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A Study for the effect on customers of Hotel

rating due to the unsatisfaction of hotel service

Heo, Jin Young

Major in Tourism Management
Graduate SchoolofBusinessAdministration

Pukyong National University

Abstract

Since the implementation /of five-day workweek on July 17,2004, the general
population gained incremented opportunities to enjoy their spare time in hotel.
Hotels, once regarded  as exclusive facilities available specifically to the rich,
became more general and available for everybody else. (the general population)
Thus, the essential role™ofwhotel, accommodation,~has. been accentuated as a
result of societal changes:.the. mnecessity of more differentiated and various
classes of hotels have been on the rise.

The purpose of this study is to provide valid countermeasures by means of
finding out the most significant factors that cause the dissatisfaction of hotel
customers and pre—eliminating these factors in order to offer satisfaction.
Second, the differences in tendency between five-star hotels and low, mid-cost
hotels as the customers switch the choice of hotel due to dissatisfaction of
service were examined.

As results of the study,

First, unsatisfying personal service leads the (biggest) major influence to

customers’ switch intention. Second, the switch intention may be produced by



unsatisfying material elements. Third, in terms of hotel classes is affected on
switch intention, and higher classes of hotels have lower switch intention.

Limitation of the study,

First, the objects (for present) of study are targeting hotel customers in
Busan and the other regions are not considered, therefore, this study is limited
to generalization. Second, as aforementioned, the occurrence of service
dissatisfaction heightens the switch intention. Subsequently, the empirical study
on specific complains handling methodology to reduce the customers’ switch
intention is required in further research. Third, in present study, there are only
two classes of hotel stated; five-star hotel, low and middle priced hotel. And
there are different results pursuant to the hotel classes. In further study,
additional research, which can obtain more subdivided findings regarding
customers’ expectation and dissatisfaction_toward each classes of hotels, will be
carried out through a population for respective classes.(five-star hotel, four-star
hotel, tourist hotel), in order to perform practical management of the database

for hotel manual and service.

Key Words : Hotel service, Hotel rating, Switch intention,

Customer, unsatisfaction factor
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21 | &2 | 293 | 234 | (a3 | %) (%) ¢
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sd5F 0126 [-2298%| 1251 | 0525 | 0.926 | 3.895
AH+5F -0:389 | ~1.000 | 2634
2457 0132 | 0300 | 8336
Azdes 0.868 | 1.838 | 2.276
BR*5F 0022 | 0060 | 5681

F 32.195" 27.209" 15.636"
R 0.317 0.329 0.340
AR? 0.317" 0.013° 0.011

1 p<.0b #xx: p<.01

_37_



2) 7MAdF A7

3

xel

?;51_

27 WstE oA = Frstgel o

Sl o
QL.

el

e

(B ETCE IR PN E TR

14 9A hebee

o8

S0

e

FE s Eold Ao, M 1284 Muls BiE 29lo]

d

%

PN
T

I

1=

ZuE goe &

Ea

ojeh) et 71 2(A 1]

Ho o FEdEE T

b 1-3(X 2~

A el = o

Aolthe

=]
=

%

d

olthst 714

al

K

obg

A

A
1

B
</

X
W

el

A

]

o
1-4=A4% Arls 2 g

1

o

M|~ BEUE 9

€l A
= 1

o] t})

W

—_
O

HH
)

A

]

o

140 Ghok 717hs 91 o,

S

A o2 5o

o

Klo

<¥E 11> 7|4 &4

o+
T i i ~ Ny (i
F|®x | = |~ |~ | %
—_—
8
* * — *
: o™ = Sy X
Bl | S| S|8|3
o [aN , — R
_m;m % 2 & K| & ]
< — — N —
H.Eﬁw il (e} (e} (e} |
Mo W
1:% M o | e v
0 o ﬂ% ﬂﬂ o)
o e ; : e
W e & ® e _d
X
0 O I S T A
ol
_ i — o o Mo
N~
g | o S a
o =z | BT | w
I T B G
< oy
— [aN} (ap] <t
| 4 T T (R R
'S il il X w _~—
~ ~ ~ ~ N
~ N~ N~ N~

*p<.05, **p<.01

_38_



A5%F 2

Al1d d7FY 89 R AA

ATe 2k

1.

