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ABSTRACT

A Study of Effects of Functional Service on Customer

Satisfaction by Hotel Customer’s Participation

Young-Rim Jung

Department of Tourism Management

The Graduate School of Jeju National University
(Directed by professor Hyang-Jin, Hur)

Service marketing refers to the marketing of activities rather than objects. One
of the consequences of the recent interest in service marketing is the increased
recognition of the importance of the person-to—person encounters between
customers and employees. Recognition of the importance of these encounters is
especially relevant in those situation where the service component of the total
offering is a major element of that offering.

Also many scholars have said functional service rather than technical service
effects customer satisfaction in the service encounters.

However, in service literature, earlier studies focused on service employees and
customer participation issue have been little empirically investigated in the context
of service encounter. Inseparability, one of unique service attributes, concerns the
participation of customers in the production and delivery process of service.

Based on the above studies the purpose of this study is to find the components
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of functional service, consider the customer participation variables, and test
empirically reconfirm earlier respectives and the effects of functional service on
customer satisfaction with customer participation in the service encounter focused
on the hotel industry.

Survey data were collected from 405 respondents by a simple random sampling
method. A final 339 usable questionnaires were used for empirical analysis after
the data purification process. The data analysis was carried out using a reliability
test, factor analysis, and regression analysis.

The findings of this study are as follows ;

First, the results support the suggested positive relationship between functional
service and customer satisfaction. In other words, functional service positively
impacts customer satisfaction. Among the three factors of functional service
employees’ courtesy and responsiveness, reliability and assurance, and
customer—orientation.

Second, customer participation is positively associated with customer satisfaction
when functional service affects customer satisfaction. Three factors were included
in customers’ voluntary participation, use of pre-knowledge, and role performance.
But partially, among the three factors, voluntary participation and use of
pre-knowledge have little affect and only role performance positively affects
customer satisfaction in service encounters when functional service affects
customer satisfaction. It explains that customer participation is not always related
to customer satisfaction.

This study has some limits.

First, it focuses only on the face-to—face service encounters in a hotel situation
and ignores the other situational and emotional aspects of customers and
employees.

Second, it is hard ton generalize the variables of questionnaires for customer
participation and functional service.

Third, it is limited to customer staying five star hotels in Jeju island and
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excludes employees.

In spites of these limits, this study gives some meaningful implications to
marketers and managers. This study suggests that marketers should enhance
satisfaction by managing the face-to-face service encounters effectively. And
managers can plan for customers to participate in the service delivery process and
increase the productivity and efficiency of service delivery. Furthermore, it can be
said that customer relationship marketing starts from managing the service
encounters, and managers can develop employee education and training programs

and concentrate on them for customer satisfaction.
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A8 S5 (Kelley et al, 1990)

HAH Muj s FEAH AqH &

N s I I
* AU 2 Fe] FAQA | ox Au]2 Fo] P8 A | x AUl Ho] FAH8 A
ETQ, EFQ, CTQ, ETQ, EFQ, CTQ, | ETQ, CTQ
7N & 8} CFQ CFQ « ATRE ] S8A
IFEFE |+ AT7EY S84 |+ AFRYY] S84 1 -1
o) o8 Mu|x, o) Al&Far, o) S 2,
I A FNA SIEF
#oqEls el QL | x AHA Al FARL s A8 TR
- ETQ, EFQ, CF! ETQ, EFQ, CF
A st oﬂ‘QuaoQ oa(i : X Oﬂ‘QDfSﬂoQ o&ci : ETQ
Zﬂfﬁ—f— *1_‘[7';0'4 &8 - g I_‘IJ';—-ov’] e - « AT E o S8 ;A
2 =%
el E| I o) A}, Ze) el
o) HEEF= o) A el e A
* ETQ(Employee Technical Quality) : T3¢9 7|&4 #
x EFQ(Employee Functional Quality) : 949 7153 &
* CTQ(Customer Technical Quality) : 2] 7|4 A
* CFQ(Customer Functional Quality) : 2729 7|52 &
=R

: Scott W. Kelley, James H. Donnelly, Jr., and Steven J. Skinner, “Customer

Participation in Service Production and Delivery”, Journal of Retailing,
Vol.66, No.3, Fall 1990, p.324.

=93 =X =(Goodwin and Rdaford)109)+= o] 22 oA Au]~ FH ol A9
DR Q4L W sl

A

o

AR, Az Gl AFA] Fhase] e

105) Cathy Goodwin and Russell Radford, "Models of Service Delivery : An Integrative
Perspective”, Advanced in Service Marketing and Management and Practice, Vol.2
1993, p.235.
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Cl g Az e
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A2 9 : Cathy Goodwin and Russell Radford, "Models of Service Delivery : An
Integrative  Perspective”, Advanced in Service Marketing and

Management and Practice, Vol.2, 1993, p.235.
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71 Aulz Aol Ak el o] Mulx A& Hrtsty] 98 Abgste VlE, =
25 T} 108)
gl rebvt S (Parasuraman et al)l09-2 7| A A 1], A EIL=A R A A A
s, 23, S S 6709 fFS ZAARZOR Sho] 19839 1989 FHRA] o
7o HA Au]s Ao #gk ZAME AAIEATH

o ZAbelA thFaAt P FAE A Al TR Q°FS S,

AA, A2 Aol FARI7}?

