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Abstract This study, focused on customers of tourist industry events, aims to examine the influence of service
quality on customer satisfaction and customer loyalty. The overall explanatory power (R?) on the dependent variable
'customer satisfaction' in relation to service quality was found to be 47.1%, and the overall explanatory power(R?)
on the dependent variable 'customer loyalty' in relation to service quality was 36.6%. The F-test, which was conducted
to determine the statistical significance of the above regression equation, showed a value of 157.599, thus confirming
the statistical significance of the regression equation on how service quality affects customer loyalty. The t-test, was
conducted to determine the statistically significant variables of service quality of tourism industry events (t=5.359,
p= .000). Furthermore, the analysis showed that customer satisfaction had a positive (+) influence on customer loyalty
(t=12.554, p= .000). Therefore the hypothesis that the quality of service affects customer satisfaction and loyalty was
supported. As a result, it was found that the higher the level of service quality, tangibility, reliability, responsiveness,
confidence empathy, and event quality, the higher the customer satisfaction level.

Keywords : Service quality, Customer satisfaction, Customer loyalty, Tourist industry event

*Corresponding Author : Ji-Soo Park(Hyupsung Univ.)
Tel: +82-31-299-1389 email: onlysue@uhs.ac.kr

Received December 5, 2016 Revised (Ist January 25, 2017, 2nd February 2, 2017)
Accepted February 3, 2017 Published February 28, 2017

