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ol AREA Aol Fel® o glom, AsAt e FHET

HiHam S, pp.15~17.




(2) FA4 9 3 27
slo] FA 2 HAo o3 BFEA 745, 339, ngedAse] A
w3l sog R g dor I e v <H2-3>3 21

1
N

<E23> AWAL] FA P BEHW BF
7 oR I

7I1e] gt AEg o2, Avl ] (sales meeting), &3

71} 3] €] 9] (dealer meeting), 71< %] 9] (technical meeting), 4/7 % A} 3] 9
(Corporate

Meeting) (executive/management meeting), < ¥ 3] 9] (training meeting), &
3] 9] (public meeting)&® T-EH T}

Fslet #AAd FAY HAHAES UFe Fg2A F93H 3 (trade

535 9] a}ssoc.iatigr?), Xdz”rﬂ%ﬁ(professional. a§sociation), ‘Jﬂr‘@ 2L 7]??3

(Association 3] (SCl.en.tlfIC an_d tec_hr_ncal assoc1at10n),. . S 3 (gduf:atlonal

Meeting) association), A& <19 3] (veterans and military association), &

A 9 3] (fraternal association), #4133 3] (charitable association), “3
% & 3] (political association)s o & FEH T}

BRI A S S gy mago) b @AY B ma AR, AATYAE

(on profit 151510, zejeize AAde 5ol Aok

AE T3] 9
(Government |31 ¢ FA|7}
Agency =
Meeting)

A% ATA A

AWMl e gl @AEE dojih o 74 Fe@ee] wheha
<E2-4>sh Zol BRI & YD Hesge =A AA - FI - AHoR
TES 5 Qom, oA TA A - AR - FEEA 5 2P we o

16) D.W.Howell, Passport, An Introduction to the Travel and Tourism Industry, 1993, p.303.
17) S=333-FAL, T8 edusd, | =g AL 1989, pp.11713.
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A8 E g

CEEEE

3] e B3eA HEF 10W oo ddem A HH,
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- 1:!
Bxecutive |1y ‘o) % 99s we Raold] AZHDE BAAE FA4
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o [FAEA A= s 239 FAR FelA BE 207 vz
ConmIB R fdwe 54 AR U ded @is geg g
Fahi 7 rRA me] Adhis fdne Y 77 wadr
w3le] 71z Fol A, BHejeln AR Axbw FAA
o [URE Aokl diE) o= Am ARAL M= B 9938
CPES g gaEel gath wAls AR 249 s FEITE
S9HE A4E 9, mE AR Bt oee 249 4AL
Zha o
gEg (9984 AW 54 ARER AR, @3 el @
(Working  |F°41& ztal dAls] A7 58 Eoste] diHola 7e4d v
Group) x5 gt}
A5 |[AASE s B4 A T urA, Hold gg a8
(Closing |38} & ejollq Aele Abgre aok wasiy, #Eate} 3o F3
Session) |Zo) o @ zHabe] EAIE BT
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LA H(Oppermann & Chon)2> ZAWAS 3shte] A|adloz B Al 744
fAE FAst Aok s F, FHAS AFHA, FAF kA ATEAE

2 A2 AT ATk

N AN

HH(Var), A4 L9t v}$-=(Cesario & Muser)E ©# 3 Al 2459 EAS <143
I FHAS} AHAY A FF RxRE P o Sugsks Aotk <ad¥
2-1>0l4 B upe} o] FHAS} AHAE Al b Sdistets 38E 53
72t A2 JREH, A FALA e 19 FEZBAES FASA HeH, o