<]

ATl s TEAH|

=

SR A Ao

¥R

9]

shel

-
1

A= A

A
=3

SEA

el ©l

3%

A

il
o

o
of
i

M8 271 A 5=

ki3

=0

o,

NJo

e
110

Codl

N
M

KK

o 0.4

—_—

o

Q14 A gko] 04 H ko] A} T

ol

alg
—

[e3]
2R

73 ©]

g

# % Cronbach® &3} gk =3t

AAEIL 47FA] 810w et on, Uwx] 8RE5S EF

]

A

ki3

o

I

g E At S
o] 0.8°17%¢] #e A Hol A=

=

S

)

%

fvze)

X

e

N
HH

o 5

1

!

_39_



St

°

Q

[e)

i

|2 vhA U}

A

x T3 o) o ™ o () X T T
Nej ) 0 a
s H" g X% = 5 & T
L B o = < TP Ao
TR of ® W o= w X WO o
—~ ¥ g T R X ol oF = W
WK ok I T oy e S o w
N T 75 1o LTR i N
oy w TP e e Ay
N [ ) L O —
8§k s, o o T
S = z W * Y oo m
®oa WA ey = %ol
T o o mJ o/ o Booduet T . oy o N
- . 3 ] ay ~
WG N T g N e 5 = A =
oSy D %Ed_ XN T R
r - —_— 0 / =0 ~
wfmo_ﬂmw.%wag%a%x ©oR
ﬂﬂ nm_d 2 1&;: ‘mﬂ ﬂAIL _E ;Iryl .mM H_l ‘Wﬁ M N ‘m n_&l
— r = —_ ~ -
BN M o JUM ok ﬁ_/l (NG = W H o M% o) ™
oS o B g g A R g R o Oy
= X 1 T B = 5 o of
LS % = = 4y - R Gy 03 o A - =
£ SP=C R ¥ T\ o N oY o oy
T N A [ K ,A]_ o o ~ 37
A TR S - LC L xE B
TE R e wor REM TN BT o
© o ol 0 Bo '
SEEERE LTS S 23
Neo & L = o 22 T AR oo
How N — — % g L T o R el
N | -~ [mt yAM OL % —_ = =0
5w — 3 R T = A
T S (o A - (2 = 2
7 N 9o e XN o U —_ - K
=2 o ™ T 5 = el el o) o 3 ® o v
N S 2 o Tk in " o "o
TR o VT oo oW ® T O W W No =

AMul2 @]l 5 1 7FA 9

SIRE

-

1

=

1=

<

_40_

23}

oA Al 5]

B

Ju
=

1=

El

5

<

=

=

A

j
a-

1ol A
AES @A HATH

?151_



Z}A]

[e]
e

p—

J o

X
_

< 24%7F 7}

of

18] ol

ol

it
i

)

—
fite)

)

12leh AztEo] At

7}&

=
[¢)

U

o
NF

)

+
i

M

=
3

I ol AAstE AH|

il

Le

A7k me5o] mAel

K

9]

<]

€l
=

<

Alstd S+

-
1

A, 590 AAMuAY BA Muls 5

j=iy
s

o] 36.7%= 7%

&}

)=
Rl

th=

d AHAH| L e Qo] o

olJ

|

R

+
ol
eyl

==
"o

il

—
fite)

o~
Mo

)

ox

+

o

B
B

el

el

)

Gl

K

)

—
fite)

SRS

k<3
T

A R F

ki3

A2d A7

)

—
fite)

_41_



B
<

—_
fite)

2

s
;OO

Jmu-o

)

Eo

7FA AL gt
F371 o

KR
=
5]

747 @4

™
~

o, e e

o

[e3]
2R

S RN I oot

g ol B A

?;51_

A1 gl

KeX
=

A

stell =

=)

=]

—

AA o gigk ¢

=4, &9 AH]

=

olo

549 o

|

3

Aoz Hghelmrh mopxA "na

=13
=

I

p

of e F 7k &

Aol 7k Lhept e,

Mo
Hlo
T

I

<

3} FA7 e

-l

]

