012).

Three measurementitems borrowed from Han et al. (2019)

Intentions to return and Lin (2014).

This study used a five-point Likert's scale for all of the measurementitems, and the
respondents rated the degree, which ranged from strongly disagreed to strongly agree.

Methods

Questionnaires & Survey structure

The
respondents
were asked

to answer the
questions
regarding the
demographic
profiles.

The respondents were asked to The respondents were
answer questions that are related to asked to assess the
their recent hotel experiences, which importance and the
they needed to take some time in performance of each
order to recall their memories and hotel in-room amenity,
respond to questions, such as the the sense of well-being,
hotel brands that they stayed at. and intentions to return.

The purpose

of the survey
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Methods

Data collection and characteristics of respondents

- The email invitations for the survey were sent out with the
screening questions, which allowed us to limit the respondents to
people who stayed at four or five star rated hotels in Korea since the
COVID-19 outbreak.

- Atotal of 400 responses were collected, and after removing outliers,
378 responses were retained for data analysis.

Methods

Data collection and characteristics of respondents

- Gender : 192 (50.8%) are males and 186 (49.2%) are females.

- Age : The average age is 44.32 years old, which it ranged from the age of
20 to the age of 69.

- Educational background : 67.7% hold a bachelor degree and 12.4% have
a master or doctoral degree.

- Average earning per month : 21.7% make below US 3 million, 19.6% earn
between US 3 millionand US 4 million, and 12.2% make between US 5
million and US 6 million.
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Results

Study |: Defining core facets of in-room amenity

Two steps which involve a thorough literature review
and an interview with six industry professionals and site tours result in
forty-three in-room amenities for modern customers.

" Variance Cronbach’s
Factors (Importance based) Loadings Eigenvalues explained (4)  alpha
R e S U Its Factor 1: Potective ameities 435 17457 930
PAL: Preventive tools against epidenucs 369
PAY: Mandated factal hand masks for employees 352 —_—
entering & room
PA3: Regular disinfection 833
PA4: Contactless services 319
St d | " PAS: Limiting employees entering a room 21
U y . PAG: Cleanliness 383
- Factor 2: Utilitarian amenities 4175 14909 902
Defini ng AT Stppen g3
UA2: Closet and hangers J07
UA3: Lights 690
core fa cets UAd: Power outlets 61
UAS: Sofas 635
i UAG: Tables 613
Of IN-room Factor 3 Seasory ameaities 401 14,545 896
SAL: Intenor m
't SAY: Fragrance 691
amenity $A3 Fumire 89
$A4: Layouts 630
SAS: Brightness 664
SAS: Soundproofing 643
Factor 4: Entertanment amenities 2592 9113 Su
EAIL: Music 803
EA2: Movie 738
E43: Audio 2
Factor 3: Food & Beverage amenities 2437 8775 840
FBAI: Minibars 780
FBAL: Utensils 43
FBA3: Coffee Tea machines 741
Factor 6: Bathroom amenities 2195 7.840 865
BAL: Beauty supplies Ja
BA2: Bathtub 646
BA3: Bath supplies 383
BA4: Shower booth 326

KMO and Bartlett's test = 953, Sig = 000 Total: 72.63%%
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. Standard
Scale ttems (Importance based) Loadings Mean deviation
Res U Its Protective amenites (AVE 045 and CR-913)
PAT: Preventive tools azanst spidemics 508 6275 L0
PAY: Mandated facial hand masks for employees entening a room 84 62718 11765 —_—
PA3: Regular diomfection 898 63598 1.0593
PA4: Contactless services 319 6.1938 L1334
PAS: Lumttmg emplovees entering 2 room 776 6.0238 1.1843

Study | . PA§: Cleanliness '16 62460 LIS

Utilitarian amenities (AVE:. 505 and CR:.860)

- UAT: Stippens 507 3 1259
Defm]ng UA2: Closat and hangers 83 S31 L84
UA3: Lights 736 52196 12561
UAd: Power outlets kD) 5591 12875
core facets UAS: Safas 8 R L0
UAG: Tables 736 5487 LIT06
1 Sensory amenities (AVE:.J19 and CR:.566)
Of IN-rO0M  wr 76 556 1081
. SA2: Fragrance m S4497  Lisdl
amen |t SA3: Fumiture 766 506 LI
y $A4: Layouts 0\ 52646 L1488
SA5: Brightzess 783 557 LT
SAS: Soundproofing 49 5843 118
Entertainment amenities (4VE:. 347 and CR.740)
EAT: Music 798 TE am
EA: Movie 852 5M13 136
EAY: Audio 815 49577 12246
Food & Beverage amenities (AVE: 500 and CR-.749)
FBAT: Nagbars TH S0 13536
FBA2: Utemsils 360 53492 13508
FBAS: Coffee Tea machines k 5591 133
Bathroom amenities (4VE: 54 and CR-625)
BAT: Beauty supplies ) ECTST A i
BA2: Bathtub T4 S 11T
BA3: Bath supplies 863 57156 12576
BAd: Shower booth 819 57106 11089
Goodness-of it tatisies: = 198,999, af = 328, y df = 2436, p < 001, NFI = 900, IFl = 938, CFL = 938, TLI = 929, 2nd RMSEA
= 062
Defini ng PA UA SA EA FBA BA  Meau(SD)
PA 1.000 6.2293(9836)
core fa cets vA 88346 1,000 5.3607(1.0029)
) SA 12375 697(486) 1,000 S4709(9257)
Of In-room EA 384(147) 540359 5T1(326) 1.000 51111(1.1390)
FBA 4600212) 60363 13263 538(289) 1.000 5.3624(1.1664)
amen |ty BA 637(406)  T32(536)  TICS46)  SIS(263)  S6(315) 1000 5634310169

Note 1: # Correlations, ® Squared correlations

Note 2: PA = protective amenities, UA = utilitarian amenities, SA = sensory amenities,
EA = entertainment amenities, FBA = food & beverage amenities, and BA = bathroom
ametities.
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- Standard
Scale items (Performance based) Loadmgs Mean deviation
Protactive amenitios (AVE:.607 and CR-.903)
e S U S PAT: Preventtve tools azaimst eppdemics 1313 6.063% 55
DA Mandated facialband acks for emplovees entering 3 oom 205 61667 LS
PA3: Regular disnfaction 386 61349 LMX3 ——
PA4: Contactless servises B1H 60065 L1965
PAS: Lumutmg employess entering a room o 018 L2008
PAS: Cleanlmess JH0 60899 Lis2
Utilitarian amenitior (AVE:. 551 and CR: 880)
Study |: T T T
5 UA2: Closet and hangers 817 53095 109
UA3: Lights Ml 52593 12281
S UAd: Power cutlets 186 33n7 1277
De ININ g UAS: Sofin 07 5266 1268
UAS: Tables 803 e O b
Sensory amemtties (AVE:. 535 and CR- 875)
core fa Cets T Ttar W T 10
SA2: Fagrance an 33386 12042
- SA3: Furaitzre pei- 4 i Ll
§A4: Layouts 83 584 11768
Of | n - ro 0 m SAS: Brishtnass 507 sS4 LBl
SAS: Soindproafing 67 5.7061 12127