<
Z o BAE F3HAY ZHo] AseAAY, e BASE FFHIAY FE2

o

S FAR, olE A9t AT
B A7) weh HAMHAAE ARt WA GHHe A AAR Al o]
Aoz 540 A7) Motk Heol 739 FARY A5 Aol B o
B0 B Ae AuHow Fojd A Hrl, BAUGE Ailo] e
Hed ol 14ale @rhlgol Aol oJsl A A% ezt Aok
G35 7)87 ke BHEAAE Agstel wAolA BusnA e JYGAst )
S AR, WAHAL Aut BAAG) wa) 220 U N2 Fele} i 2

olE2 oe AiolA MHHAW HET AZto] &
HAS PR Ao web A Frkae] A
MR Z F 713K motivation) 9 AW 2 AWA AHA Y wjgA e £99E,

AlZE g AR 209 v A (attractivity) ] EAIE L & 4 Ao

18) M. Oppermann & K. S. Chon, Convention Participation Decision-making Process,
Journal of Tourism Research, 24(1), 1997, pp.178 ~191.

19) T. Car, F. J. Cesario & G. Mauser, Convention Tourism Modeling, Tourism
Management, 1985, pp.194~204.
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B ol WA WE FAA o8 ARD A A4 Be Fol
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BoQ wEe] AWAS Jbsd W ARES 487 98 Ao Aas

NI

A zradS AlFsty, MHAAE ABsH, sdsolA AMds

FRdth EH Y AWAAE, 59 5 A AU, o, Wi A

d59) NHA 44 BA E APl Fo A4 WeE vetss 8 Ty
ou}, AT WY SAEA ostel 712 AT ool

A2 29} 2% (Crouch & Ritchie)= AR A4 29 #e B3 A7 59 Z3
AAHA Y Ad 2 ANGE AHA ARHL saAR PR H1
sha glekay

19AE 298 A AFaAR ARAY] R AR 5 AR A8e Fhsks )

3ok e 54, AA9 3o AH Ad R FF o W}, HHA v T F

N

20) E. Alkayer, Character and Problem of Congress Tourism Publication de [I"AIETIO0,
1970, pp.7~19.

21) Geoffrey 1. Crouch & J. R. Brent Ritchie, Convention Site Selection Research : A
Review, Conceptual Model, and Propositional Framework, Journal of Convention &
Exhibition Management, Vol. 1, 1998, p.61.
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22) Kingston, A., Local Heroes, Report on Business Magazine, Feb, 1995, pp.72~78.

23) D. Clark & K. W. McCleary, Influencing Association’s Site-selection Process, Cornell
Hotel and Restaurant Administration Quarterly, Vol. 36(2), 1995, pp.61~68.
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24) Zelinsky W., Convention and USA : The Geography of A Latter Day Phenomenon,
Annals of the Association of American Geographers, 1994, pp.68~86.
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F #gol AFS YA @ Aol AWMl AAHE FF HEW2 Y3
I3 WE2FO BUL TPk Bl T AAAE 4T + A= BAIE AT

sof gk FIbAEol AAl 7 el M HUEeHAl HE®, V]Sl HSskA] Rk

A9t A & POonR WE AYFe] HYsA =2 & Ax B el A

26) QAR - o)F T=AF e 7|AAAE, , WAZFAAL, 1999, pp.44~48.
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28) T. Var, F. J. Cesario & G. Mauser, op. cit., pp.194~204.

29) H. M. Oh, W. S. & P. Shock, Family Decision Making in Convention Participation, In
Proceeding of the Convention / Expo Summit IV, 1993, pp.35~51.
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ZF 9124402 2001 A= H]E] 15% #HAash Aoz et 1998 IME A A
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=N H A 58 97 109 129 123
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ot eaFErde FAEENH(Principal Components Analysis, PCA) W& 9]
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s9ar, 2913 d W o g 2 w3 AW (orthogonal rotation) % 3kl wig]
W2 (varimax) & AE3P o, 8FE7|F 25 eigen value 1.00 ©]7d9] #&
7Eo® ARG

i A Aujs Z A 2 3R Zbo]l 7o gk Aol vt deA o F-E A
a7 flal &R T-test, WA Aujzol digk Qlajo] WA 37iate] 54
uel depA A ARE HAFe] A ha g EAHEA(MANOVA), HAwld A v

o g ek AA ANA AE wE) GRL nALAE 4FH) A9 o

olX
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%3] 9 54 (multiple regression)< A A3}l t}.
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SEAe] A" FE= 204 5FE 3047F 108 o= 4.9%, 31MFEH 40471 439
S 2 209%, 41M5-E 50M7F 679 02 37.5%, 514 o] o] 86T o= 42.7%E EFU