102



1. M2

-
%ﬂ@@a -
o5 © UG
m N Aﬁaﬁ o e
sof 2Bl T REE4
=3 2 8 r : - = —
w R R Ewmqmwmwa o4
=R o %%n&% wlﬂ@%%7ﬂ;vdr.;wh%§dr.ﬂ
Mudowﬂ q%iﬂl L.Wufvzﬁlm%gon.rmﬁmmﬂ_.MI:W@M]%MM =
5 R o oo 1 14?&7 ﬁlg._o%aﬂiﬂﬂha o B o =
ZEW = BT ﬂ:llz,ﬂlwz?yo?doma.57? A=l )
2R &Aoza NSRS ﬂe_%%@u1woiﬂﬂow1 ul%mh%ﬂouo
e I W No éaﬂjxwm i B X T = T B e & Aoﬂzam%um
oo b N o Ho oo T L_H17u_f}ﬁ W= = S g B
- EAESI Emz?%ﬂ_fasé,1Aau7ﬁ®a ,cﬂjmzﬁc#ol,ov@
Eoﬂ.._mo :LEM&E Mﬂomurm@Lmummﬂﬂlﬂrm%ﬂWWMﬂrmﬂmm ﬁ.ﬂmmﬂm_ﬂzﬁwlﬂﬂ.‘_;ﬁw
ol .Jlj.n_Al_ﬁo Jl_z = =y = B _]]2] ﬁOA,H o
LOJXHA%V%L% Au*o%wwu%ﬂ.%u@mom}oﬂdwoq(oM &) . e
uﬁbd%é Afﬂxurmuﬁ%ﬂx@ _?Eﬂ_%mexﬁ z%ﬂad.x& i
wnELs?uﬂ:f T n i 1)5%%4 éx@o%wﬂ% ﬂjﬂ\%ﬁﬁ%ﬁﬂo
o ﬂ@ﬂ%lﬂ To Q:oﬂou G @ﬁx% o) ot 1,“%&}}& o Ko
Lt N e = & X sl ‘wy| =0 = 25 R b= N K| Wi No ) <] o) ol o T o=
7E@cfz%,zm :.ﬂ;am m;waﬂofﬂzfﬁoummﬂlﬂ,g ﬂ.aw%w%gmmx
%ﬁ%%iEﬂﬂ m.._u.%i_\t, ‘%ﬂﬁﬂﬂwﬂbﬂuﬂmwﬁ@ éEx@fr@&joKE
%ﬂamfﬁﬁﬂg uoomigmtuwnﬂmﬂﬁﬂ1mﬂ1};v %%m_#ulfﬁa@é
ﬂwow“ﬁ@ M_&m&mwwyﬂ_ﬂﬂﬁzgﬂomiﬁgwo%m wﬁmm@;ﬁomﬁ@ﬁ
4 AR MMMJ._% 2ﬂoﬁmﬁ‘uﬁoﬂﬂﬂﬂaﬂaﬂo&mmﬁoﬂgﬁﬂﬂoﬂ‘_ﬂﬂ m,matﬂ.wwﬂ,mﬂﬂ.,\mﬂﬂﬁﬂ,ﬂl
Mo R’ 1%ﬂ,5ﬁo£4ﬁzﬁ,u = W 7ozo%6mﬂ Adlﬂﬂegﬂ Bz N
7w A %ﬂ@éﬁ4Awwﬂ@ﬂwﬂ,ﬁawﬂ %Egjz.m_@ﬂwa%
Oﬂeog.ﬂgmoﬁo ﬂlr‘_ofﬁTm‘JMWﬁﬂmcUH‘mMﬂmm ﬁﬂﬂhﬁokoﬂx_i?ﬂﬂ
_Jﬁ.lmazwﬂ% = @szocﬂ1alq\ﬁo¢ @%%%%zu@ﬂ
mo%n}n -y T o ™ Ea?ﬁ@%m < ﬂﬁ?%ﬁﬁ
47ﬂ%@nj <y BE i@mﬁ%ﬂ i A e of T
FrIEEL: oo TS :ji?;?i_
! ! = —_ = 0 o —_~ =
%moﬂ__muwﬁﬁ% Ew %uoﬁmr@oﬁduuuﬁ% W W Em_mmNrﬂouMm.
ﬂiﬂéﬂﬁﬂ_ i Umo%éwﬂmméwj oy <D Do S 5o
ﬂoﬂﬁlﬁoot,ww_717ro MLI] .R.mﬁl_/r.,,o|owo io,m‘_ ﬂq%bqt,ﬂﬂl o
%Q%Hﬂ%@ & mzm%%gow 5 %@é%%%éd@ o
- = oy B =5 oy S = T N W Ca = R X g U i
...ﬂmﬁx_.&w&m;mmﬂno o & mﬁ%%ﬂaﬂaﬁidrga& %@w&wiomuov = o Yl
4ﬂnm.nn 70 o ® @A LT =t W = W 4 Ao T _,TUrMﬂH
ﬁooE.Oﬂo,AoE N 7_#ommﬂﬁ.uw,rLt»Jur V#im WQF_L%EL T X
ﬂw_@é,;ﬂ b 2 }ATxigasz% Iz o2 AT
H 5 © R o ol ;oioX]ufl,%@o EoXn P%%qar} oy
wnomﬂamoﬂevr o @ﬂxﬂ.éd_ﬂ@ﬂiﬁﬁ Sxﬁﬁu.%xé Q%V%g&
¥ g XL E = ) B X ~ 5 R e
uMamwmmqqmw %%%%ﬁﬁgggw@ q&wgwk%gy%ig@m
mﬂamﬂ,ﬁmuﬁo;wan%ﬂ%x&wmmm%% < m\wv;o%@a;oww
m-ege., ,a_.]HTﬂorMﬂrIE iwﬂ_r]mLOAﬂ Mﬂdb%ﬂ}rqﬂo Héo.ﬁ ﬂ_rﬂlﬁr
_m,zmx%zwrlﬁeOM@A}(&H&N S oqnoaﬂulosl% Z
1mmamm o o VMO@ ﬂ]#;o m]xdr ATEmme%:q{a_ko 7ﬁﬂﬂud|u_|1oﬂe
1mﬁ&mﬂ.uﬂﬂoaﬁﬂwo$ﬁwgmmwoafmuéﬁmmzwwﬂﬂﬁmmoﬁzﬂuﬁﬂﬁ%
v 5 X 9 . X ﬁa]A]qg1(ﬂ_.W40pmm (S ,Aollx
ﬂuwiﬁmo,ﬁtmtwa%ﬁeSmd_%%Bu:lhxumlmﬁtmd_moﬂmfwatw,o%a
= A = ﬂuhoﬂeﬂo@nrdiﬁ Ao%oaﬁﬂ_]w,d moﬂ_@mao.so)x%.w
~ R %QQMWEM_MQM?H%M_TMJ P%Ev]m@o%ﬂagm
™ %1@%Wﬁa@uﬂ%nwwwmﬂm#ﬂﬂmaéi
T B i P .MAﬁémngmaEaﬂ@g
AEﬂﬁiloum@o&mﬂoﬂnmuoljz#mﬂGﬂo.mﬂHmw
k3 ﬂL,m,-WCE_; /ﬂ\ﬂrLP\_La,zTBU,Wﬂ
X ]:i 14 s T B _!]41
OLI .Wﬂ_lt @)ﬂﬁ#./%O
7n_uul7iio1r7ﬂm gy
Ol ;oiloriﬂﬂ
WwoH do M
0 ﬂhJ owe
T