Entertamment amenities (AVE..J01 and CR.810)

a m en ity EAL Muse L33 HIUEH 916

EAY:Movie 2488 32407 13101
EAS: Audio g9 50268 12821
Food & Beverage amentties (AVE.. 380 and CR-.506)
FBAL Moubars kin 51453 12751
FBAZ: Utemaile B3 32437 147%
FBA3: Caffea Tea machimes 820 34286 12388
Bathroom amenities (4VE". 336 and CR-.611)
BAT By gl i 5 L B
BAZ: Bathiuh T4 54738 12363
BAX: Bath supplies 810 35926 11849
BA4: Shower booth 835 p5710] 1189
Sense of well-being (AVE:. 734 and CR-.003)
WBI: Thus bote] brand meets my overall well-bemg nesds o 3437 T
WB?: This hotel brand plays 2n mmportant role i my well-being. 865 53757 11998
WB3: This hotel brand plays 2 entical rols m enbaneme mv quabity of life. &l 545 11810
Imtentions to return (4VE:. 710 and CR:.881)
TRI: Trwould Ttk to visst this Botel brand m the fisure. A 688 LI
IR2: Tam walling to visit this hote] brand azam 520 5.608% 127
IR3: This hotel must be the first one that erosses my mind for 3 hotel salection: 7 3418 12986
Goodness-of-fit statisies: yf = 1128463, df =493, 7 /8f= 1189 p< (0] NFI= 902, IF1 = 842, CFl= 942 TLI= 934 md RMSEA
=058
StU d | ) T Ta 3 7 TBA  BA WB ®  Mam(D)
y : 1000 £0661
N P (L016)
f . SEGTY 1000 52930
Defining " =
o Y M 10 54960
corefacets  *® (5159
SR G S60W 1w 5095
f . (L1348)
orin-room ST3(38) MO SR 6136 1000 5274
L (L147)
amen |t gy RGN RS MBCOD (8 00 100 54914
y (L0408)
SI7(38D)  S8(I0)  SSS(308) S3L(28Y)  SSS(34]) SIB(H4E) 1000 54303
w0 (LO0T16)
70368 SI0(36)  4(234) 469020 S(A0) B3  TEE(HY 1000 55703
b (L1452)

Note 1: 2 Correlations, ® Squared correlations

Note 2: PA = protective amenities, UA = utilitarian amenities, SA = sensory amenities, EA
= entertamment amenities, FBA = food & beverage amenities, BA = bathroom amenities,
WB =well-being. and IR = intentions to return.
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Discussion

First, this study successfully defined the in-room amenities and the
underlying dimension structure of the in-room amenities for the new era
after the pandemic, which responded to the first research question.

- Atotal of twenty-eight in-room amenities were examined, and the
results identified six dimensions which are protective amenities,
utilitarian amenities, sensory amenities, entertainment amenities, food
& beverage amenities, and bathroom amenities.

- Thefindings encompass the traditional in-room amenities, such as
bathroom amenities and various functional amenities, which echoed
the prior findings (Dev et al., 2018; Rawal et al., 2020; Yu et al., 2021).

Discussion

Second, this study determined the difference between the importance
and the performance of each in-room amenity, which addressed the
second research question.

- This result is consistent with the past studies (Kim et al., 2019;
Somkeatkun & Wongsurawat, 2017), which documented the gap
between the importance and the performance of the in-room amenities
in the hotel context.
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Discussion

InIPA grid,

-The quadrant of keep up the good work : All of the protective amenities,

soundproofing, and the interior

= The protective amenities were precisely regarded as the most salient
factor for the hotel staycationers and the customers in order to
evaluate whether the current practices that are placed in the hotel are
appropriate.

-The quadrant of low priority : Fourteen amenities out of twenty-eight

amenities

= This result is potentially attributed to the relatively highimportance
and performance level of the protective amenities.

Discussion

-The quadrant of concentrate here : Bathtubs, brightness, power outlets,
and coffeeftea machines

- Dev and Kumar (2019) observed that the customers at the resort hotels and the
leisure travelers were found to use coffee machines more than the customers at the
urban hotels and business customers. This implies that the customer segment
affects the importance evaluation of the hotel in-room amenities.

= The low assessment of the bathtub performance might be explained based on the
trends of shower-only hotel rooms in many four-star rated hotels (Yu, 2013). This
means that the hotel staycationers may be disappointed with the guest rooms
without bathtubs.

- Similarly, there are more fancy coffee machines in the marketplace, which are
available in a number of luxury hotel guest rooms (Heo & Hyun, 2015), and it is more
likely that customer satisfaction toward coffeeftea machines is not met in the rooms
where simple tea pots with coffee/tea bags are placed.
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Discussion

Third, the results of the analyses underpinned the effect of the in-room
amenities’ performance on the sense of well-being, which in turn increased
intentions to return. This finding answered the last research question.

-The results are in line with the bottom-up theory of well-being.

- The current status of the COVID-19 pandemic largely explains why
protective amenities among the underlying dimensions of in-room
amenities cause the strongest effect on the sense of well-being, which is
coherent withYu et al.’ (2021) research that accented the hygiene
attributes in order to retain customers in the hotel industry.

-The result, which denotes the positive influence of the sensory amenities
on the sense of well-being, echoes from the previous findings of Han et al.

(2019).

Discussion

-The effect of utilitarian, entertainment, and bathroom amenities on the sense of well-
being were found to be insignificant. These results contradicted the findings from Kim
etal. (2012), which suggested that tangible feature and entertainment amenities in
order to enhance customer well-being. Our study is subjected to individuals who travel
relatively short distances within their country and spend relatively short periods of
time for hotel stays. In other words, hotel staycationers possibly carry their own
materials or devices for their personal entertainment and baths. Also, they are more
likely not to rely on a lot on the functional amenities in the quest rooms. We imply that
the results of rejecting Hypothesis 2b, Hypothesis 2d, and Hypothesis 2f account for
these backgrounds.