StAbe] ade] me BExE A7 6O 29%, Aol 6607 32.2%,
W 351%2 /b B dehda, AREA 3 NGO 2338 o2
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o %4 F vFo] 6@ WAl o] 235%% 4 B, Al sUoR
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obE X3k 26700l 19 HAY 29.1%E AHAskar AUt

<E 42> ERY ATEAY 54
AFEAA N 7w W% | fE e |y R
o =X 146 712 712
o} 59 28.8 100.0
203041 10 49 49
o o 31-404] 43 20.9 25.7
41~504] 67 325 583
5141 o] 4 86 417 100.0
sk 4 6 34 34
SRR 66 32.2 407
& & AN/ FET B 7 3.1 814
Al e 23 112 94.4
7] e 38 185 100.0
= 139 67.1 67.1
29 683 32.9 100.0
o = 16 235 235
A 5 74 309
Sz . 7H;jg(, 43’;;1“ 12 176 485
i Ej&ié) 9 131 61.7
° A&T‘(ﬂ;;] Bl 86 70.4
a7 s 204w | 20 20.9 100
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92.3%)ell Blaf doiAom e vlE&s YEWa Ak duAd &

W3 o7 19198 (91.8%) o= 7H wekar, #3235 9(5%, 2.4%), St<3le] 39(1.4%),
7194389 19(05%)= AA Fxsta

o
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b
Q
&
—
K

ATEAH W T o W g oae|
A9 A 19 9.1 9%.1
R )| 3 14 975
7] e 5 24 100.0
9 olat 2 1.0 1.0
100~2997 2 1.0 2.0
A9 R 300~499+8 2 1.0 3.0
500~9998 10 438 7.3
1,000 o] 191 92.3 100.0
GEEE 5 24 24
Sh<3) ¢ 3 14 3.8
GG AREL] 1 05 43
T3] 191 91.8 %.1
71 e 3 3.9 100.0
= X 25 12.2 12.2
A3 30 14.6 26.8
3)o1/% RS 9 45.9 2.7
e & 3 13 6.3 79.0
T3 Ad 41 20.0 9.0
7] _E 2 1.0 100.0
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5, HEAL 1990, p.234.
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2 ATl AMSE WeEY AFEA BAZEIE <G 4-4>9 2ok AlEA 24
I AW Mujs 7)) Hge AFAL aE2nE 4y (Cronbach's alpha)® 9155
=

A A &utgk(alpha if item deleted) S 7} =& W=

iih)

]_
W] AARAE UEilE FAA A#dA AsE 420602 jhEd
4 olelol= Ha 6978(Z & KB F) 7 UrER A

2
Ao YE} BAYES F5A70, A8 & dk Wee A

<E 4-4> AMA Au|2 7 W A A=

A It(e:r.ilrfe?l‘fi? Al Squared Multiple Alpha
W2 Correlation Correlation if Ttem Deleted
A4 4540 A172 9141
=Y 4428 4419 9145

QA 5157 3717 9126
A 4206 3225 9148
TR 5769 5383 9112
712 5164 5976 9127
FAANA 5602 578 9117
44 5863 4501 9112
SEbThF 4660 .3868 9140
SEE91A] 6036 5936 9106
SHvg g 5668 6366 9115
ELES R RS 6978 6915 9082
ARG 5977 4940 9107
Q] 6306 5334 9099
pre/post tour 5720 4979 9113
A 5773 4859 9112
e 6662 5324 9093
4 6425 5073 9099
=g 6007 6400 9107
A7) 6707 6830 9091
Alpha = 9155 Standardized item alpha = .9163

9%5) A, T¥agst A, GAlAL 2000, p92.
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Kaiser's Measure of Sampling Adquacy)

A=A dERE

62.734% = ¥l

KeX
.

