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A Study of the Impact of On-line Festival Service Quality on
Satisfaction and the Intention of Visit of Tourism Destination
-Focusing on the case of 2020 Busan Refugee Capital Heritage Night-

Jun-Hyeong Park

Department of Tourism Management
Graduate School of Business Administration

Pukyong National University

Abstract

One of the important indicators for the success of the festival was the
number of visitors before COVID-19. However the social atmosphere for
festivals changes into avoiding large—scale rallies or events during this
COVID-19 pendemic situation. Visitors’ satisfaction with the service quality of
on-line contents becomes more important than the number of visitors.

The purpose of this study is to find the relationships among web site service
quality with on-line contents, web-usage satisfaction and a visit intention to a
the event site. Speciflicaly, the author identifes the attributes of festival
website service quality at first. Second, the demand of consumers should be
checked by visitor satisfaction level depending on the service quality of the
festival website. Thirdly, the author would find a linkage of festival website
service quality to on-line visitor’s visit intentions. Fourthly, the impact of the
festival website satisfaction should be found on visit intentions revealing
visiting tourist attractions at site.

The self-administerd on-line survey was undertaken against 322 respondents.
A total of 322 responses were collected. 300 usable data were used for
analysis. Results from this study are following. First, the attributes of festival
website service quality were identifed such as design, adquacy of substance in
contents, responsiveness to customers, crediability, convenience, and system

capability. Second, a high level of visitor satisfaction was found in the high

_iv_



level of festival website service quality. Third, the author found a linkage of
festival website service quality to on-line visitor’s visit intentions. Fourth, the
impact of the festival website satisfaction was found on visit intentions
revealing visiting tourist attractions at site. Fifth, on-line festival satisfaction
mediated between website service quality & visit intention to the site

Therefore, this study could provide a new approach to potential tourism
consumers, focusing on festival website, which is the interface between tourist
destinations and consumers. This is able to provide implications for the
development and operation strategy of future festivals in preparation for
COVID-19, and consequentially is to provide suggestions on how to promote

tourist attractions linking to the website.

Key Words : On-line (2&¢1), Untact (I ¥ E), Festival (Z4]), Website
($YA}e] E), Tourism Consumers(F37), Satisfaction (%=), Quality of

Service (A H]2 ¥3), Visit Intention( &2 =)
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