- The association between the sense of well-being and intentions to revisit was
statistically supported, which is coherent with the previous findings (Huang et al., 2019;
Lin, 2014). Therefore, the significance of the sense of well-being for hotel staycationers
is confirmed.
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Implications

P Redefining the in-room amenities for the post-pandemic era through a
qualitative and quantitative approach is the distinct originality of this
study. In particular, an assortment of protective amenities was a novel
finding, which was not discussed in the existing literature.

> The hotel practitioners should make a consistent effort provide various
protective amenities in the guest rooms in order to ensure that the
customers feel comfortable about the room environment. The hotels
should continue their initiatives and collaborate with various suppliers in
order to build their confidence about quest safety within their premises.

Implications

[> The contactless service encounters should be improved at the same
time as one of the precautionary measures. The options for contact-free
service encounters might be the area for hotels to develop through
robotics and other innovative technologies. Likewise, it is recommended
that hotel companies cooperate with the high-tech companies in order to
develop these types of solutions.

> The performance of almost every in-room amenities did not exceed the
level of importance that the hotel staycationers perceived. The hotel
professionals should urgently look into the ways in order to improve the
performance of each in-room amenity. In light of a massive expense to
upgrade them all at once, hotels might consider upgrading the in-room
amenities step by step, which is a long-range plan.
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Implications

P The IPA results provided evidence about the strengths and weaknesses
of the hotel in-room amenities, which guided the area of opportunity for
the post-pandemic world for the first time. As such, this study contributes
by offering new insightsinto the extant literature.

> Every hotel has their own specific market segments, which are
subjected to changes according to the environmental factors, such as the
customers' lifestyle and the rise and fall of industry. Thus, hotels may
consider providing a vast range of in-room amenities during the
reservation process so that the customers could choose what they prefer

to have during their stay.

Implications

[> The hotel professionals should rethink about the amenities that are
listed in the quadrant of concentrate here. Generally, hotel designing and
hardware are not easy to change. Alternatively, hotels may consider
designing guest rooms with different options.

> Hotels could help promote the sense of well-being through the
arrangement of more options of protective amenities, sensory amenities,
and food & beverage amenities. Also, efforts to obtain quests likes/dislikes
are suggested. In addition, this study provided empirical evidence that the
sense of well-being deserves better attention for the new era after the

pandemic ends.




Limitations

% Our study failed to consider the difference between individuals related
to the risk perception. Similarly, the impact of the well-being on
intentions to return may be more significant for consumers who
actively pursuit wellness such as physical health and emotional
happiness in their daily lives.

« Second, this study is centered on hotel staycationers, who stay at
hotels for leisure purposes. Business travelers may exhibit a different
evaluation about the in-room amenities (Bilgihan et al., 2016; Dev et al.,
2018), and future studies are suggested to explore the in-room
amenities, which are valid for other customer segments.
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A Study on the Influence of Eco Friendly Management, Customer Wellness, and Customer
Loyalty in the Hotel Business

*2)
HolF

Kim, Eui—Joong

Abstract

This research is an empirical study that aims to identify the impact of
customer loyalty, wellness, and customer loyalty on the environment of the
hotel in response to the recent environment-friendly management trend, and to
Induce the hotel to respond to customer wellness that pursues a healthy life
and carry out a management strategy that increases customer loyalty. The
results of the study are as follows. First, energy management, waste
management, recycling management, and natural environment management were
shown to have positive effects on customer satistaction through the relationship
between environment management and customer wellness of hotels. Second,
energy management, waste management, recycling management, and natural
landscape management were found to have an Impact on customer loyalty.
Third, the impact of customer wellness on customer loyalty was shown to have
a significant positive impact, and fourth, customer wellness was found to have
an intermediary effect on hotel environment management and customer loyalty.
Finally, we found that the differences between environmentally friendly
management, customer wellness, and customer loyalty between tourist and

business hotels were partially mediated by the gap between the groups.

i 8o : SHO ARSI dH(Hotel Eco Friendly Management), 7HDUA

(]
(Customer Wellness), 1178&X & (Customer Loyalty)
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Customer acceptance of SSTQUAL in hotel and restaurant industry
5_ _B'ﬂ Og*:s)
Moon, Hye—Young

Abstract

The purpose of this study was to establish a structural model between
SSTQUAL characteristics(functionality, enjoyment, security, design,
customization), attitude and intention to use in hotel and restaurant industry.
253 effective responses were entered for data analysis. The collected data were
analyzed through reliability test, correlation analysis, confirmatory factor
analysis and structural equation modeling(SEM). The findings of the study are
as follows. First, functionality, enjoyment and design among the five factors of
SSTAUL had significant effect on the attitude. Second, customers’ attitude had

positive effect on intention to use of SST in hotel and restaurant.

Al 8 of(Keywords): AT AH]|A7]|<&(self-service technology), AJB]AZEAl(service
quality), AF2-9] & (intention to use), 38 & HAEZ AFA(hotel

& restaurant industry)
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<E 1> FZ2Y<| FHoleolzy
- B s ’
= QolA f]]]—%]: QoA A SE. t Cr(;rllgﬁgh S CR AVE
FUNI 78 1.000 n -
FUN2 31 1073 076 | 14088
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X°=484.450, df=209, x*/df=2.318, RMSEA=072, GFI=.859, NFI=903, TLI=930, CFI=942

*p<.05, **p<.01
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=.357, p<.05), GARI(B=.212, p<.05)+= E=o] Fost P2 Ulx|= Ao YEGoH,
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A study on the effect of SNS characteristics of foodservice companies on corporate
image, trust, and purchase intention: Focusing on the moderating effect of involvement
SEENRE S
Lee, Eui—Kook - Park, Ki—Yong

Abstract

The purpose of this study is to examine the influence of SNS characteristics of
restaurant companies on corporate image and the influence of SNS on
consumer trust and purchase intention. The research results have great
implications by providing important data of the upcoming big data information
of the 4th industry, and the data obtained in this way can be utilized for
post-management purposes.

The study results show that SNS characteristics partially affect corporate
image, trust, and purchase intention. When the degree of Iinvolvement is
adjusted, most of the SNS characteristics have a significant effect on purchase
Intention. However, it was confirmed that only playfulness had a significant
effect on the relationship between corporate images and the trust relationship
had no significant effect. As a result of examining the mediating effect of
corporate image and trust between SNS characteristics and purchase intention,
the results were derived that the corporate image had no mediating effect on
playfulness and only interactivity and up-to-dateness on trust.

