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ABSTRACT

A study on trade show’s service quality, customer

satisfaction and customer loyalty

Yunsil Cho*

This study intends to provide strategic implication for enhancing trade show’s competitiveness by
analyzing its structural relationships among service quality, customer satisfaction and customer loyalty. In
order to measure service quality factors influencing customer satisfaction and customer loyalty, the
empirical analysis was conducted on three kinds of service quality (physical environment quality,
interaction quality, outcome quality).

The study results indicated that all of the physical environment quality, interaction quality and outcome
quality had positive impacts on customer satisfaction. In relationship between service quality factors and
customer loyalty, interaction quality and outcome quality showed positive impacts on customer loyalty,
whereas physical environment quality did not. The customer satisfaction turned out to have positive impact

on customer loyalty.

Key Words : trade show, service quality, customer satisfaction, loyalty
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