A¥ o

ol HE

=
o

|

i

I

AeYsh =dl vigpdah B 2o A5 By Y

=
=

=/ A

PN
T 3l

KeX
=

o

_42_



<
T
3

= 2 < 5 °
—
s ® SR S
M_l o = ER G nEnM = d X
N - i o = " S "
s ~ oi T o ol - =
R B e & A e < sl S
= ) A ~ Fow P g Hoog M
N = ToHE ST 2
oG & z =l = L P F w
- . 2 gk W B F 3 5 K
Eo EE Et _E 2 h\! UE B° 1 .ME ~ X
. e T = ol oy A T R
a n ™ il X0 ~ = 4 M)
o ll~a Y o 1D | o ™
< é A T\ [
. 3 sl ~ | F o oF B W
Eﬁ_ P 0 xr X = e B
o BN - T B o W WX T
N S n o} = o Em X 3% o
ﬂ B N ol . Mo . T o o XM X
AT N S ! of X X Ho b o
s R |~ ) o W e W o} s B
MV.MO o [ 2) ol ﬂ sl 10° P
s S . i N = B
WH w o S o BT e o = ﬂ__ o B s H
_ — > z ‘
o S AW N, Fd /% T oy T g W W
B ,_rlo.ﬁ —_ OT _.E i Et . = o 53
X X kLS N iy SO/ d = oy A o
—_ 5 X | s wl T ™ o - 2
T o @m P PR - W R = B oy o N
G QI e RN e oy o w o o X
U S Bl I~ _ .o s ~ o R
o B O P T o~ o 5 . N o o
ol 7 N wom m R < ~ ~ o X°
noa Lo DTG S W e e e b
= ©OE AT RN g ST T e !
B mwmﬂ%»»x.mw. wOT O ey W
nh = o Eo oS X O N | ) T =N = = T —~ P
- mwnaﬂ#%%%%%moo%%mo%y7ﬂ6
(=3 = T8 2 28 A NS g = e S
T %2 sdowriz G @ 3 3%
. < AT T OXOT o ok o % x W = B
- do x o o B © R o v
X ol N 0 ﬂAIL o ﬁﬂ o OT 0 X
g N g3

MAL8LS] =, 48-51.

R

2

I

1

kel

_43_



&

Tor

~X
‘._AJU-O

g

ol

7

RO

oz

I =

TAH A ErE 99l

&}

Z1-8-(2006).

[}

=) =
ENEo®

7 o]
MAeL) =, 28-35.

9 =% 5-13.
9 =% 15-18.

1

ke

1

o
kel

<

MAeE] = 1-32,

Riu

2

R
-

2

9] =5 22-30.
4}
A4}

1

kel

1

ke

s 1

e

3

R
e

2

&}
<1
<o

1

ke

1.

=
°

1=

<

R

Riu

2

EH fe)

(2005).

M Aek9) =7 13-25.
(2004). ) 3}

-

it

—Z
[e}

¢}

-] 4 (2005).

ol
2

o
Tor

K

Tor

A
T

F7F B g o

*

7} A
9 =5 41-43.

1

ke
o

44

Riu

2

$] =5 23-20;

_]
6__]

S

R

2

9] =8 9-17.

3}
<1

R

Riu

2

7. Fobel shal ik

1(2004). A1H]

O
chll

]_

HZ8(2004). AAE

o

K
M
=)
%
M

G

au

]_
A AbeES] = 17-20.

Q9lo] 3x
o gt

Z1742(2003). A7 58 Au|2EAo

Ea

=2 42(2004). ©] ZA1H]

- 44 -

Riu

2

-

<21 (2003). %€l A v



\.—_mﬂo

2

e

2)

) 31

1=

%(2003). =

o]%

9=, 7-20.

Tor

ol

Tor

] o

%

TF21(2003). LA ERES Aok A vl A ek A

o

2 AAbebela=E, 13-20,

o) &)
5 5.(2003).

BESS
A A}8H9) 3= B 5-95.

i=1]
=

=

3|
pud

54l

ol

23 (2003).

ol

B ool o5t

3

[¢]

AHY 2

A (2003). A 7F & A H|

9 A=g=h#19.

3}
<1

e 44}

Lﬂq.]

%)

o

%

T
18-21)

B

o

)

;OO
Bo

M-

g o

<

g 213 (2002).

)

wmo
go

)

]

Z

o v

j
a-

3 A o) g9

=
=

Ey_]__

83141 (2002). o] WALA H]) 27} THEA

%3He(2001). ZH] %12

o

Tor

<]

3l (2000). <& A H]

A= 7-21.
3} A7}

3}
<1

2 A

o) &

ol

Mo
Y

=
==

Ey_]__

2EE

2

i

=)
=

o] -& 2 (2000).

%

_45_



B L AT o,

9=+, 5-35.

o] 3] 2](1998). =i

%3] 74 (1996).

=

3
olmAH] 2o o

44}

Riu

2

-

o] & (1999). & vt
o) 3¢

ok

Tor

Tor

o

ofgAMn o] o

Ay, 33(2), 29-41.

74 8] (1995).

o

Tor

o

o

A AL 8= 5-32

1

2

9(1990). AxB] A}

=

%

3

QL o
=

alg

SHEAAES ) 2A.

_46_

€l

<

-
o

53

}
T, 7, 248-250,

ks
<N

. B7o-388

3(1989). 4xH] A}
s = 020,

O
o

]

S
i

=13
=1



2. =9

M
[-ll

Newman, Werbel(1973). Technical Assistance Research Program. 10-35.