As confirmed in this study, in the case of consumers who use SNS in the
moderation effect and mediating effect test, playfulness among SNS
characteristics is essential to highlight corporate image, but it does not lead to
purchase intention through corporate image and is the latest among SNS
characteristics. It is confirmed that the last name leads to a purchase intention
with trust by continuously updating SNS, so it is important to give trust to
customers through continuous updates when establishing an SNS event plan

from the restaurant business owner's point of view.
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Seidman(1997)9] MOH TF 10HHM AZ0IHEE 58
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The effect of experiential value of tourist attractions on love mark and loyalty
according to experience economy theory (4Es)

4546

Yoo, Dong Yoon

Abstract

The purpose of this study is to determine the effects of experiential value of
tourist attraction(EV) suggested in experiential economy theory(4Es) Lovemark,
and loyalty. This study was conducted in Doomolmuhri, Yangpyong during
Covid 19-pandemic. This location has been known as the new lovemark tourist
attraction despite of difficulty of restriction of oversea travel, social distance,
and self quarantine during the pandemic. Due to COVID-19, the recreational,
educational, aesthetic, and deviant experiences of experiential economic theory
are increasing.. This research checked in which factors tourists' experiences
have a great influence on, and accordingly, empirical values affect the
formation of love marks. Moreover, it described how much the revisit of
tourists affects through the formation of a love mark .This paper can be a data
for revitalizing local tourism despite major changes in the tourism industry due
to the influence of COVID-19.

sBAl-8-of(Keywords): A|&7dA0]&(4Es). 74 @A 7HX](Experiential Value),
gl B0} 3 (Lovemark)

I.4 &
Pine & Gilmore(1998)+ &¢ ZAERW HAAIC] dsdozA AAY FoH=
Z5tHA AAS steAd A9 gz Aoz fAstdT. 53], o2 AdE
Mze FAPIEdezA Ad7dAl(experience economy)et= 7Hds  =UskAH Al
A} HWAste], Schmitt(1999)= ‘A& oA 8 (experiential marketing)” 7§ @2 A|A]
A, Williams(2006)= M-S gt stojatio] A &sfiof sttt F9/d= Hshs
AT AAEA ME2 dI9ety wgsts vlxst o2 Atglatelr ZopoA e HAls
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= =]

Wlﬂ Pine & Gilmore(1998)= g 3 SiitAoA Arddat Foiste] Az
2 ‘A&7 Al(experience economy) & AAISHAITE . AlF 7GR REATRIS] HAHL-
}Klo}ﬂ Aol 7199 AF £ AB|A0] APEE; AlFolets 7HX]E =R2ofof &2
T a1780o] %LUHO}L A2 AEo] ofYet AEo ZgE ojopr|ef FHE Al AAE
(%‘_Hﬂlﬂ o] 2015) 721040] Etﬂ-o}_,__ _u_xﬂa ] 01.3_1 7ﬂ7<ﬂ7<40] o]7<42 7(1—%8}%
ojlgt= 71L& KﬂOPOPD}(Manthlou Lee, Tang, & Chiang, 2014).
FAR AMBIAE APEEHE 7H Al QA S Aot AR 7}7\]
7ol A|F 73] ﬂr”oleh_ & & A EEolA g iﬂg*% folu
% Ads oA A= ©Y 1S gttt . ARy
AR Qlsto AMAACR EdAe AZ|Yole Fotil wEEore] oj2g4
M= AEAl =2EutE WFAZE E1 Qe 8T F=uo] st dA+tsta
APogtth . ZRUR AARC=R sfielodel FAleE AMEAAREY] AtAR A
71 A&EEHHA AFEE2 9292 7Idishl Hdoh. ol axd AFEE2 FHAo
AR Y WER EYE FEUE Ao CIAEE Huodo . ZRYyE QIs)
APBACIEe =A | wsA  Auld  dgA9 NI F7ietl . AFLE &
sto]  PEAEZO] AlFo]l o= QRloA 2 JFZ UlX Qlon olo wat
dA 7HIRI2 st 2Bota Ao Fde UIAAl EHeAlE SRIsHEVA g

ol
il _\912

_L4

8A

==

0 @ ) J
J\){

2 19 hu

o opi
- e

uu Jo pS ot & rulm EE
|o
-lu D{I:I

fF ox o

o oo

it
o

Fo

i
RN ]

oo

e
=] m\oo

fo

P>

o

_E

n -4 oX
ol

—

oS euola @M S8 wwAe AgRol Aokt FFES OlAA Hix
2 wostul @tt.olt ZEue gFyom WUYAY At Wz Agn
2o st ARt @ 4 Aok QWb TRl Uk AEd FAY BuA
of ofdt APE Aoz MIo Ao Aol euuia AL BHECGH
YA FHH TS oA zoln Ul BE KA ARYSO] Ay
59 Jlal7t g Aol

. A@73 A 0| E(4Es)

Pine & Gilmore(1998)= AH|AIY] AFS 32 (doing), &&(learning), £Xf(being),
L7 (feeling)o]et= 471A] 9oz HARItHMehmetoglu & Engen, 2011). AR o 2
diol= @ 2hx| ¥ (entertainment experience), 52 W -SA|F(education experience),
2= AdAEEA|H(escape experience), =702 Al0|F|&(esthetic experience)o]2til
AGotA=tl, o] §'4Es’etiie BECHEAER, 2015). Z47t9] Alda4rt Ald ulg A

HEw heat 2o A, QRS Aol ohe Aol B U 39e sEHoz B
2 O dgdoz dAst= 712 2(Manthiou et al., 2014), &2 4224 FoF 79 3

2wy g
Blol: BAE, A, 343 S)old EsA WAste AP F shuolch. B4l B8AIE
QANYTE s R FUSSo A BEoIA AolAte HIYS aPet: T
o7l o] 2 RN olRolAlL TS URLCHF YDA, 2014). S3] A4,
e 5™ PPV Uel AFEY ¥R EBErt 27H7] fEo(Hwang & Lyu,

34 % L A%e =ust AFoldn & 4 ok A, 2y
A Fo2RE Woluxl st AP 8PS



2021 (ARt TS| HI|sta0s 107

Alde e% ol 4] emq 20 Or o& Hﬁxl ME

o] Z(servicescape)4 29|71, Yoloprtet Zmol F742 dAst= 5ol olo £dt= AL
Z(Mehmetoglu & Engen, 2011), A} 29| 3743 EfZ oSt R4S Al5ot
o] /st £&5H7 Tt ZE Qulste

Pine & Gilmore(1998)= AW R AL 7o) 554 -2549 2o Awol 274o] ahg
Sr-2d8zo mEtA 2719 Fo] uwAbsHA 2= (entertainment)dQl @4, W&
(education) A9l @4, UEH(escapist)®Ql Q4 Al0|(estheitc)®Q Q40 gdorg 2
waloich. 47j0] golo] st pEElo] Uehts e ofx|g 929l gdole A

