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ABSTRACT

A Study on Hotel Service Quality and Customer

Satisfaction over the Lifestyle
- Focused on the Chinese Tourists in jeju -

by Ting-Ting Yin
Department of Tourism Management

The Graduate School of JEJU National University

The hotel industry is focusing on the service quality that can satisfy the
customers’ demands as the main concept of the business strategy so when
we see that its application is extended in the strategical management of
hotels, we know that the service quality is recognized very importantly.

The purpose of the study is to empirically analyze the effects of hotel
service quality on customers’ satisfaction and revisit intention, and verify
their structural relationship.

As for the difference in the customers’ recognition on hotel’s service
quality by demographic characteristics and patterns of hotel usage, the
customers showed no significant difference in the elements of service quality
such as tangibles,convenience, assurance, responsiveness and empathy but
customers® who had a high education level and who used the guest rooms
showed a difference in the professionalism.

The customers’ showed no significant difference in their recognition on the
satisfaction and revisit intention by demographic characteristics and usage
patterns of hotels but they showed a difference by the number of usage.

As for the effects of the hotel service quality on the customers’ satisfaction
and revisit intention, they showed a significantly positive correlation. In other

words,when the hotel service quality is highly evaluated, the customers’
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satisfaction and revisit intention increase.

This study was conducied to examine the relationship between chinese’
tourists satisfacion and revisit intention, which chinese’ tourists would feel in
proportion to the level of their perceived service quality,and their life styles.
we slao suggested a strategic approach for the hotle service industry on the
basis of chinese’ tourists’living patten.

To effectively meet the goal of this study, Domestic and international
literature was devised and hypotheses were formulated.

To carry out an empirical analysis, we distributed 300 questionnaires
targeting chinese’ tourists.Recollected questionnaires (257:93.7%) were
analyzed empirically.

Using SPSS, we examined several approaches including frequency
analysis,factorial analysis, ANOVA.

The objectives of this study were:

1.to exam the relationship between the living patterns of chinese’ tourists
in the hotel service maketand their demographic characteristics.

2.to find out how lifestyles of chinese’ tourists perceived service quality.

3.to explore how chinese’ tourists perceived service quslity influences
chinese’ tourists satisfaction.

4.to examine how chinese’ touristssatisfaction have effect on their revisit
intention.

Thus , The implicationof this study are as follow:

If businesses in the hotel service industry provide fine service while
performing various marketing strategies and are equipped with a systematic
training program for their employees and information system for a variety of
customers,they might incerease the chinese’ tourists loyalty to them. this field
was quite empirical and has not been studied sufficiently while having a
number of suggestions and academic importance.

Against this backdrop,this study was that categorizing services in the hotel
service industry inro physical servicehunman service,and systematic service
needs follow—up reserch to more accuratey define these concepts,since some

characteristics of these categories are not clearly sorted.
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