Alexander, S. & Ruderman M.(1987). The role of procedural and
distributive justice in organization behavior, Social Jusitce
Reserch, (1), 177-198.

Day, R. L. & E. L. Landon Jr.(1977). Toward a Theory of Customer
Complaining Behavior, in_A. G _Woodstick, J. N. Sheth and P. D.
Bennett, ed., Consumer and Industrial Buying Behavior, 425-437.

Westbrook, R. ‘A. & J. W. Newman(1978). “‘An Analysis of Shopper
Dissatisfaction for .Major Householder Appliance. Journal of
Marketing Research, (15), 456-466.

Day R. L.(1980). Research Perspectives on Consumer Complaining
Behayior, in Lamb and Dunne ed., Theoretical Developments in
Marketing, American Marketing, 211-215.

Fornell C.(1992).~ A™National Customer Satisfaction Barometer @ The
Swedish Experience, Journal of Marketing, (56), 1-21.

Fornell, C. Johnson M. D. Anderson E. W. Cha J. & Barbara Everitt
Bryant(1996). The American Customer Satisfaction Index
Nature, Purpose, and Findings, Journal of Marketing, 60(October),
7-18.

Oliver R. L. & Bearden W.(1983). The Role of Involvement in
Satisfaction Process, Advances in Consumer Research, (9),
250-255.

Oliver R. L.(1986). A Cognitive Model of the Antecedents and

_47_



Consequences of Satisfaction Decision, Journal of Marketing |,
17(september), 46-49.

Oliver Richard L.(1993). A Conceptual Model of Service Quality and
Service Satisfaction : Compatible Goals, Different Concepts, n
Advances in Service Marketing and Management, Teresa A.
Swarts, D. A. Bowen & S. W. Brown. eds. (2), 65-85.

Zeithaml V. A. & M. ]. Bithner(1996). Service Marketing, McGraw-Hill.

Zeitham V. A. Boulding W. Kalra A. & Staelin R.(1993). A Dynam

ic Process Model of Service Quality : From Expectations to
Behavioral Intentions, Journal of Marketing, 30(February), 7—
18.

Kolodinsky ' J.(1995). Complaints, Redress, and Subsequent Purchases of
Medical Serviced by Dissatisfaction Consumer Policy, (16), 193-214.

Keavency, S. M.(1995). Customer Switching Behavioring Service Industries:
An Exploratory Study,.Journal of Marketing, (59), 71-82.

Lewis, R. C.(1983). Consumers complain—what happens business responds,
International fare in—-Consumer Satisfaction and Complaining
Proceedings of the 7th Annual CS-D & CB Conference, 7.

Lewis, R. C.(1987). The management of Gaps in the Quality of Hotel
Services, International Journal Hospitality Management, (6), 2.
Sinha, Madhav N.(1993). Winning Back Angry Customers, Quality

Progress, 34(November), 53-56.

Ajzen. 1.(1991). The Theory of Planned Behavior, Organizational Behavior
and Human Decision Processes, (50), 179-211.

Anderson, E. W. & M. W. Sullivan(1993). The Antecedents and consegence

_48_



of Customer Satisfaction for Firms, Marketing Science, 12(Spring),
125-143.

Baker, D. A. Crompton, J. L.(2000). Quality, satisfaction and behavior
intentions, Annals of Tourism Research, 27(3), 785-804.

Blogett, J. G. & Granbois, d. H.(1992). toward an Integrated Conceptual
Model of Consumer Complaint Behavior, Journal of Consumer
Satisfaction, Dissatisfaction and Complaining Behavior, 93-103.

Kotler, philip.(1973). Atmospheris as a Marketing Tool, Journal of Retailing,
49(winter), 48-64.

Parasuraman, A. Zeithaml, V. A. & Berry, L. L.(1933). A multiple-item
scale for measuring consumer perceptions of service quality, Journal

of Retailing, 64(1), 11-56.

_49_



|D#:

= Al

EEER
AEEE

L

\_

A A13zxd
E 2ol

[}

R

EIvE

HE
Mol nFHW 2
#44.