AR Ao g &dll aeXoz Ay R3l5 wr)e Ao, wsARl g9 5&
Moz MALFol Folstel A4 B2 sl2dyol AZu Aotk YRHI Fde
02 APBEA Aolstel BYUsHA B Zloli, MuHel doe AL s
ﬁiﬁa 0}%'1}% Z2 olz/do] AAEE Aot (ARZ T4, 2016: SotE-2lFE-0lF

A1)

N, 2010: Pine & Gilmore, 1998).
ChoRet ArSol AR Qi F4Y - AAE (2005)% ¥

i

r-l>4
o
0{>l' m[o
N

o, $315 4% ! 3
dasst AYE B 719 248 A4 UHEet 3YE WAS ApsiAry
A

Pine & Gilmore(1998)9] AH|AE FHOA AmME AP F2/4S FxEst AFEFA
(Experience Economy)d #74-& 7|gto2 3t 471X AP Q40| dis MEAC=E AlHE
H O3 ZoHISIALERLAIS A, 2016). A, A AP noA Hak 2AHF

7S FASHE S st 5442 7HA] 1L 1 o(Oh, Fiore & Jeong, 2007), 1178-50]
L= Aol digt AFAQ §heZ A A4ste= Aoz Ao3ich(Pine & Gilmore, 1998).
=M, wsA Ad2 189 5EA Fort QR QR oA o]RojA]= Ao w
(Oh, Fiore & Jeong, 2007), Pine & Gilmore(1998)= w2 ¢Jst AAlt &= Qst
A9 A=A S FEshe Aoleta sich Alx, 484 Alde A Aoy
wSA AP vl ER =oiX|= = £50=2(Pine & Gilmore, 1998), ¥r=A(2005)
o] AFoM = SUolet= &ol= A@AE oHlEo| &A35] WAt APo] il2fx|ofof
ot st Him, AulA Al 1o £FAQl Fojet ARl fEN U=
e lor, njAQl Ald @47F AZHAFEoA A QAAH =S st S57d0] AH(E

g&-FgE-ola71, 2011). TepA & AoA= Pine & Gilmore(1998)2] AL} 7|&
AegolA FAol Ader AP QS =&ESl W AR ESRLAIEA((2016), AEA]
(2016), 71743].51 84 S AMEA(2014), &+F 5 FE.01571(2011) 59 A+
= Ediz A, uwaAN, 4294, A 8 Ald 5 1 945 SAFAY Adecle=

-

Aol YW ool ol oholut ARl AgAelL R oD WA, Aol A
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g de 2 87les St

= = =]

S AR Eol SS9 AN, V1 K2 S5 68 Aol 220 dgolt A &
7 Q

o ol Uehts cere 270l A7t ARiA sbgoletn

g & 9lio]x8
2003). 7K/ e AleEo] AUALE IEE Fal JIchste off olojolLt slE|E oo
stol, AU|AS SAlo] o &stEete Alto] wel Lo shRle] 27): or2d] wobe 4

Al =
AL, stHe] AlFol tsiA = 7HAlE dske 4+ U Solstal iR oloH(Fr4al.
2012). 3R 7tAle 48ROl Aoy MY|AE ARESHAY Aoz grtste it
oA LSt AN JeAES EMlE A5k WANA, QAIA §Elolu wetrt
AlE 9ulsty, AlZFoly Au|xo tigh 7ilo] Bie W 5o IdTF=
Corfman,1985). weta dAthrte]o] FHA 7HR|= AH|AY] Fd& =
v gter o7t Apstal, v, AZbshal, oEsta, wAE + "9 o4
Aol =HoH7ZIARRYE, 2016). Mathwick, Malhotra, & Rigdon(2001)2 Z4&A 71X|o] djst
o|FA &t ¥ FdA 7HR|9 A= S Alestt. 152 4IdA 7HRe A2 A
0] (esthetics), 83]M(playfulness), I7HEX}L L9 M(consumer return on
investment), AH]A 2 (service excellence)C 2 AOJstal 51 Al 1AL AZA
Al 4R A4l(visual  appeal), <QIEEQITE  7}X|(entertainment value), UHEE
(escapism), WA Z&7&(intrinsic value), &-&4(efficiency), ZAAA 7}X](economic
value)g AAISHRTH ol FIA A9 JHEA AFoE Itew FIA IHRIA=
(Experiential Value Scale)& 7Wgstil A5 A5 &o dIA 7HA] A=E HE5HA

o}

\O x%
)

ol

o

p

. Hang
2lBO0F3 = ABAPE GESHA ARehe BRE, of¥lE, FH Fol H 4 Qled

(Roberts,
2006), Roberts(2004)= 7]&2] Hfe= Ojy] 2jHOp39] 5442 vlustHA 2HUSE
Aujgh Age], A a5, A B 5ol FRs0AL stlen 2 AE Al 4
A A= QAR IR, WAES s #He aA8udoprt HigA dAs 7RIt st
ot HolAxo] Wmojxet 2 AdujHols Y& 4 Trd 52 S5l AHAE
Ategshe Bsieo] diet AR, o 5 AR ddS ‘st BIisof tish aH|AL
o] A5 NG ¥ ot BHE ojujx|o Bxst ddS AaAE 4 A st &4
(Kudeshia et al., 2016). T2}A] AAuojt]jo]= v 9} AH|AIE A™Ao|n Z7|Ho g
ANE AES 57 sy o= E3) iH]K}—geﬁE?_QJ g FAEE AAstE B A
FEiz 2AE 2 A sto] Eth(Almubarak et al., 2017). 2039 A =9 A
FA+zE Roberts(2004 2006) of o]} oq;Lg eluotz Ho|, /fde uigto? so] &
AR QL A7 e A FHoz JA. AA A7t YaiE o] Al
" J A++(Cho,

L olen, JHE Ei‘ﬂa E—H EELIERRSCE = L]
2011; Agléni et al., 2010), o]oJRIoJ¥ 5& &
al., 2007)S A&3t ApSo] MYl Qlct,
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M. A+ AA

1. 47 29 % /b4 47

) 9472y

droae dYsel m@oR, Q79 4 WAS AN Nasted ATl
S 7bde 4Rstn olsfshed] o851 QIHREA, 2015)
B AP HPATE BEOR BUXZS Y2e B APHol efuotet FHY w0
ORI FFUAL BASRA Ak B APo BAL D] Ystel he 2L AT
Pae AAstel BAStIA dck B A7 SAS 2] A A7 2P <13
1>} 2}
HEdHol2

(4Es)

X1

]
EX N
Ha

<8 1> A7+2H

2) 7Hd AA
@ AF7ZA 0] 2(4Es)9t AFA 7Hx]19] T

Pine & Gilmore(1999) 47}A] AB @47k k7o) AjQlolA waolal A@A 719 9l
Ae Eof WobE 2 AChL sith $3E 5(2011)2 AulAke] 9712 ofW(appeal)st
Igststs Zlo] A@AE that avlate] Fhxlo] 374

7] Y5l AMPAES TSt B K A
Aol = A A 5 74 5(2007), Pine &Gilmore(1999) 12]1
Schmitt(1999)= Ad FgAtol ool & d&H AFGEL AvlAoA o gt AlFA

AA Gt AMAE Foll F4=
= oA dg AEFAE0]

9)2 Z1o]tHChen & Chen,

4%
ki
¥
4>

=
k)

=, =, =2
UM Gl digt S 7HRlE Fdsk= Hol 7%
2010; Oh et al., 2007).

