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QUESTIONNAIRE

Dear respondent:
I am a graduate student, majoring in Tourism management in Jeju University.

This survey is an important part of the gathering your opinions process about
"A study on Importance and Satisfaction of Convention and Exhibition Center
Attributes” for master's degree thesis. Your response will be valuable
research materials for improving BEXCO's service as a world-wild convention
center. You may be assured of complete anonymity and confidentiality.

Thank you very much for your time and effort.

Guidance Professor : Si-Sa Park, Ph. D.
Department of Tourism management, Jeju University

Researcher : Sung-Hae Koo, Master's course
Department of Tourism management, Jeju University

Mobile Phone : 010-9399-3567
E-mail : koosunghae@daum.net

. The followings are questions about yourself.

. What is your gender?
1 Male @ Female (3 Others

. What is your age?
1 20's @ 30's 3 40's @ 50's and older

. What is your educational background?
(1 over university graduate (@ University graduate

(® Undergraduate (@ Under high school graduate

. What is your nationality?

. What is your occupation or your work field?

(1 Professional/Free—lancer @ Office (® Technical
(@ Sales/Service worker (® Private active (® Student
(@ Others

@ jeju



6. Have you ever visited Convention Center(BEXCO) in Busan ?
1 None @ once 3 twice ® More than 3 times

7. Have you ever visited another Convention Center in Korea?

1 None @ once 3 twice @ More than 3 times
II. The following questions are regarding Importance and Satisfaction
level of the Convention and Exhibition Center Attributes.
Convention and Exhibition Center Attribute means feature or
distinction of Convention Center. Please tick(V) the best number
which you may think appropriate.
Importance Satisfaction
A A
N % N %
L M V L M V
Fators el ol elolelel alel ol e
Y r Y r
S r r S r r
el s 2 e y el s 2 e y
r g r g
e e
1 | The convention center location | ® @ ®
The surroundings landscape of
2 the convention center © ® © ®
Convenient  accessibility  of
3 | transportation service of the| | @ ® | @ G| ®O| @ @ @ | ®
convention center
Size and diversity of
4 convention hall OFNGRROFNONNO]) RORRGRROFRONNEO
Temperature and lighting of
5 convention hall OFNGRROFNONNO]) RORRGRROFRONNEO
6 | Cleanliness of conventon hall | | @ ®| @ G| ®O| @ @ @| G
Sound and soundproof of
/ convention hall OROARONROIRO) ROARCRROFRONNEO
Various of equipment facilities
8 about conference OROARONROIRO] ROARCRROFRONNEO
Convenient movement  within
9 the convention center OROARONROIRO] ROARCNROFRONNEO
Convenience of restroom and
10 relaxation area OROARONROIRO] ROARCNROFRONNEO




11 High quality and diversity of
food and beverage

12 Restaurant service within the
convention center
Availability of additional
facilities  (cafeteria,  bank,

13 pharmacy, emergency room O} RO RORROINO) RORNONROFROIRO
etc.)

14 | Various souvenir sale inbooth | | @ | ®| @ | | ®O| @ ®| @| G
Convenience of information

15 one i ol NCIROINOING] NOINCIROIROING
Safety for visitors and

16 Sarticipants OINGINOIOCINGOI ROINOINOIROINEO)
Convenient facilities (business

17 | center, VIP room, relaxaton| | @ | ® @ | O @ @ @ 6
room etc.)

18 | Convenient of parking O ® 6ol @ @ &

19 | Location of directional sign O ® 6l @ @ &

20 The convention center web D el e o elo o o o e
site (homepage)

21 | Staff's language fluency OINOINOINOING] FOINOINOINOING)

20 ;t::;; kindness and good el el o elo el o @6
Staff's professionalism about

23| 2als o D ele o 6loe o e e
Staff's serious—mindedness of

24 customer's opinion ORI RONRONRO) ROIRCIROFROIRO)
Staff's prompt response for

25 visitors and participants ONRGRNONRONNO) JOIRGRRONRONNG

convention center.

IT. The following question is about the overall satisfaction of BEXCO

1. | am generally satisfied with BEXCO's convention center service.
1 Never @ Less

— | am very thankful to answer this survey | —
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ABSTRACT

A Study on Importance and Satisfaction of

Convention and Exhibition Center Attributes
-Focused on Busan BEXCO’s Korean and Foreinger participants for

attending at the medical conference-

by Koo, Sunghae
Department of Tourism Management

The Graduate School of Jeju National University

Worldwide, convention industry is being recognized as a ’'blue chip’ to
bring huge profits to the tourism and hospitality industry. Convention
industry 1s variously involved not only in facilities and services for
international conference and exhibition, but also in tourism, leisure, lodging,
transportation, communication and food and beverage industry.