=4, Aulz Ao EAE ob7lste 852 FAAIE?

A, ARl Ao EAE aldsta Aake] Mu=E JidsEk7] 918 e Tl

7}? 5ot

2hreb vt G (Parasuraman et al)©] 7Hd3dh SAH X721 SERVQUAL RHE& 714
A AT A, aAES AHl2 AS HJUker] 98 < 2-8>0lA K= wpel 3ol

K

o5 107449 HEE FolX §84 FL AL nASe] A & FE o
U, Al wREe AuaE ARs Soke 3o 2t o Fodl theolef vt
hsd AEo L
Foeqs ASAE A B Ao Aus Bokel U@ 2FH ATE WA
Ak Az e 1079 Al 509 Ao FARtn FAsn g, ol

A A e AAEL 7154 Aol AFHAATD & 5 ki

u

108) & F-off, WA=, p.13.

109) Parasuraman, A., Zeithaml, V. A., and Berry, L. L., op.cit., pp.43-47.

110) Marcjanna Augustny and Samuel K. Ho, "Service Quality and Tourism”, Journal of
Travel Research, Vol.37, August 1998, pp.71-75.

111) Mangold, W. G. and E. Babakus, "Service Quality : The Front-Stage vs The
Back-Stage Perspectives”, Journal of Marketing, Vol.55, Fall 1991, pp.59-70.
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<3 2-8> Auj2 Heol FAAAYU1) - debareknt 5 (Parasuraman et al, 1985)

1070 %4 )
R
o obigt AHag WS F da, A WY £ dx Y
(reliability)
=] NEeRp S|
o DAL B AL ANAE T o @s 2
(responsiveness)
=
. Ml olale] Wad 7% @AM 2
(competence)
HA
Ao 7hsAd ) 8014
(access)
25k
. AH FHAEY AFH, 4, B, AAY
(courtesy)
AFYA o)A a5l olsE & Q. dolES F v AR o]orr|sh
(communication) | 3, ¢ To] AE 7] L.
Al 8] A
o A Bl 2 A Ak R AR i, 1B A
(credibility)
ok A d
. AP oA 7hsAdel
(security)
o]
o a5 &5 4] A wHate A
(understanding)
o &1 A
ar _
o Zad A, g, A ARYAH, BTl 9
(tangibles)
2w 9 A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry, "A

Conceptual Model of Service Quality and Its Implications for Future

Research”, Journal of Marketing, Vol.49, Fall 1985, p.47.
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<3 2-9> Anj2 Heol FAAAYU(Q2) - debgretnt 5 (Parasuraman et al, 1988)

1078 =92 574 A4 3 9
o & A T84 4 A, A, 98, AR, =
RIECRRe] . B
(tangibles) o] 9]
154 KRR ok MH|AZ WS 5 gl ASElA o
A A
Tt o . g =] = T s
(reliability) 3 5 9= =9
Lo Hk-8-A UG Fa A& MH|AE 7)Ao o] g3t
|=] SN
(e} . -
(responsiveness) = A
5 9
T A 29959 AAFEY A4, gz 2}
A7 (assurance) | AAZHE A F e T
Sl
Z] L A)
— A Ndo] mAGA 7)ol B A
AFyA el A i LA
H L=
S22 0] 3] (empathy) e =
2A5Y : HFo, ‘TE Mu|2FFe S wAE YRl A A, €Al

e, AlSHsta of

1o

19, 1996, p17< Fastel A4 44,

1980 tjel British Airwaysg Uldoez 3Jtof dEHES HA(Albrecht and
Zemke)l12)= My~ Fo] FA Q04 st A& Pkt

olg9 A7 e F kA Aol i dds A
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112) Karl Albreght and Ron Zemke, op.cit., pp.33-34.
113) ZA715F, "AMul=Fdo T4 81% nAwEe) #e A7, ¥ =7, S ot
€, 1997, p.37.
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<IE 2-10> Auj2~ do FAXAB) - dEHES A (Albreght and Zemke, 1985)

T4 24 4 7

'EEET Aol 7193} FA9, 1 Ade] SFAAL 22 A

al
(care and concern)| ¢ FA|& s Zst=d d45 L vt 7= A

AR zq950] AL Aew EAS sdst=d o] A=A
(spontaneity) o] o]x ¢} FH ALZ Ho]F A

A2 A A e

(problem solving) | A2~ 2] A A

3% A7h @R AQAL 4714 RAE Lo wARL W 1@
(recovery) | 43L& AARER Y rEobt Flsn g A

A& : Karl Albreght and Ron Zemke, Service America, 1985, Dow Jones &

Company, Inc., pp.33-349] W& S ®=2 sk A<,

7F2 5 Carman)1492 g}k 5 (Parasuraman et al)®] SERVQUALS <]
107FA] A= A 2ol &Hots FHow FAst v T/ A= e AHlx 3
AHA T, A A&, Brolo] A, & 2AW YIS U R ZAbekddh A A
defel 107448 AL I= A FAM S Holas oy, o] 57kA e A
49+ delgretwt 5 (Parasuraman et al)9 T7ARA 3= o 24 o
By . 2= dEbgretet S (Parasuraman et al)o] 57FA1 9] FAI ) &gy}