HI : AlgZAlol2(08R)e e 71x10] 93rg 018 Zold
H2 © ARBAOI (SRS FEH 7Hlo] e o8 Aol
H3 : AFFHCIR(LYR)S A 7Pl IS 0" ol
HA © AP0 A ZHxlol FIFL vl Zolc,



110

ORI WP Y BUTIES SI Y 7T W

= =]

@ A8 JHA9 2lEotae) w7

Roberts(2004) 2{H0b23t Thaes] §h¥l 23 Qlojuje] UslgEolp 2K =
WAQ 712 P §3ol ol AlZto] Zelw Aldut £74€ Wi BAMEetD sHw
AUAFET ZMOR AZY BAC, Avjxte] AUF ARYL W BASST Tty
st

olo] Roberts(2004)& 2{EUI3S 'o]dg 24T e 2t #sded B3
OIX|A x}Y¥o] =Aqt ZHAA xFYol ;\]_ o

oltt Disney®t #o] 7tA o] 7
ol 718 WA A& =g 2
£ Al £a Ade A 22 7‘3%17;2; TEst9

o[Ef3](2011)= 2Bt *4%"014 }%‘9} 7]%% 24 i}
o] AH|AI} A7|A LAE fLHFoHeE Ao B 4 Qotil o, fEUEE AH|A}
Baieel AR AALS 7HAI7 stof av|ARe] &3er 8YZ FHAL 5 Q= 2T
o] &]7]% &t} (Cho & Fiore, 2009)

EWUH—J ’ﬁ ﬁ%e B, 0]25(2017)2 QAl7|de] MEA wjjo]et % mjrjo] A

|

X erorou TLrumo% A £20] 2 go o3 Qe Mt 188 o] AW(2019)
Fespyoadolde R8-Sy U Alex WA BE o3t o

£ H%oH, Song. et al., (2017) & A&} 2 2jBot3 &3 AF
o, =749 BANA AR tlAEY, Hs, . =749 A=, B,
Hatolx) o} gaker gold wAE By AAEZo] AA 7t
Aot 2uniae] BN ARA 1] & A
9840] 2=otzo)] Ak QlAlo] Sojd
84, Aloj4, g8l4o] ejuojae] £7
H5 © A JIxE euoia (£7)
2unta (A1)

0% I‘\F
rﬁ _IEE
> do
O_L(Zr
= )
2|
o o
ol
o_?dﬁ
2 o
R

S
> o]
ol
=
o
>

g, Ao,

Ogﬁ = \O
mo & &
[ >
Ho
1
oX.
tjo
=
10
o rlo

p-
=)
Do)
o
fo
2

e
Ho
4>
ox
o
i>i4 1
Ly
ol

>4
=
>
)
o

odk ofh I

ox ox =
129
4%

Lokl

O

, ASoh= AlEolY AMH|AS A|&A0=z
Aoy e 71dE9 tHA"E &4
(Oliver, 1980). = 355 L] BSOSl

2 QltH(Parasuraman, 1989; Swan

i

N,
rlo
o mja
o
o
=

¢
o

ox ol
N
!

r
Jo
u
[e]l
—
rlr

Jm
o
o

N

N
rr
o

ro,
=
i rlo
=
=
ol
_

-4
2]
g
T rr
ra
ol

|o
ST
A
o
i)

& Oliver, 1989;

Zeithamal et al., 1996). Morgan(1999)= &% yay
L= Zoln A|LUjQ} O ¥iEA siE o2 LpERACHD 6}9@(
@R T MUA(2014)= 2Hops 44 % B

o Aut W, Mgl wale 4w golst WA 2*0_8}9‘12'3%, 2.85] 0|2 (2019)
L 2luntaer 40 WA golst Ao WAE SAQstTt. o]&E (2016)S 2ju
obzet FH T BAONA Al £l B A w0 Qo5 BAS sty

SR "Yo2E P&ES| MBsts AE / HUAS A&Foz FIGtRA wEmow



Y43t Bdie & U3t B NE Jojg ¢tes AR w=H'o=z AolH
(Oliver, 1999, 34). Novello?t Fernandez (2016)= &A=& Z2 oWl |

Tog & Ao 38N g Hdte WaAbE: BARSH. S Ak
I n/ A2 FF oo dF=2 UAlH (Jang & Namkung, 2009). 54
7H0] 7|18 (7R RjErE o] w9} FAA ol A7} 9lth (Kim & Moon, 2009). £2}ol
20 FANA Lk S AR FuiAY] Aol ARSE 22kl ATl FAA
& L

FOiRre] Fof QAF T AXICHKim

¢

ku

ennon, 2013).

H7 @ HBO0I3 (£4 ) 482 WdA FH=o I9F2 o2 ol
H8 @ B0 (A ) 87482 WdA9 Fd=0 9d< o2 Zot

Mo 244 A9 ¥ 54 579 A

ERmado ola] /tx] A U eAMQ @4 WS K QASS wYsto] B &
Mote] APESIYS HAAIT, BA RSO olulAl o QRIS BAS 9lsl Lol
2 9. &Ale] R AR @ AAle] EAaAE YA So) Axel Alnt A2 o
42 BAE ou, 2sluaAel wAS sl M & Al o7l BB %o shst
sA1] A4 gojolthol s & HEL, 2016). £A AR SAste Azt FA9 A
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A study of perceptions on the influence and countermeasures of overtourism by using

social exchange theory in Xi'an, China
2R H”

Jo, Geum—bung-Han, Hag—Chin

Abstract

Since 2017, Overtourism has become a problem worldwide. China was no
exception. The specific purpose of this study is to compare and analyze the
positive or negative effects of overtourism on local residents and visiting
tourists in Xi'an, China. In particular, we Intend to analyze the positive
(negative) effects of overtourism on stakeholders such as local residents, local
merchants, tourists, and administrative agencies through on-site surveys. In
conclusion, In this study, it was confirmed that there is a difference in
perception among groups (local residents, tourists) in the economic impact of
overtourism. Local residents recognized that overtourism was not contributing
much to local jobs or revitalizing the local economy, while tourists recognized
that it was helping to revitalize the local economy through tourist visits.
Consequently, authorities establish close communication and cooperative
networks between stakeholders for sustainable tourism management of
overtourism tourist destinations in Xi'an.

