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ABSTRACT

Theoretically and practically, it is very important to understand the way which tourist
satisfaction is operated. The purpose of this study is to identify interaction among the determinants
of tourist satisfaction process. A model of tourist satisfaction process is developed based on the
confirmation/ disconfirmation which is originated from consumer behavior literature. Three
elements of the model include 'expectation’, 'performance’, and 'discrepancy between expectation
and performance'.

340 questionnaires were delivered to find Everland visitors' perceptions of the determinants of
tourist satisfaction. LISREL 8.14 was used to analyze the interaction among the determinants.

The results are as follows: 1) 'expectation' has indirect effect on tourist satisfaction while
'‘performance’ and 'discrepancy’ has direct effect on the tourist satisfaction, 2) two precedent
variables such as 'expectation’ and 'performance’ have indirect effect on the satisfaction through
'discrepancy’, 3) among the three determinants it is found that 'performance’ is the most effective
determinant of tourist satisfaction, and 4) the model which was composed from the aspect of 'travel
cost’ was more effective to describing tourist satisfaction rather that from the aspect of 'service

quality'.
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