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Study of the Influence of Service Quality on Customer Satisfaction and Repurchase

Intention Activation in the Performing Arts
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Je-Yoon Jeong("HM|-2)*, Hyeon-Suk Park(2hedzs)*+*

Abstract

Purpose - This study was conducted to evaluate service quality,
perceived value, and satisfaction in the performing arts in order to es-
tablish a system of relationships that predicts repurchase intention,
which increasingly needs to be studied as the domestic performing
arts market grows.

Research design, data, and methodology - Another purpose of this
study is to identify ‘work-related factors’ and ‘performing-arts-related
factors’ in the performing arts industry, and to observe the influence
of the core SQ factors expected to influence audiences’ purchase in-
tentions through perceived value and customer satisfaction. The em-
pirical study to test the hypothesis was based on a review of the lit-
erature and employed the survey method; data were collected from a
total of 500 audience members.

Results - The major results of the analysis are as follows. First, in
terms of quality factors affecting perceived value, literary quality, lev-
el, professionalism, and musical quality were shown to have a sig-
nificant influence as key factors from the performing arts perspective,
while reliability, convenience, and related costs were indicated to ex-
ert a significant influence as additional factors related to work.
Secondly, the quality factors with a significant influence on customer
satisfaction were literary quality, professionalism, and musical quality,
which were shown to have a significant influence from the perform-
ing arts perspective, while only reliability was indicated to exert a
significant influence on work-related factors. Third, perceived value
was shown to have a strong positive (+) influence on customer sat-
isfaction, with both perceived value and customer satisfaction exerting
a significant influence on the revisit intention. Finally, according to
the results a difference analysis with demographic variables, viewing
variables as moderating variables, differences according to gender
were indicated in the influence of literary value and lel on perceived
value, and in the influence of convenience and professionalism on
customer satisfaction as well. Also, in terms of the influence of per-
ceived value on customer satisfaction, males were found to be more
influenced than females.
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Conclusions - Based on the above results, the suggested im-
plications of the present study are as follows. First, through the con-
sideration of not only the crucial work perspective in performing arts
services, which has been inadequate in the past, but the additional
performance-related level, the previously unevenly distributed view-
points were expanded for application. Second, in verifying the rela-
tionship between expanded quality factors and the factors that de-
termine consumer behavior while simultaneously considering key fac-
tors and additional related factors, work-related service quality factors
were shown to exert a stronger influence on perceived value and cus-
tomer satisfaction than performance-related factors. Third, for service
factors related to performance, the reliability factor exerts an influence
on perceived value and customer satisfaction, requiring that a per-
formance planner secure and manage diverse channels to immediately
support customer requests in providing performance theater services.

Keywords : Performing Arts, Work-related Factors, Performing-Arts
-Center Related Factors, Service Quality.