103



[e]

el
au

_]

d

u] o) 24

i

k<
w

[¢)

wal YEeast Hof A=

il 71Ul mirjej= A B

o] 7}

EREEREEER

AA

o]

177} glo]

[ex
j

=
Rl

o

A7) &3t El A A8 A2, 2017

gl

k]

ufﬂL%urm_ﬂMﬂm mﬂﬂﬁﬂoiwﬂ%ﬂw@m%ﬁﬂ T W O
T op o T X E‘Wfl LOOOEUE‘.I o
el T, PR L o S
Mo ot o N o BT 7 W P <~ A o X2
Y o gl o T e U N IE
T T ey o ® Rw oo WORE Mool Aoy ORI
%.%mﬂ1noﬂau ?ﬂboﬁa@z%x%%ﬁro_ ool
o) o= B Y G I o B - - T T o B
muaﬁzau o) Mulei,_olJlJ.oﬂoMuFPo Loﬂ.wl
Go Moo o PEHLET L LERERS SN E
Muﬂim]ﬁ @ZTEO uwu@;n.uuﬂoxooﬂ%%o] n_tumao
N EENT 5Ly g WA MW oy P oo " E
R R A o P T R PP T o or B E
xumeHEMﬂ?LAA o] i ry - oF ~ )
Lm.wuﬂc#ﬂuﬁﬂﬂ ﬂo__mmﬂi‘_wm@.wﬁo]ﬂ.‘_@. (- Ho%%
%%&ﬂ%zﬂ% %u@mxaﬂmuﬂﬂegy T o4
RzeTxz2eps guisnssEloniy B 5w
3 ICCRENTIE ] T o ® W=~ " ﬂgonﬂhe_ﬁ o W MMM 0 ﬂ#]%o
<o W oy Bt I - unﬂ_.ﬂpé
R = Iy ol ] = T ook ¢ % T oy mh
or BT oy WuwEERMLLINE L Sy g Ty
E_ﬂﬂ%zﬁ%w« w_o_ol,ﬂopMmﬂ% %MHQ E;%ﬂ?
N H = e =~ T gy f ] 0 = —
TUlgr P2 °FzxZerPi2lug EUxd
ST P2 wuts NPLET wEBEoawm =% 09
- N o IWM_H, il .oVQ- — J
™ORN TE IR o (OIS Ml R = - W w s G TR
wWOE o mwme#ﬂﬂﬂma%ef%%& %ﬁﬂwu
P ot ) 0 TREEE D ) ) oo RO®
mqo.ﬁ ﬂ.&umﬂﬁﬂ_l,multge,olﬂlt&g r_ﬂx‘muio
;OE.._AT “LEE7L1_.HMr — W N ﬂe._L].lﬂAlL
o) %° b BT D ey !
wr Ao A A R I =N e o & M &
Wy = A 2. Py B PTF T w o PN E
= W CRC - I S Pl - R W o W
o M 0 T S g N T = B o 2
—_ —_ - ~ —_ 0
2§ FEToiiiiisie FIvs
= - Sas PP yleg Il @mT Sl
T B A Hr om e B W TR Boamo My
N = =N N I AR - r 0 E o w
= ol ) NN X T w0 o R e I Y == o
N o g i Wepwrm [ Ho®y w AT ol
o B M F WITTELE ST L s g T¥ela
= N Tl Pogddam o Chd @y o
o= N ™R e e ooy T Ew < =z
N7 of oo T N o &~ W N 2R
T W < g p®Paz T XZaul Ty
W = o Floo L oo @ Wy N L w T o TN
@.o_am S uw A9 ﬂE%uM:T% R MEM.wunﬂ
> —EFEwe ik To g Zlas O FM g
;o SV of r W B o N E S N ommogh = o 1) of %o
Mo X oo BB R T R ST Wz SR @ e

L

L

2 vt} o] HE(2011)

selrt.

S

sfolulE,
2

A =
R

L

(2005)

=
104

3}

&4 -

Mdoz o

1A .