EA W E (total variance explained)

8119 F

97) WA 3], op. cit., 2000. p.151.
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<E 46> WA Aulz Tl Wg Bl A a Wl

71 &9 Gt EFAA A &9 Ht FFAA
X84 44 4.349 637 Y3¢H4A 4372 721
X18%314 429 690 Y4333 4295 778
X43+33A] 4.257 741 Y84 A4 4.186 803
X575 4197 745 Y57 5 4.186 765
X3¢k 4162 680 Y671 2 A 4137 819
X671 A A 4137 745 Y2&E = 4014 792
X7% A4 4.069 777 Y1871 % 4.004 873
X174 44 5 4,059 7% Y1744 45 | 3906 822
X127 4 55 4.034 766 Y1424 3.906 960
X9< vt 4,034 785 Y7EAAA | 3735 870
X104 991 %] 4034 713 Y9suthek | 3694 904
X134 4014 754 Y12 B A | 3668 916
X114934 3990 739 Y1184 | 3660 394
X2& 9= 3970 765 Y1649 3651 958
X164 ¢ 3.969 731 Y2059 9A4] | 3642 809
X148 3.960 730 Y14%HH 3637 928
X157/ | 3900 708 Y19=3HAe | 3592 861
X195 A 2] 3.890 786 Y1054H91 2] | 3586 993
X20&4 92| 331 702 Y15%/F %33 3527 874
X131 %9 9| 3.821 777 Y13aEH e | 3517 99




Z1d W Sl b e Faghs e 31 x8H A (4.349)01 1, 1 thy
o7 xI18F A (4.295), x4¥FA(4.257), x5TFR(4.197), x3%HA(4.162) T +=AAL
o, 7 B Highs UEhY MsE xI3(aEAHY)e R 38210900 1t
2 x19E3 4 2(3.890), x15%/F333(3.900), x14%HH(3.960), x164] ¥ (3.969) < W
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(A 1) AWA ez S0 og Zdeh Az A} grel= 59120 2po] 7}

Aolth, (-8 EE T-test)
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7hd 19 A4S fall S 3EE(paired sample) T-testE o] &3to] 9 Ak
oA F Jhel HAWSG] W Fte] Aoyt FAA SR FoUtE 207 W B
ol tisiAE <E 47>, ] 8902 <FE 4-83 Zol FAAY. HSHE
T-test= 4 A ol F 7He] AA WMol digh Hteo] Aolrh AR
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< 47> 7NU-A ) AA Hge] id dlSEE T-test A3
o & A .
e t -
! 3 w707 ;;;} (&
X1 - Y1 1150 9933 07024 1.637 103
X2 - Y2  -0452 8779 06223 -727 468
X3 - Y3l -2100 8057 05697 -3.686 000%™
X4 - Y4 -.0404 8299 05898 -685 494
X5 - Y5 0000 8333 05931 000 1.000
X6 - Y6|  -.0200 8737 06178 -324 746
X7 - Y7 3283 1.0560 07504 4375 000%™
X8 - Y8 1600 8591 06075 2634 009%™
X9 - Y9 3317 9747 06910 4.800 000%™
X10 - Y10 4322 1.0465 07418 5.8% 000%™
X11 - Y1l 3266 8926 06328 5.162 000%™
X12 - Y12 3687 9667 06370 5.367 000%™
X13 - Y13 3166 1.1034 07822 4048 000%™
X14 - Y14 3300 9828 06950 4748 000%™
X15 - Y15 3706 1.0201 07268 5.099 000%™
X16 - Y16 3144 1.0377 07450 4221 000%™
X17 - Y17 1616 8273 05879 2.749 007"
X18 - Y18 2800 9359 06618 4231 000%™
X19 - Y19 3046 9360 06669 4567 000%™
X20 - Y20 2312 8268 05361 3944 000%™
F) = p<0.05, ** p<0.01
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o2 BA¥rHF=3.820, p=011).