SR Al 8.0f(Keywords): Atg] mgho| 2 (social exchange theory), QHEO IS
(overtourism), o]sdAtXHstakeholder), A]QFA](Xi'an city)
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A Study on the Psychological Mechanism of No—Show
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oo # = (No-Show, oJst L&)t oofs sizil siEg Fol UEUA]l e dsoz &
Ol=ty, Au]A o] g} st YA v|gY], AR, o8, A Foll &
T 29 A FE glo] HHUA] g+ FAUE Yulgtth(Kwintner 2011). 20161 7]
Lag et U MElAGAY] &4 2+ 4% 50009 Ho ZotH, siE 45 ¥H
o AARGA A7 FRE BAA mall= 82 27009 Hof o] 2tHAUAEA AL
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A&dS oP7lste ARlA ZAI27HR] diE5 A Qi w4 AHAREY] Al Y 4
Hggog 2 2 Qe kav 53] 7|4yt 2ol oofAARY 80t =2 £A]0
Me = A4 #Al2 YerdthLai and Ng, 2005). o]t 2 k40 Hzdoz 9l
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Loyt AgED 9A Ut B5S AMets BAL Peld oxpag sgoz Al
2 9= ThYkst Ae]Al 7)A|9] ALutAolcHShafir, Simonson and Tversky, 1993). &
Ade =aoh HelE AvhAQl oJapAn] oA 2 GAE FsZA0 TS A=
AR ZIAlE 2 kA YAEC] =2 AHIRRY] JNQIA S/l ol ALStalAL gho

o9 Y& uifoz st 2 Aol ZAL2 o3 Ao AR, =aof wee HAvbAel
OIAMARF Y S oA, O RAIAIE, b APAIF R FEsto] ZF ©AoA QJArE
Aol dF2 A= AA HAYUES Hole Aolth dlg 50 oA E R Aot e
= A R oAEA o] o|FOojR = AlFoRE k4ol WASES Fol= ofEAge A
Argol Ql& Aoz oEs] & & Qloh. 22l ookl JA] A of| AR} A8 A0
| AR Ao whaf ofeko] oist It ZEA|7F Aol & lon, w40 APAIFLE
oo gigt 243 o] 52 AAste AA HAHYE Qs kAo Tl TS W

1. o 2H = (No—show)

2.1 o 5= (No-show)#H&d 4
LaE g 719 AlRb Q1o dist JulE xistAl ThE7] W0l AulAdolA g
ofjeke g wrAle J7H Bmo] oojo g X825t (Hashim, Franks, and Fiscella, 2001).
v 40] WAIgo] =1 o2 st male] Azio] FHAIstE = o7 Ay

L WY A=

A e g U QQAIAA o] H8Eo] gds] XPE 1 Qo HAE, o]o&, 2o, 4
B (2015)2 oistyd <efigtAl tfide] AFoA 18A] olstef= ARA 54 1] @
S Frolet= ofof AlFo] =4 Hlgd F(E)Y A0 A5 HAHH. =49, oJEls
(2013)= &9 AAQl 8y} RE S oz AP wao] TS £ + JSS
gholstl o™, Barron(1980)9] A tofA= o= A E4 F SR ook = o]
AS 7RO AS dastdoh. =3t g ola7]do] tigh 4ol e AL +F ook
Bes =/ YUeus A28 e AA|E Yok (Peeters and Bayer 1999).

2 oefR o] et A F shtal & 4 flen, tiE

ojdof gt PN = Jet
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T "WR]o] =20] T, Alexandrov and Lariviere(2011)= dAES AHAS Tjatoz
oo} t]Epof ThE HGA =2 gt tist ARA AAPES

o]} Zo] oFie XS st oheFet mdE o tist daiAFLS0] FISYE]

Al SRAIRE
2R Aol 2 olorde Batste wHe AR oluxl Tigol Bake 3 ol Al
ARoR APaizlole AUHoIAIE Ug & on, dornr oo TrA EAE 5
Zokx] g2 B ozt ® che RA8S Agel RECHEAY 2013). AYHoz w
20 e YL ofopaul2 olgxte] Aol Wl 2FE UF

e}
2 95} &7} Uy AurA ol Aol A 9] AH|ALS] Al2]A]
) st
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LA =4

study 1ol A= ol opXI oA oobe
X 3

g% BAo2 ATS MYs avAbgo] ooke MeElshe WS dere B
9 P Fol2 Foly] Y3 WHOR WIY 4 Yok 5 ook vlefAFol YR A
HAZ WS A olt s|els wste, dlobe shAl Ut O WAT 5 lx AN
gt 242 HAst @ 4 9k 2ejoE ooy MeEe AT ojore shal oke o
Y 2 ot 3oloh olobe St W WA 4 Yk ol $2)o) vl os) 2%
g % ok
Study 12 4@2 E8) ojofo] oJat o] 5o Z2jo]y = Aot 40| Zeloly Hi
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2H|AFE0] SRAIA O AB|AE ol &dliof Hthe AufdtoA oefS &8st 8= A
gAos w40 ego] Wopd 4 oy T2y kA §IHSHA T3S oAl &
& JH= oS sHA] AU d TAL & e 23F Eolil, FF AH[A o] &AIH
28 & Qe AETILe S FHsHr] st Aol st dEio|tt. $.9]= =g
A7 o2 AR S S ™ dAe AgET ¢ £2 AuE AAASHAY AAlsH
= O YEi= 2R Aot ojet 2 A2 AbeAY A do=m QA
st A0l ZHA -8 WRxstal @it Zeelenberg & Pieters, 2007).