B
=

HI Y72

)

o
ol

1:

o

L
fike]

T

o me

o}
ng
el

)

Z)
=

El

[¢)

2]
bol g2

o

” =
=

:].L

H

S 7

SEzmEy

4

BRI

<

oz

ol

o

W ke

}

0]
yul

2010 11¢

I A A

I

N
oF

0

¢+
g

Tor

‘._mo

ﬁo
E

Tor

329 (8 010-3561-0312)

S

CREE

1

2

fo1 -1
s}
—_ 50 —_

SHRRCR e




1. 42 592 o 43A A /b3 BRE29d An2E 334 Ho) goiy
72 ol Aol o4 BL B AEAC $HIH FAHAANL. W o)A FHe] o7
H ARGE S 2 75”'%‘% 7NEo 2 o] MEA o §H3A FAL.
EZE A3 g "ol AA(d: VE)SA FA7] vy
Mg Aol ol gAY EUH LY ( )

D QTS @ BR/FH Y
59 ol g3 B FolUEUn? ® WE/AF @ AA/ATFHE

DO WS Ay @ Ay e

RS = B BN = Ram IV NN =T

S HEHl o]l Al Hulx=o 2T Hyu
;e ]o ]E\l'—va.—-V]ML]'Dd = 0 @1%4%!0 @7‘]‘:“?1]'
zge AEt o= AEAFUN? e
© AFS
D 7MA AR @ AT @ FiAE @ F
9 TS AT olfi FololdFUA? WAZ-E DAE ® AQY Y @ A
3 @71

 Hee) FEL AAN oA ‘BANHA BREacl e dorr] A AE
S0 ga SATAE Amehwe A7 Wsdy Eehe] F47]

a2 BEE 89 FE %} ¥ AN
'ﬂ?i;ﬂxi;] A > AFEigdetr]e FEshA D ol @ | o ©
L 5E FA ] YRk Bt G A REth @ @ © | ® ®
A A Az F ow AY S AFH oA o3 kT @ @ © | ® ®
AL a1 A EJAG BES A5 HAFUT @ @ © || ® ®
ANl 8 Al ATt A&6hA asket @ @ © | ® ®
L 5d Ao g3 E AT H o7 =53 @ @ © | ® ®
L 5d A Yd EAR Edssth @ @ © || ® ®
A A WA A2HAE V| ) ||
Aj%ri;t;é%(gg?’ WekdE AJA) B F A D ol @ | @ ®

_51_




11 58 S0l Aust Aeaa] ool Bda

e o |ole|al o
12, 58 9o Asee] Berggow ea A=l

Aoz 7] Aol Aol AT viepele o

AN g,

I. 95 2¥EL A% A2 wE JF =] B3 H&AU. &l o

) BoaAE AEo) we} A Wsol v Ea FA7] gk
4 ﬂj BT %
A= :;;‘ ol th a9

1. 923k 29 b & 598 o8 Aot @ @ ® | @ ©®

_52_



EFEE A% ATFEAL A% Tohur] A £ESY

A3 dF HE ol AA(d: v E)S FA7] upFUc},
19 AR
L sdefepd] gk Ang F2 oA D 745 /AA/F AR 20 @ AE, A
AFEU7ZE? (299 MSE 74allFAAL) | ® a8uaa @ Tv/Ede 6 A4
® Ty E B/ ASE S
@ FuH4 ® 71eN )
2. Aste] 22 O Ed © 494
) D 204 v¥ @ 20-304 @ 31-404)
Slo] oldl o9
3. Flske] A @ 41-504 © 514 ©]4
@ 1008+ W @ 100%--2007+¢
4. A5t 9 HFHALEL? 3-2017+-3009+) @ 3012H-400%+<)
®) 40175002+ ® 5019+9) o] 4

_53_

$9 FAA ZARUTG. AL 47 HHAL. +




	제 1 장  서  론
	제 1 절 문제의 제기 및 연구의 목적
	제 2 절 연구의 방법 및 범위
	제 3 절 연구의 구성 및 연구의 내용

	제 2 장  이론적 고찰
	제 1 절 만족불만족 서비스 요인에 대한 선행연구
	제 2 절 호텔등급에 대한 선행연구
	제 3 절 전환의도에 대한 선행연구

	제 3 장  연구 설계
	제 1 절 연구 모형 및 연구 가설
	1. 연구 모형
	2. 연구 가설

	제 2 절 실증조사의 설계
	1. 표본의 설계
	2. 변수의 조작적 정의
	3. 설문지의 구성
	4. 분석 방법


	제 4 장  실증 분석
	제 1 절 표본의 인구통계학적 특성
	제 2 절 측정도구의 신뢰성 및 타당성 분석
	1. 확인적 요인 분석과 신뢰도 분석
	2. 상관관계 분석

	제 3 절 가설 검증

	제 5 장  결  론
	제 1 절 연구결과 요약 및 제언
	1. 연구결과 요약
	2. 연구의 제언

	제 2 절 연구의 한계 및 향후 연구방향

	참고문헌
	설문지