Convention is being considered as the most vigorous and growth-oriented
part of tourism industry, can be used as a solution of off-season and makes
a contribution to marketing and development of new markets of tourism
industry. For these reasons, many domestic regions are planning to build
convention centers. Especially, convention and exhibition center is being
regarded as one of commodities and services, and thus many regions are
highly interested in opening differentiated and attractive conventions and
satisfying visitors and participants, currently.

Convention and exhibition center manager needs to attract capable and
reliable manpower, develop an excellent physical environment and design a

process to deliver efficient services. But the more important thing is to
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understand substantial elements of the convention market, that is, convention
and exhibition center’s attributes perceived by participants who are the final
consumers.

The purpose of this study is to analyze the Importance and Satisfaction of
the convention and exhibition center attributes between Korean and Foreigner
participants for attending at the medical conference. For the purpose, this
study conducted both literature review and empirical research.

Literature review examined the concept, role, type, function, main facilities
and present condition of the convention and exhibition center and studied the
medical conference, convention service attributes and convention destination
attributes. Convention and exhibition center’'s attributes were derived four
factors, which were ‘external environment’, ‘meeting facilities’, ‘supplementary
facilities’ and ‘employee services'.

In the empirical research, a questionnaire survey was conducted in BEXCO
convention center with 150 Korean and 150 Foreigner participants in the 10th
International Congress on AIDS in Asia and the Pacific that was held in
Busan during the period from the 26th to 30th of August, 2011. Collected data
were analyzed using SPSS 17.0 for Windows. Frequency analysis, factor
analysis were performed, and paired t-test, independent samples t-test,
multiple regression and IPA were utilized in analysis. The results of analysis
based on the hypotheses are as follow.

The items considered as important in the attribution of a convention and
exhibition center in order of priority were ‘staff’s kindness and good manner’,
‘cleanliness of convention halls’, and ‘staff’s prompt response for visitors and
participants’. The item of ‘convenient accessibility of transportation service of
the convention center was demonstrated as the highest satisfaction in the
attribution of the convention and exhibition center. According to paired t-test
undertaken to verify differences between the importance and satisfaction of

the attribution of the convention and exhibition center, it was identified that
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all the measured items showed significant differences.

The result of the independent sample t-test analysing the differences in the
importance of the convention and exhibition center among Korean and foreign
participants showed that there were significant differences in the external
environment and supplementary facilities perceived by Korean and foreign
participants. In the satisfaction of the convention and exhibition center
attribution, it was investigated that there were significant differences in the
meeting facilities, supplementary facilities and employee services. Besides,
according to the result of comparison of the importance and satisfaction
between Korean and foreign participants, it showed that the foreign
participants responded with higher mean values in both importance and
satisfaction than the Korean participants.

The items influencing the overall satisfaction by the participants’
importance and satisfaction of convention and exhibition center attributions
were external environment, meeting facilities, supplementary facilities, and
employee services, all of which influenced to the overall satisfaction.

The result from analysing IPA of Korean and foreign participants showed
that, in case of Korean participants, the attributions of ‘cleanliness of
convention halls’, ‘sound and soundproof of convention hall’, and ‘staff’s
kindness and good manner were in the high importance and satisfaction.

However, ‘size and diversity of convention halls’, ‘temperature and lighting
of convention halls’, ‘foreign language skills of employees, ‘staff’s
professionalism about conference’, ‘staff’s serious-mindedness of customer’s
opinions’, and ‘staff’s prompt response for visitors and participants’ were
shown to be in the low satisfaction compared to the importance. In case of
foreigners, they responded with high importance and satisfaction in the items
of ‘size and diversity of convention halls’, ‘temperature and lighting of
convention halls’, ‘cleanliness of convention halls’, ‘sound and soundproof of

convention hall’, ‘staff’s kindness and good manner’, ‘staff’s professionalism
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about conference’, and ‘staff’s prompt response for visitors and participants’.
And although the foreigners recognized the high importance of ‘foreign
language skills of employees’ and ‘staff’s serious—mindedness of customer’s
opinions’, they showed low satisfaction in the items.

Attribution placed in the third quadrant are ‘high quality and diversity of
food and beverage’, ‘restaurant service within the convention center, and
‘various souvenir sale in booth’. In the fourth quadrant, external environmental
attributions of ‘location of the convention center’, ‘surrounding landscape of
the convention center’, and ‘convenient accessibility of transportation of the
convention center’ are placed.

Based on the findings, it i1s demonstrated that the Korean and foreign
participants perceive the importance of ‘meeting facilities’ and ‘employee
services  among the attributions of convention and exhibition centers.

In conclusion, this study can be used as an important material in the way
that it provides useful information about marketing of domestic convention
centers including the BEXCO convention and exhibition center, establishes
concrete and practical plans to maximize satisfaction of local and foreign

participants and gives strategical implications to revitalize convention centers.
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