E 4-9> M 2 AFS A% g BaRy A

2d . Q3
A PAA | 3ofrd | SEF | AHA (IPYAA| S | u | HHA
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- 30tH 3.875 4219 4.023 4101 3.457a 4.005 3.523 4.110a
i 40t) 4.000 4.062 3.996 4.003 3.705a 3.996 3.615 4.088a
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(583) (022) (217) (.097) (.001) (.789) (.007) (002)
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. p<01, * p<.05
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<Abstract>

A Study on the Convention Participants’ Satisfaction
Levels in Jeju
. A Case of the 2004 UNEP

Kim, Sung-Sil

Department of Tourism Management
Graduate School of Business Administration.
Cheju National University
Supervised by Professor Oh, Sang—Hoon

The purpose of this study is to examine the satisfaction of participants who
attended in convention in 'Jeju, that 1is, this study is intended to find out
whether the expectations before attendance influences the customer satisfaction.
This can form the basis of reforming strategy of convention services in Jeju.

To achieve this aim, the hypothesis is based on the existing result of the
study on convention, convention services, customer satisfaction.

Data used in the analysis was collected by the convenience sampling of a
total 207 convention participants, as well as utilizing the SPSS/10.0 for
Window package, reliablity analysis using Cronbach’s alpha, frequency
analysis, factor analysis, pared T-test, Importance-Performance analysis,
MANOVA, and mutiple regression analysis were employed.

The main summary of study was as follows :

First, in the expectation and percepted performance of convention service there
were significant differences in factors of convention operation process,

convention facilities, and accommodation except destination.
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Second, in the influential relations between convention participants’
characteristics and expectation and perceived performance of convention service,
age, residence, occupation, there is a strong correlation as expected.

Third, among other factors of expectation and satisfaction of convention
services, two factors of convention operation process and destination influence
the overall satisfaction of the convention services as we expected.

In addition, this study showed that the feature of the convention service put
emphasis on how to be satisfied with participants during convention through a
certain outcome of the performance rather than how to concentrate on what
characteristics they have.

The limitations of this study is as following :

First of all, the result of this study has limited applicability as only attendees
of UNEP were selected.

Second, this study has been . limited to an integrated approach of their
satisfaction about the convention service quality

For further research, it is suggested that if the conventions held in Jeju are
classified with their types and the study is targeted at the attendees with
conducted sampling and questionnaires, it will assist in the strategy of
strengthening convention services in Jeju and make them more appropriate to
the needs of the clientele.

It is difficult to evaluate the convention service according to an objective
standard in the theory survey, so the factor of evaluation was based on the
model of SERVQUL and SERVPERF. However, in reality, further study should
be needed to develop an applicable evaluation model.

And this study was conducted in the view of the final convention customer,
so it should be supplemented through comparison with recognition of the

convention attendee and sponsor.
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Questionnaire to examine the Convention Participants’

Satisfaction level

Dear Participants :

I am a graduate student of business administration, Cheju
National University. This survey 1is to be conducted for
improving the convention service by seeking information from

convention participants.

Your cooperation and participation are very important for the
results of this survey. You may be assured of complete

anonymity and confidentiality.

I would appreciate your help and hope you have a wonderful

day.

Sincerely,

Sung-Sil Kim

Dept. of Tourism Management
The Graduate School of
Business Administration
Cheju National University
E-mail : kss6494@koream.com
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I. This section is to check your expectation of convention service in
Jeju before you attend the meeting in Jeju.
Please check "v" on one item in accordance with your opinion.