<
o

L

L

st

2 A
S

140
a2
29

7N

L

A

o]

o] WrahA g, oleld BEWAI} Al ol
o} 714 %ol

=
=

=
o
il



Table 1. Tourism event type classification

Character

Event

Cultural Events

Festivals, carnivals, religious services,
parades, cultural heritage-related events

Art. Entertainment
events

Concerts, exhibitions, awards, festivals

Business Events

Fair, Expo, consumer exhibitions,
public relations events

Sporting Events

Olympics, World Cup, professional sports,
amateur sports

Education and science
events

Seminars, workshops, lectures, conferences

Recreational Events

Computer game competitions,
camps tournament

Political Events

Inauguration, appointment-ceremony,
national-convention, political-fundraising,
rally

Private events

Celebration, party, reunion
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T . A
T 1S S Belah @R SHE T B g 120 go)aeln) webg B ATelAE s00l%
Sizdie) 5 KeR = 5y q =% MElgl= 2 5ol o S EaXe)
oz o] SRS MEUFEE 9o H4e9 & zow Al 7+ 99lo] A Bake] tls] A
Sk o022 7} olo] Z== =0 o Ry =]
WAZE s 2 wlel el 28 Ae2 WA g ges ye 2 24 ](eigen value)i= 1°]
[ex]
At 42 ANFOE B
Z7] 8918AS AAIg A= TableS ¢ 2th i
A7k 1.001731 a1 F 770 gQlo] =& oM,
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Table 5. Initial factor analysis results

Exploratory factor analysis results - Initial

Variable name
Factor 1 Factor 2 Factor 3 Factor 4 Factor 5 Factor 6 Factor 7
Customer 0.778 0.282 0.166 0.082 20,003 0.09 0.147
Satisfaction3
Customer 0.769 0.046 0.054 0.167 0.174 0.146 0.131
Satisfaction5
Customer 0.712 0.358 0.131 -0.001 0.064 0.108 0.16
Customer Satisfaction4
Satisfaction Customer
ustom 0.687 0.043 0.154 0207 0.09 0.089 0.124
Satisfaction2
Customer 0.683 0.102 0.169 026 0259 0.153 0223
Satisfaction]l
Customer 0.596 0.152 0.309 0.104 0.052 0.022 0,034
Satisfaction6
Credibility4 0.117 0.815 0.173 0.11 0.173 0.103 0.129
Credibility3 0.16 0.801 0.142 0.154 0.192 0.096 0.128
Credibility Credibility2 0.183 0.719 0.152 0.052 20.16 0.19 0
Credibility] 0.266 0.637 0.175 0.029 0.178 0.128 0253
Event Quality4 0.302 0315 0.198 0.09 0.292 0.065 0292
Reactivity3 027 0247 0.788 0.141 0.076 0.174 0.038
Reactivity Reactivity2 0272 0.245 0.785 0.083 0.19 0.154 0.107
Reactivity | 0233 0231 0.755 0.066 0.103 0207 0244
Corporeality? 0.077 0.109 0.069 0.775 20,033 20,041 0227
, Corporeality3 0.116 0.071 0.033 0.775 0.154 0.157 0.099
Corporeality -
Corporcality4 0214 0.03 0.21 0.654 0.186 0.058 -0.083
Corporealityl 0228 0.15 0.1 0.562 0.088 0.078 0357
Confidence 0.188 0.074 0.042 0.098 0.816 0.132 0.117
empathy?2
Confidence Confidence 0.082 0.062 0.157 0.064 0.815 0.054 0.044
empathy empathy3
Confidence 0.085 0.116 0.125 0.151 0.666 0.037 0.176
empathy
Cust Customer loyalty! 0.154 0.241 0.264 0.1 0.043 0.817 0.086
I‘(’)S ;)lr:\er Customer loyalty3 0.103 0.087 0.047 0017 0.088 0817 0.119
ey Customer loyalty2 0.204 021 0.301 0.264 0.024 0.659 0.181
Event quality2 0.05 0.139 0.034 0.084 0.173 0.264 0.729
A Event qualityl 0.143 0.054 0259 0.154 0.068 0.027 0.676
Event quality -
Event quality3 0237 0.209 20,016 0.106 0.127 0.032 0.559
Event quality5 0.158 20.006 0.388 0282 0.039 0.265 0.401
Eigen value 3.78 2.985 2.601 2417 2277 2213 2.145
Explanatory power 135 10.662 9.288 8.632 8.132 7.904 7.659
Cumulative explanatory power 13.5 24.162 33.45 42.082 50.214 58.118 65.777
Kaiser-Meyer-Olkin=0.89
\2=5187.194, df=378, p=0.000
70 8919 FE MFL F 65.777%= JEWTE 7 & 7/ 8219 FF WEE F 67.964%= HERSTE 82l
Qe Halgo] 50 o] ATE FHIY] Asle], & 12 FEWH| 14121%E, 89 28 FEWGo
o] HAjeFo] 50 vwre] HIAES BE AASIL BF 10.99%4%Z, 9] TEHT0] 90432%E, 29 4=
A @2 £ F oME F4 3 F 4, 57 23S FEHT] 9.143%E, 821 5E FEHLC] 842%%E,
AAR F 221402 QRS AAENY 89 62 FFHTFO] 84%E, 28 7L 7.454%E A
HE Q084S A3 A¥= Table63 2t} 1+ kol = Aoz Yehwth 3f-X(eigen value) 19]
A 7F 1.0017%4%1 8212 F 7719 8Rlo] EEHeH,  AoR Ueyton, 7t 891 Ax|o] 5001402 e
7F 912 Hapgo]l 50 o]l ARk FE3 Aotk o, EfAdo] FRHISS IS
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Table 6. Final factor analysis results

