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Al A=A 2 M xA o] o east nAdte] FuAgolA dojun=,
AMulaEde] pAear A, Ao 22 dANE =24 4 (physical
quality), SJAFebe]l QIAfat 7+ S ALEH(corporate quality) ¥ F993 17
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.
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==

AeS RG99t 74 F A (technical quality) A1H] A& A o] #
Y= 23F)E yehla 7]54 F&(functional quality)S o9 A=
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ABSTRACT

A study on the relation between the attitude of horse race park customers and

their satisfaction

Tae-ran Kim

Department of Public Administration
Graduate school of

Public Administration

Jeju National University

Supervised by professor Kyung—Won Lee

The recent turn into a five-working—day system has given the public time
and chances to meet the various needs for a heathy life, along with a better
understanding of leisure time. A sport has become one of the most popular
leisure activities the public can take an indirect or a direct part in. Taking an
indirect part in a sport means consuming a sport like watching a sport game
broadcasted on a media, as well as making an actual visit to a ball park or a
stadium. The typical type of such a consumed sport includes baseball, soccer,
basketball and so on. However, horse racing, cycle racing and motorboat
racing have been overwhelming those typical consumed sports in the number
of total consumers.

The total earnings of horse race parks has been decreasing gradually since
2002. Tt may be said that mainly, the overall recession of the national
economy has caused such a decease. However, while the rival industries such
as cycle racing, lottery, and casino have been expanding vigorously, putting
massive efforts into the better customer service and marketing with new

products like Kangwon Land, Sports toto, on-line lottery, the horse racing
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industry has not been able to carry out the effective strategies in the field of
the customer service and the marketing, partly due to the legal regulation of
the gambling business run by a state-owned enterprise and the lack of the
supporting systems, resulting in the failure to satisfy the various customers.
The purpose of this study is to analyse how the customers’ general
characteristics such as age, occupation, and income have an effect on the
tendency to buy a horse racing betting ticket and their satisfaction, in order
to offer the service tailored to the customers. The research has been
conducted mostly through the theoretical review of the related foreign and
domestic documents and the field-survey which was carried out by
distributing the questionnaires to 250 customers for three days from Friday
May 7th, 2010 to Sunday May 10th, 2010 and collecting 237 responses for the

data analysis.

The results of the data analysis are as follows ;

First, the tendency to buy a horse racing betting ticket depends on the
customers’ general characteristics such as age, occupation, income, the
number of times to buy a betting ticket, and how long they have enjoyed a
horse racing.

Second, income and occupation factors among those general characteristics
seem to have more influence on the emotional satisfaction and the service
satisfaction.

Third, the emotional satisfaction varies depending on the type of the purpose

of enjoying a horse racing.

Based on the results of this study, the following suggestions can be made so

as to improve the customers’ satisfaction, and for a better horse racing as a

sound leisure activity;
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First, as the customers’ general characteristics have influence on the betting
ticket sales and the customers’ satisfaction with horse race park service, the
strategic approach to the customers should put a strong focus on the type of
the purpose of enjoying a horse racing, and the customer service also should
be offered depending on the customers’ general characteristics and their

needs.

Second, as the emotional satisfaction and the service satisfaction rely on the
customers’ general characteristics and the type of customers, the strategic
approach should be required in the management of the service quality. The
satisfaction with the horse race park facility services seems to be related to
the wvarious factors such as the betting ticket sale window facility,
racing—watching environment, the facility information sign board, and the
convenience facility while the factors, such as the service attitude, the staffs
dress code, the problem-solving efforts, how to deal with the customers’
complaints, the knowledge about the operation of the facilities, seems to have
more influence on the service satisfaction. Therefore the sustained efforts
should be made in many ways, taking those factors into account, to improve
the overall service quality of the horse race park and the service management

as well as the customers’ satisfaction.

There are some unsatisfactory parts in this study mainly due to the
researcher’'s lack of the expertise and also some possihilities that the
customers have made negative responses because of the local community’s
distorted image of horse racing. Furthermore, the design of the questionnaires
may have some technical faults in collecting and analysing data and thus, for
the future study, the more carefully and skillfully designed questionnaires are

required to have more exact analysis results.
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