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Cronbach’s alphaZl =& o] &3t} Cronbach’s alphagtol 93k A=A
=

4
A folA AAG EAe] i, AAgey] g or Qs de AE
Ha ol

HoAFo A ALgs 2184 W7 S Cronbach’s alpha#l & o] &3}
(k. EAZA wEA A, A, HYA A, F3A, B4,

ot A 5 9] Cronbach’s alphaZl s+ H 4 065504 Ho) 09112 ERW
t}. B9 % 3749 3t Cronbach’s alphazl <=7t 0.85 A3)slar glo] AlF
/\éo

ZEVI-1>7FA = AMul = 48 SA3YFS A A F
= o
s9n Phoad dmE | R A
Cronbach ¢ 3}

Q1 0.764 0.797
Q2 0.754 0.799
Q3 0.585 0.827
Q4 0.570 0.829
Q5 0.523 0.836
Q6 0.555 0.831
Q7 0.482 0.841
Q8 0.534 0.858
Q10 0.644 0.840
Q11 0.703 0.829
Q12 0.758 0.819
Q13 0.669 0.836
Q14 0.621 0.845
Q15 0.487 0.854
Q16 0.608 0.844
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Q17 0.406 0.862
Q18 0.589 0.846
Q19 0.606 0.844
Q20 0.601 0.845
Q21 0.645 0.840
Q22 0.689 0.836
Q23 0.482 0.854
Q24 0.594 0.845
Q25 0.553 0.661
Q26 0.517 0.680
Q27 0.477 0.708
Q28 0.567 0.652
Q29 0:532 0.808
Q30 0.618 0.795
Q31 0.593 0.799
Q32 0.757 0.774
Q33 0.643 0.801
Q34 0.417 0.823
Q35 0.348 0.835
Q36 0.576 0.802
Q37 0.449 0.603
Q38 0.541 0.470
Q39 0.430 0.606
Q40 0.562 0.687
Q41 0.649 0.633
Q42 0.514 0.714
Q43 0473 0.733
Q44 0.486 0.913
Q46 0.394 0.915
Q47 0.508 0.911
Q48 0.362 0.916
Q49 0.738 0.900
Q50 0.807 0.895
Q51 0.780 0.896
Q52 0.778 0.896
Q53 0.787 0.896
Q54 0.789 0.895
Q55 0.841 0.893
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1 2 3 4 5 6 7
Q1 [0522] 0224 | 0366 | 0125 | 0173 | 0.164 | 0.026
Q4 | 0243 | 0367 | 0.314 | 0157 | 0.291 | 0026 | -0.318
Q10 | 0153 | 0651 | 0.223 | 0134 | 0.012 | 0005 | 0.155
QI1 | 0212|0733 | 0033 | 0127 | 0117 | 0040 | 0.298
Q12 | 0177 | 0764 | 0.136 | 0203 | 0102 | 0.123 | 0.100
QI3 | 0237 | 0.698 | 0167 | 0.076 | -0.006| 0.181 | 0.230
Q5 | 0068|0364 | 0.253 | 0.089 | 0.031 | 0695 | 0.105
Q6 | 0428 |-0.015| 0179 | 0012 | 0149 | 0.721 | 0.039
QI8 | 0318|0032 | 0.073 | 0104 | 0152 | 0.701 | 0.034
Q19 | 0304 | 0631 | 0.205 | 0.005 | 0315 | 0023 | 0.104
Q20 | 0.026 | 0299|0719 | 0261 | 0.055 | 0.086 | -0.023
Q21 | 0319|0094 | 0723 | 0117 | 0205.| 0.135 | 0.163
Q22 | 0337|0126 | 0.709 | 0.020 | 0.078 | 0296 | 0.113
@25 | 0251|0436 | 0181 | 0193 | 0.143 | -0.028 | 0.472
Q26 | 0214|0328 | 0113 | 0243 | 0085 | 0015 | 0611
Q28 [0331 0112 0198 | 0.662 | 0230 | 0050 | 0216
Q29 | 0107 | 0226 | 0.110 | 0812 | -0.039 | 0103 | 0.117
Q23 | 0224|0185 | 0102 | 0.786 | 0195 | 0049 | 0.049
@31 | 0.735| 0.185 | 0.230 | 0316 | 0.066 | 0016 | 0.100
@35 |-0.024| 0.140 | 0.189 | 0.059 | 0.828 | 0081 | 0.124
Q37 | 0443 | 0.059 |10.015 | 0.065 | 0.683 | 0.056 | 0.232
@38 | 0145 | 0265 | 0102 | 0273 | 0625 | 0258 | 0.007
Q40 | 0228|0287 | 0.040 | 0.089- {0203 | 0204 | 0.729
@49 | 0.727 | 0.351-[=0.071|.0.097 | 0020 | 0.175 | 0.087
Q50 | 0.819 | 0307 | 0.031 | 0.099 | 0.007 | 0.141 | 0.084
@51 | 0803|0253 | 0.104 | 0104 |-0.009 | 0.123 | 0.206
@52 | 0727|0270 | 0165 | 0185 | 0.042 | 0.163 | 0.249
@53 | 0720 | 0285 | 0.245 | 0121 | 0.113 | 0.195 | 0.146
@54 | 0738|0137 | 0195 | 0212 | 0234 | 0164 | 0.036
@55 | 0721 | 0315 | 0319 | 0122 | 0182 | 0239 | 0.167