Factor YeR | bad | A Gooa | X!
1. Easy access of air transportation @ @ ©) @ ®
2. Easy immigration control process @ @ ®) @ ®
3. Safety in destination @ @) ® @ ®
4. Tourism Attraction @ @ &) @ ®
5. Size of Meeting, Exhibition, Banquet rooms| @ @) ®) @ ®
6. Audio, Visual equipment @ @ ®) @ ®
7. Simultaneous Interpretation equipment D @ ® @ ®
8. Cleanliness of meeting facility ) @) ®) @ ®
9. Various type of accommodation ) @ ® @ ®
10. Location of accommodation @ @ ® @ ®
11. Reputation of accommodation D @ ® @ ®
12. Sufficient hotel rooms @ @ ® @ ®
13 Conveience b rapriaion senice] » |2 | a | @ [
14. Information desk(tour & airline) @ @ ® @ ®
15. Pre&Post convention program @ @) ®) @ ®
16. Support from Local government D @ ® @ ®
17. Staff’s prompt business processing ) @) ® @ ®
18. Staff’s friendliness @ @ ® @ ®
o p%lﬁfiiga?l?él} tscfozp(ljaei?lltswnh @ @ ® @ ®
20. %{tral(f;v? e(;j)g()efessmnal technique & D ® ) @ ®
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IOI. This section is to evaluate the Jeju’'s service level of convention in
which you have participated.
Please check "v" on one item in accordance with your opinion.

Factor YeR | bad | A Gooa | X!
1. Easy access of air transportation ) @ ® @ ®
2. Easy immigration control process @ @ ©) @ ®
3. Safety in destination @ ) ®) @ ®
4. Tourism Attraction @ @ ® @ ®
5. Size of Meeting, Exhibition, Banquet rooms @ @) ®) @ ®
6. Audio, Visual equipment @ @) ®) @ ®
7. Simultaneous Interpretation equipment @ @) ®) @ ®
8. Cleanliness of meeting facility @ @) ® @ ®
9. Various type of accommodation ) @) ®) @ ®
10. Location of accommodation &) @ ) @ ®
11. Reputation of accommodation @ ) ®) @ ®
12. Sufficient hotel rooms @ @ ® @ ®
" between meeting fachities and hoiels| © | @ | @ | @ | ®
14. Information desk(tour & airline) @ @ ® @ ®
15. Pre&Post convention program @ @) ®) @ ®
16. Support from Local government D @ ® @ ®
17. Staff’s prompt business processing ) @ ® @ ®
18. Staff’s friendliness @ @ &) @ ®
© e o |alea]a
20. ?{tnaf)iv sl, egg;fessmnal technique & D © 3 @ ®
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IM. This section is to check the satisfaction level of convention service in Jeju .
Please check "v" on one item in accordance with your opinion.

very |unsatisfi - very
Factor unsatisfied|  —ed Average |satisfied satisfied
1. Overall Convention Service @ @ ®) @ ®
. . ver
Factor urYlielgly unlikely [Average| likely hkels;
2. Intention to participate next
conference in Jeju @ @ ® @ ®
3. Intention to visit Jeju again @ ® ® @ ®
IV. Convention Experience
1. Where was the convention which you attended recently held?
@D convention center @ hotel @ college @ others( )

2. How many people attended the convention you most recently attended?
@ under 99 @ 1007299 . @ 3007499 @ 500:999. (® over 1,000

3. What was the type of conference you attended?

(D association conference @ academic conference @ business conference

@ Government-hosted conference (® other type of conference

4. What is your favorite item in pre/post tour program in Jeju?
Dgolf @experience tour(fishing, etc.) @ Sightseeing @ Shopping
Bcultural experience ®others ( )

V. Participant Information

1. What’s your gender ? @D male @ female

2. What's your age ?
@under 20 @ 21730 @ 31"40 @ 4150 (& over 51

3. What's your occupation ?
@D professor @ businessman @) public servant @NGO ®student ® others

4. Country of your residence ? ( )

& Thank you again for taking your time. oo
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