Val Exploratory factor analysis results- Final
alue
Factor 1 Factor 2 Factor 3 Factor 4 Factor 5 Factor 6 Factor 7
Customer 0.784 0.295 0.155 0.079 0.006 0.084 0.142
Satisfaction3
Customer 0773 0.054 0.046 0.167 0.183 0.141 0.131
Satisfaction5
Customer 0.718 0371 0.113 0.003 0.068 0.111 0.136
Customer Satisfaction4
tisfacti
sastaction Customer 0.681 0.095 0.181 0257 0261 0.144 0253
Satisfaction2
Customer 0.673 0.006 0.19 0213 0.07 0.089 0.165
Satisfaction1
Customer 0.601 0.156 0.288 0.122 0.048 0.042 20,088
Satisfaction6
Credibility4 0.121 0.823 0177 0.104 0.179 0.095 0.141
Credibility 0.165 0.811 0.138 0.154 0.197 0.094 0.126
Credibility Credibility2 0.178 0.7 0.166 0.066 0,176 0.203 0,004
Credibility| 0.267 0.636 0.184 0.031 0177 0.127 0267
Event quality4 Deleted question
Reactivity3 0.264 0219 0.812 0.151 0.064 0.185 0.06
Reactivity Reactivity2 0271 0.228 0.8 0.09 0.184 0.162 0.121
Reactivityl 024 0.234 0.744 0.074 0.106 0.219 0221
Corporeality? 0.071 0.093 0.081 0.784 20.039 0.033 0231
_ Corporeality3 0.121 0.086 0.011 0.77 0.166 0.153 0.079
Corporeality -
Corporeality4 0215 0.036 0.108 0.647 0.19 0.051 0.09
Corporealityl 0219 0.12 0.117 0.586 0.065 0.103 0343
Confidence 0.191 0.082 -0.047 0.1 0.819 0.131 0.11
empathy?2
Confidence Confidence 0.085 0.067 0.152 0.069 0.815 0.057 0.033
empathy empathy3
Confidence 0.08 0.104 0.146 0.152 0.658 0.04 0.201
empathy1
st Customer loyaltyl 0.155 0233 0.257 0.106 0.043 0.824 0.077
1‘(1)5 ;’l‘:m Customer loyalty3 0.101 0.073 0.048 20013 0.083 0.82 0.121
vay Customer loyalty2 0.207 0.207 0.291 0.269 0.026 0.666 0.168
Event quality2 0.048 0.126 0.051 0.093 0.167 027 0.744
) Event qualityl 0.148 0.058 0.253 0.165 0.07 0.039 0.662
Event quality -
Event quality3 0.234 0.196 0.002 0.115 0.117 0.038 0.574
Event quality5 Deleted question
Eigen value 3.671 2.858 2452 2377 2.189 2.184 1938
Explanatory power 14.121 10.994 9.432 9.143 8.42 8.4 7.454
Cumulative explanatory power 14.121 25.115 34.546 43.689 52.11 60.509 67.964
Kaiser-Meyer-Olkin=0.89 Kaiser-Meyer-Olkin=0.882
2=5187.194, d=378, p=0.000 \2=4837.444, df=325, p=0.000
3) AME= BN G QRIEAE EUE F&¥ T¥rY AlF
B Aol A &85 AgoE An)2~ F4, 17 1 AE AAe Aa FEAdel digh AE AT 0.746
2, 1 AR SHETF g A EE A5 AZ Aol i3k A= AS7 0.822, BH-Adol T gk Al
3l shte] el sl ofe] Ao dEo FAE 2 F7F0.897, FAleiH el ek Al At 0.739, ol
Lo AMgEE AERkE 49AS(Cronbach's Alpha  EFA tigh M= AIF7) 0.632, iAWl tjgh A=)