JEL Classifications : C12, D12, J11, M19, M31.
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O £8% a2 L0 &E MAe S22 =00 7|og
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(011) 972 ECjZ 200 et UzE M-, E80 e, X
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L322 #EH|8(Price-Cost)2 =0 AMH|A 00| U0
HiS7H, 714 Sof| Cfst QIX|¥ER F8 HE U 2IhMH|
2, KNEst HeljesE, MH[A AEFEENS, DHeL G 3ol
Ei 50| at202 145U CHZeithaml et al.,, 2000; Parasuraman et
al., 2005).
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TOiE7|0] &2 0Kz 7t 2% 24 F0j| SiLIE QlAlg
1 QUCHPark, 2011).
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X|Ztet 7tA0| chet MSAte] E20| Qg HuzE & = 41, 2
£ O E 239 220 £[of 7 X|ZE 7HKs A2 X|&H
o2 e & £ %t F8 =57|7¢ ElCth Ol #EHEY B2 M
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10 QUCKHDodds et al. 1991; Grewal et al.,1998).
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4, AFZ1ZANt = A2E LIEtHon, M& HYX|F0ME t2 1.960|22 +FHE}
CHMO| Q= 92 LIEtSCHAnderson and Gerbing, 1988).
41. N2 AZ . ZES=FS0| 24 a2l ofsto tirds Z=X[0f et 2t 2
ol 7ig MEE W 2MUFEUN S =5, 2 7o 2
ObbE Oz EfAO| AAaT|e BAZE AlZA, HEAM Sz MME 2E FINE0M 70 MEl=E 07014, Etf?f-% U
= = N 2 055 g2 A HZLF0| 2 o 2200 sl tEds #
SE, 2AC] Fof ool e wal, 53 Hat MRg2 -
AbD = Z{o2 LIS CHHair et al., 1998).
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o, gAlgHos Nsiiet ROOIN T2 Asls Conurs o | [T 08 Lo Lo Lo | T
W2 E FYOAUL,. Cronbach's O‘a'tg Z 2o F2 He39 s T 09| 089 021 | 2457 | 079 ' '
Y ORE LOotEE H2EAM, YHHCZ o7} 0.6 0]Y0] qo V10| 088 [ 022 [ 2442 | 078
¥ HWY 2=t 0 B2 %l b A1THTL vil| 092 | 015 | 262 | 085 | 0749 0.500
HA QM0 CHst AMZE|MH HASZ1L Cronbach's agf2 0.870 v12 0.8 0.37 209 | 0.63
O 09652 ZZ AZ|AM 7|0l 0.62CH & LIEILL EEHS| Al vl3 0.87 0.24 2442 | 0.76
FNE MY SRESE Q= HoR BEEQh OpfEes  |mgyi 000 0B BB g | s
e 374 200 oigt Y 2MZuNE DAHSEE a9l vie| oss | oz [ m21 [ om
Ol 09482 74 JUSH, X|ZHEl 7HX|e| &L 095322 LtEtt mm |VIT| 081 | 035 | 2125 | 065
ME[H0l= EXM7E Sls A= EEHERACH gL VI8 091 018 | 2564 | 082 | 0.751 0.502
TEClvio] 089 [ 021 [ 2472 | 079
A gl M EA v20| 089 | 022 | 2516 | 0.78
42 tlEle X How =4 v2i| 093 | 014 | 2716 | 086
MEM[v22| 094 | 012 | 2789 | 088 | 0834 0.502
Aol MEE HS2| JHHEISEa M2lY HEo= =l V23| 089 | 021 | 2524 | 079
H 93@&1} TENEE g zRE B BiFEUS S BT v24| 088 | 023 | 2486 | 077
SIQCE 2AMZAD 710|RK 1S EAZHx)S 1164.16(p-value: 0.000), X} v25|  0.89 021 | 2531 | 079
S T(dH=4282 xY/df=2.5892 LIE}LICE O|QO|= ZHESt: I} o v26| 092 015 | 27.11 | 085
7|0 QHESED QOD(chi-square/df=2.589, RMR=0.034, NFI=0.98, =28 z; gzz 81‘2‘ ;ﬁi gzg 0833 | 0500
NNFI=0.98), GFI=0.87, AGFI=0.84 52 FtMoz 7|Z0| BtEs} ' : ‘ :
I Qe ZHoZ LIEMGCE Mulaik et al(1989)2 H$tE 7|58 jﬁﬁ 83; 8; %?; 8§f
: 4 e ' ' ' '
BHX|==2] 22 08F Of =8 442 MAISIL U204, Etezadi-Amoli bg 3L 094 [ 002 [ 263 | 088 | 0749 0.500
and Farhoomand(1996)= GFI= 0.8 0|4}, RMRO| 0.050{ 7P/t ™ S |v32| 083 031 | 21.93 | 0.69
IHO| Mt E QIMEID Q0] B FHo| Mtrl zb pA|E
o FYHEo| AT U A2t o s B 2std
<# 3> Q0I7h HaAH
29l 1 2 3 4 5 6 7 8 9 10 11 12
1 ghs A 1.000
2 A2 | 0577t | 1.000
3 Holy 0.604** | 045% | 1.000
4 2IpMH|A | 0688 | 0.534** | 0.673** | 1.000
5 Az 0.526%* | 0487+ | 044** | 0519 [ 1.000
6 54 0387 | 0315 | 0411%* | 0424** | 0.669** | 1.000
7 My 0.398** | 0.325% | 0399%* | 0424** | 0.636** | 0.743** | 1.000
8 Sotd 0.396%* | 0.402%* | 0.413%* | 0448 | 0.661** | 0.642** | 0.711%* | 1.000
9 mEHIE [ 0449* | 0409%* | 0202%* | 0493** | 0458 | 0.350** | 0.408** | 0.464** | 1.000
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12 aZEME | 04920 | 0393* | 0379%F | 0475%* | 0.656** | 0.585** | 0.644** | 0.663** | 0488** | 0.848** | 0.858** | 1.000
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