Q46/Q47 | 0541 | -0.172 | 0058 | -0.011 | 0.252 | 0.182 | -0.066

Q8/Q17 | 0436 | 0.214 | 0183 | 0231 | 0.244 | -0.174 | 0.251

QI18/Q48 | 0.332 | 0.552 | -0.087 | 0246 | 0.315 | 0.115 | -0.125

_59_




2 W o o] ofe <EVI-2>
Qo] Y Yag

Q.
=i
o

o
=]

(0]
a1
=]
R

@ Q18% wimAg v WA
Aol A A ] = AT,

ARA20| A B 679 8207
oA 27 @l sum %
w5 Q480] 05013k 2

_60_

<EWI-2> 80342
3w
1 2 3 4 5 6
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An Exploratory Study of Casino Service Quality Scale

Development

Kim, Ji-young

Major in Tourism Management
Department of Business Administration
Graduate School of Business Administration

Pukyong National University

Advisor :~Sul, Hoon—-Ku, Ph. D.

Abstract

The goal of this study is to.explore the service quality scale of casino
service by taking the distinctive features of casino industry. To achieve
this objective, both qualitative and quantitative approaches are taken to
perform an exploratory study on-—the scale development for casino
service quality.

Firstly, the casino service and quality are conceptualized and the
attributes of casino service quality are derived as a qualitative
approach. The expectations of casino customers are distinguished by
the casino service patterns using PZB’s SERVQUAL. The priorities of
casino customers’ expectations are determined and the elements of
casino service quality are presented. In addition, ten experts in casino
service are interviewed three times with Focus Group technique. The

casino service quality scale is derived after verification of reliability and
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validity of the interview results.

Thirty casino service quality elements in six dimensions of 1) appeal,
2) comfort, 3) assurance, 4) convenience, 5) empathy, and 6) tangibles
are derived. The six dimensions of casino service quality are obtained
in this study. Responsiveness and reliability dimensions of SERVQUAL
are deleted. The distinctive features of casino industry requires appeal,
comfort and convenience dimensions to form the six dimensions. These
six dimensions allow the outcome evaluation and management of each
dimension, which is applicable in the casino industry.

This study provides the base work for improvement in the service
quality by comparing -the difference between- service providers’ and
customers’ perception on the service quality. Also the casino customers’
perception on’ service quality can be managed by a periodic

measurement.
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