3L

T
Coefficient) 5 ©]-&3}o] A I L5 =43 dubg o Al7F 0.864, LAEFAAE tigk AR A7} 0.8132
2 Qaol4e] gho] 06 ool Mg o] glrka v, E, RE BYA 6001d0 ek} ZwTe Al
Fug AATORN BPISE Pase] SHET] Aol FuIUSS Belsgn

REE F ek,

ox

tjo
iy
e,
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Table 7. Reliability analysis results

Cronbach's

Variable factors
alpha

Variable name

Corporeality 1

Corpo Corporeality2

reality

0.746
Corporeality3

Corporeality4
Credibility1
Credibility2
Credibility3
Credibility4
Reactivityl

Credibility

0.822

Service
quality

Reactivity Reactivity2 0.897

Reactivity3

Confidence
empathy1

Confidence
empathy2

Confidence

0.739
empathy

Confidence
empathy3

Event qualityl

Event quality Event quality2 0.632

Event quality3

Customer
satisfaction]

Customer
satisfaction2

Customer
satisfaction3

Customer satisfaction 0.864

Customer
satisfaction4

Customer
satisfactionS

Customer
satisfaction6

Customer loyaltyl

Customer loyalty Customer loyalty2 0.813

Customer loyalty3
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Table 8. Level of each variable

Standard

Variable name .
Deviation

Average

3.39
3.03

0.648
0.699
0.746

Corporeality
Credibility

Servi -
ervice Reactivity 3.15

quality

Confidence empathy 4.02 0.580

3.68
3.35
3.25

0.661
0.624

Event quality

Customer satisfaction

Customer loyalty 0.697
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Table 9. Correlation between variables

. - L. Confidence Event Customer Customer
Corporeality Credibility Reactivity empathy Quality satisfaction loyalty
Corporeality 1
Credibility (%:; 1
Reactivity (%::; (iii 1
Confidence .329 282 318 |
empathy (%) %) (**)
Event qualit 423 401 410 .349 |
q y (**) (**) (**) (**)
Customer 453 S14 578 352 433 |
satisfaction (**) (**) (**) **) (**)
Customer 332 459 528 226 .390 428 1
loyalty (%) %) (%) %) (**) (%)
#ip< 01
43 7H8o| A S AAgE A M2 F4 29 F F34(s=
1) Y OMIEC| MHIA =Dl 7z DEEEZio|  p=0)> 1A W] Aol Y¢S A= slow vEt
2 S (7hd 1-1 A, A184(8=0.213, p=0)2 17
T 1 o olWlES] Au s EAE wA wEwe =0l A (DO dF(H 12 A, wHA(5-0.324,
FO@ P 1A QoltbE AFH] SJste] s pOT WA WS A(hel FFSCH 13 A, &
A2 AN AE74(8=0.089, p=0.04)L 17 ¥l A(+)o] 4T
Ael2s Fdo] 12 e vjHE gl s & SCUM 14 A, oPIEFH(5-0.099, p=0.033)< It
AR APARAD S FR 46.1%E et gl M UHA B SFS A SR HEHC
on] FRhe 6167302 FO15F p<00l F7olA B4 15 A
Aoz o3t Aow YeEhthrId 1 8. olgfet AFE B3 & HFoWES An|~ FHT
T3 U344 (multicollinearity) 23}, 8|3 AMulz FAe] ok 849 84, A4, WA,
& 120,10, BAPPASiL, 4 120 AT, OMIE Tl £EFS a1 NIk
Mehe UE, o4e o] ohd glow yen, A& &5 8l
7V 1-15E 7H 155 A S8t dss] A