Agow B3e 4

A S Fr71ste 77kA 9] ALl Al S FA4sk=d o8ttt st
QJth115) o] <& 2-11>9 YEhva gt

114) James M. Carman, "Consumer Perceptions of Service Quality : An Assessment of the
SERVQUAL Dimensions”, Journal of Retailing, Vol.66, No.1, Spring 1990, pp.33-55.
115) Beth G. Chung, op.cit., p.122.
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<¥ 2-11> AMu]lx= do] FA2Y4) - 729 Carman, 1990)
PZB
PZB(1985) J. M. Carman(1990)
(1988, 1990)
ZIAAR], ALIt= B
o, 23, FAHAs . olg AH| 2~
ol2A o ’ ! ! o A} A = o] Abth A
ted a5 g | el 2 | A e s
s ﬁ%_ q.]/\]- Nzoq:rL
44 B A F34 44
Y 2= 21874 214 A=A
13-4 Hk-8-4 qk-8-7d Hk-8-4d
ATy Aol A
21 4
QA ek A QA
IR 214
59
&g =3 MAA A4
]_] =]
174 0] 3] e
A "R 44 A
HYAd HYA
H]-§-
A5 ¢ James M. Carman, "Consumer Perceptions of Service Quality : An

Assessment of the SERVQUAL Dimensions”, Journal of Retailing,
Vol.66, No.1, Spring 1990, pp.37.

A(Chung)l10&  s}tatqrabwt S (Parasuraman et al)9 SERVQUALY 712W

(Carman)®] A5 EU=E sto] &F AH A 24 A = 2450 A oA 7H F
23 71%5H AT & AH|29 “How'dl oAl 7hAe] PR AE5E Baol
Aulz= de HAdiststa A71AQ AL 998 Fralor vk F4ska vk
a9 F4L <H 2-12> AHYskdh

116) Ibid., p.122.
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<3 2-12> Anjz Ao AL G) - A (Chung, 2001)

T4 A4 A v

A2 A

e kgl MH|AE A EHoR AdAHA AT F e =
(reliability)

HH-8-Ad INES BT THLEEY gAY &S AMu 29 A

(responsiveness) 5

gl THAEY AdFEH A4, 28 AEd ALzE Ad
(assurance) g g Qe Y

A aAES] 5 &5 dig olsjet wrE Au|A~ T1gla
(empathy) DA FAJNNAA D) v o] A2

e

r ‘R AR weT 283 2133, - Ay

(courtesy)

ZA549 : Beth G. Chung, "A Service Market Segmentation Approach to Strategic

Human Resource Management”, Journal of Quality Management, Vol.6,

2001, p.1229] HE&& ®= A

flo APAtes FHete] & o Muls Ao FAALE TR <E 2-13>9%
sy
<& 2-13> AE|~ Fe) FAARI6)

3 4
Albreght and Parasuraman, Carman Chung
Zemke(1985) | Zeithaml, and Berry(1988) (1990) (2001)
- O 5 J
7| wee vy 34 K REIRY
Al ]
% RER i e
2 A 0
4 fae ENE 5t 4
S-A sl 4 a7}k
] HE @"/1\_]/6] OZ:I/KJ %7‘:]_/\&]
T
S E Sl 3L =
3] S A A TEH

AR ATA A,
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sto MAi-zAbE AT T A
o= sdo] 7 EF I

e Fdo off £4EE /g AEaL HgEsh? o thi s e

A Aoz Huly WEELS <F 2-15>3 Zrh

A T

=4 TAYEY &4 ul AL
23k
(friendliness) ol mdlol AubAol HEAFZAM Fad £A
By o2 Hrtea 9ot
(attentiveness)
o 74 39 A, BAHE omx WA T} dud
(consistency) o g Mulas A Fsh= 4
84 2847 gEo 4449l check-in# check-out
(efficiency) FEolA o Fa3 HAH0R HrbEa Qo
A A A Al E A & (business segment)ol A Q3 &
(professionalism) o ZA FrtE o 9ok
A 9B A olnA S F= FUYE] 92 &+
(neat appearance) UE 5
A BE sUEd THAL ¢ dE S5 s
(distinctive personality)

Laurette Dube and Leo M. Renaghan, "Building Customer Loyalty
Guests’ Perspectives on the Lodging Industry’s Functional Best
Practices(Part 1), CORNELL Hotel and Restaurant Administration
Quarterly, October 1999, Cornell University, pp.85-88¢] W-8& 113}
A2 22 A

Laurette Dube and Leo M. Renaghan, "Building Customer Loyalty : Guests’
Perspectives on the Lodging Industry’s Functional Best Practices(Part 1), CORNELL
Hotel and Restaurant Administration Quarterly, October 1999, pp.78-88.

121) Ibid., pp.85-87.
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