ST AFoAM = JAER G OA ol dE = AR TPEARILeE S8V ofAbE Ao T]X]
L ggko] Oist d3r 5] XSREl1 QItHZeelenberg and Pieters, 2007; Hetts
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IV. STUDY 2

4.1 9754

Study2oll A& olefe] §X|7|ZF St oeke] §A9ES =Y 4 Yt FEaAQl uhAY
Fuol| tigt AAPES AXsH] 9Et BAloe gt JEARNE waol msiE
z|astslr] el Zutoekeo] A U w4 B HdE|S Gupdoz A{shr] YF
HEo| gt AlAPES AlAlsta ot

B oAl ooFAR AT ooFQA| 717E w40l ARAAS TRt ZF wEE A
HIAFSe] AYA HAYUZES HEs] olsidtdd, w20 mais 24st & 4 Qo B
t}. Study2: o|et Z& WA Av|AHSO] ook QA= 7|7t EoF ofjoFo] 8x|9]
wo] EapAQl JRE ofoFQA] 717kl O3] Ato]rh WARE 4 glon], AupHoz ook
R 717F B¢ AAIEE npAY AR APEAe § "ol Jota Bl o]k siALE
ol2oA HWste XZHA A2j7to] thEt Av|AHEQ] Ae]A uhgal Aol Qi

12 HNFFIE

Ledgerwood & Wakslak(2010)2 A|7HA Aelet A|Zof izt JEAA] S0 & 4
HIALe] Ms g Afst Zut, oA Akl A7t E45 sAACL FEARo2 AAE
MEFEO o FAXQl gt LofA|-o] 7S APAe|1 ZiAAQ1 FEIE AAIE

AE o FFgAQ Zoz Uehdth o] Trope & Liberman(2003)o] A|Qtst sfA 45
o] 29 A AWE tgsist 7oz 7|& sjdpFol2 WA AL FEAQ A=
AE9 FofAIEIS] AIZPA A2lo] w2 AH|AMEQ AEAS FAH L AES FIlohe
alo] JFS wS 4 Qlobe Zlojoh ZAR|Ao R AIZPA AES BA AAELE A=
o] SHAIA 7)]sut HAH VRS FQ5H HHelH, AIMA AYLS VA A=
SHAIZER] o]Q]9] ¥ A St 7R @Rl W ZFIA0l S FQsHA TWHsh

o ojore Hubsh of 7t

tt= Zlo|tHLiberman, Sagristano & Trope 2007). 723/8& of
7tz ol AREE dictoll tisl B7HE st F-%olle thierel Adgrtssd
Holl 2 ¥]FS £r v, 9 ol w9 shEAY S AETA FAU4A
= A (R =&AL 2011).
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Faole] meUb-19 9@ No] @ me] MAE 9%

A Study on the Influence of Chinese' Perception of the risk of COVID—19 on their

attitudes toward Korean tourism
ex
Zhang, Yu—Lil0)

Abstract

This study examined the impact of Chinese tourists' perception of the risk of
COVID-19 on their attitudes toward Korean tourism. The global tourism industry
has stagnated due to the impact of COVID-19, and Korea's tourism industry has
been hit hard Accordingly, 450 questionnaires were retrieved through online
questionnaires and analyzed through SPS23.0. The analysis found that people's
perception of the danger of COVID-19 has a causal effect on the perception of
tourism in Korea, and that social and psychological risk factors affect people'’s
emotional attitudes. This study demonstrated the influence of Chinese perception
of the dangers of COVID-19 on tourism In Korea.This study provides a
theoretical guide to the Korean  tourism Industry In  formulating

countermeasures to attract Chinese tourists.

ol
H
r
o

shA1 8.0f(Keywords): Y @QIAI(Risk Perception), e = (Tourism Attitude),

a

(Tourism in Korea)

1.4 &

T

20194 o] WA DRU-190]st ‘2R B A AANOR kgt ol
A 9 402 et 9ot o2 @ AWucte sz Auiwest W= &

AEEA AFEEY] ol5e e ARl 9lon], AAH o5 HA £UCR stn
ol ZATWY WAL F7Iop Mu|o(Pandemic)S st =9t Tejdt Autz Al

~ v

9] o]F0] UtE e WEAAL F|ofo] ~Fo R AT AuE Ho|HA AAEG7]T

(UNWTO)o] w2W 20209 = A7 Ad tie] 80%7F FAsto] #g7 Folg 7]
F517] AJAFSE 1950 o] % x|ofo] Auprf WA o8 Akl IrH(AE 2, 2020. 9.

21).

2015\ 41.291%-3 D/dsto] AlAl 199 =

D21 o]RY A FFA sy AL =
Ay 553712 715stdEt, 1 94 33059 o9 BYBAA 19 e dFo
= UERICHEEA-OlA9, 2016). 7 o7 FRUSS We YR PAHOD Aaste
242 Boln gloy AHost AFRRoR ke 2ol YAIStE 7] W] A
UY TEAFORA FRF YRS ANT Ho P,

10) s9digty oighd SE-AMAG IS Ay, zhangyuli0204@naver.com, TAEOF: =
o
o
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Bot7+e tAZA EH(Qiu, Shen, Zhao, Wang, Xie & Shu, 2020). T 21} shAr
S Aol " A5 S/ i A0l 4= UlAY AA Ade
olo 2 Ar83&t1 QTHMcKay, Yang, Elhai, & Asmundson, 2020).

g ZofollA HAJAIR b0 ALoA Uetal itk EgARolA Hd A (risk
perception)Z #g7o] ofJX|oA FEFZ AH|SIAY FUlist= oA ) AY Y
st "tH(Tsaur, Tzeng & Wang 1997). o] |2 ofsd ¥7ie] T4AQl BEo|H,
o3RRI} QlAlsl of3) d3=o] AFR|AQ] BAAol AmZ o]u]sttHChen, Qiao & Liu,.
2009) Eot WEEEY 39}”” ool o 07\}—4 140401;\101 —1/\}7:‘7\* uH7g o %Ra} e

U0 YIS A A CRES B WE AAF A/ BAAE W

A w1, old WSS AU F/HHY ARE Asste PSS st A%l At

T stoich TEpol] ofSh WAl o= AMo] RESH ARt olsate] Lzito] cfst
% ot stk

*HW FsolMe Hi=ol tish &9 AdTolydt H574 %(predlsposmon)oi RO?OPD%
AAIY ofE Aoy tid2 =94

dol2ty gofstal JoHa, 1992). Bi=
stawl AMako|n], 31=0] Mo} MG 7Askolaty & 4 glt}(Carnmchael 2000) loé'
A5(2015)2 Hies of" diddol digh 4

SHA] = Zo2 AbE, AR, ofolt]ojo

5 - AN
SHATH Eoh, £YH(2003)2 El=7h oF ¥ F4d H=s A vHAl 4= A& A
o, IS A5kl Y Sash ideR AREEnta ShQITh mebA g Efmst ¥
7ol g Aol oSl w7l jEe w3 oM dojus Whs, 22w Jdoll oish
7= N Aol (i85, 2012). dK oz dgAe] Bike AAA, BAMA, FsA 2

st %(2006)01 He=e 574 didol dish 28744 7 Aldstl dsstels sANeR o
S8 ARddezA A&AoY, gt o ot ohEA Jepdta s 3 2
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