Table 10. Relationship between service quality and customer satisfaction in tourism event

Non-standardization Standardization . . .
. . Collinearity statistics
coefficient coefficient ! P
B SE 8 Tolerance VIF
limit
(Constant) 0.541 0.196 2.761 0.006
Corporeality 0.192 0.043 0..200 4.481%%* 0 0.753 1.328
Credibility 0.19 0.042 0.213 4.489%** 0 0.665 1.504
Reactivity 0.271 0.04 0.324 6.71%%%* 0 0.641 1.56
Confidence 0.095 0.046 0.089 2.063%* 0.04 0.811 1233
empathy
Event quality 0.094 0.044 0.099 2.136%* 0.033 0.693 1.443
F=61.673*** p=0.000
R*=0461 A R*=0.454
Durbin-Watso
n=1.775
etk < 001
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2) ™ OMIEQ| MH|A FEXut 17 FMezio] FAS AAT A3 Aulz F4 29 F HIANEB

27 =0.098, p=0.046) 7] Ao H(+)e] FFL(7HA

74 2 g ollES] Al FAE A FAEe]  2-1 AlE), A(6=0.198, p=0) 37 ST AH(+)
fFolg 4aS w A Aojtb g AFE] fst] tgsl o FECH 22 AH), WeA(5=0.336, p=0)= i
ARA S AN F L. M FAL Aol dFE(HE 2-3 ), g ol

Aul2 Fhol w FA el mjX= Gl dis) A4 EFH(6=0.138, p=0.007)& 7 FAEC H(+)e] I
R APHRAF) S TR 35.1%E ABeta ol = vIAe AoR YERT(7 25 A, shAw g
o1 FRhE 38.895% Fol5F p<.001 A B AEFA(5=0.017, p=0.712)& 17 FA=e] JFS
o2 fog Aoz vehdthrid 2 A9, HX7] e AoE YERTHIM 2-4 717,

ot gsgd 4 (multicollinearity) 23}, &5+ o|#f3t A5 B FFolHEL AMu|x EAI} A
& 71EA0.101%), FAMGAEif, 3§ 7110 HI& FE0] a9 849l §34, A=A, ukE opbd A
mEhE wehd, 94E 3] ofd Ao vEhy o2 VBT

7Hd 2-1%E 7 258 HFE] flake] vl

Table 11. Relationship between service quality and customer loyalty in tourism events

Non-standardization standardization . . .
. . Collinearity statistics
coefficient coefficient t P
B SE 3 Tolerance limit VIF
(Constant) 0.857 0.24 3.563 0
Corporeality 0.105 0.053 0.098 1.998* 0.046 0.753 1.328
Credibility 0.197 0.052 0.198 3.798%** 0 0.665 1.504
Reactivity 0.314 0.05 0.336 6.342%** 0 0.641 1.56
Confidence empathy -0.021 0.057 -0.017 -0.37 0.712 0.811 1.233
Event quality 0.145 0.054 0.138 2.702%* 0.007 0.693 1.443
F=38.895***  p=0.000
R*=0351 A R?=0342
Durbin-Watson=1.936
**Ap<.001
3) DY OMIE.| ChEt TZH QEEEQ} 17 =M o FFEE 81.829% FoFE p<.001 =0l A A
=710| 7 o2 fo8 Aoz et Ed wa BER(s
74 3 @ olWlES] 1A wEEs} 1 24w =0428 p=0.000) 7] FAE H(+)9] AFE A
Fole B ) Aolth B PFe] date] s & A0 HETOR 3 A1),
A4 AN, oElF AnE B3 wAolMES) 1 WEEI)
A REEL A SRR MAE G e 4 24F 14 FARSF Bolde ¢ 4 gl
W A HRAT)S FEA] 184%E ARkl 9l

Table 12, Relationship between customer satisfaction and customer loyalty

Non—z:ir;(fiiirig;ztatlon Standardization coefficient . P Collinearity statistics
B SE 5] Tolerance limit VIF
(Constant) 1.648 0.18 9.14 0
Customer satisfaction 0.479 0.053 0.428 9.046%** 0 1 1

F=81.829***  p=0.000

R?=0.184, A R*=0.181

Durbin-Watson=1.985

k< 001
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Table 13. Hypothesis verification results of this study
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