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Effect of Destination and Cruise Service Attributes on Customer

Satisfaction
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Abstract

In order to suggest ways to enhance service competitiveness in cruise and destination, this study
developed a measure of cruise tour service and analyzed the impact and relative importance on
customer satisfaction, Specifically, for the service quality analysis, based on the SERVPERF model,
the specialty of the industry was reflected through the arguments of tourism and transport logistics,
and the three factors of cruise service quality and destination service quality were derived and uti-
lized as measurement tools,

As an analysis method, factor and reliability analysis were conducted using data collected via a
survey. Next, correlation analysis was conducted to analyze the relationship between variables and
regression analysis was performed to check the impact of cruise tour service quality on customer
satisfaction,

The study found that both cruise service attributes and destination service attributes had a pos-
itive effect on customer satisfaction and that the relative importance of service attributes was
identified. Accordingly, it was found that the service quality should be formed by reflecting argu-
ments in the tourism and transport logistics sectors and that the service should be further improved
and developed according to the importance of the service attributes so as to enhance cruise tour
products.
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SD 729 | 499 | 1509 | 1.120 | 486 | .630 | .677 | .744 | 702 | 714 | 698 | .817
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71FA WEqA Y
NGA A7
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F—value(Sig.) 781 37.034
+ P{0.1, * P€0.05, * P(0.01, ** P(0.001 [B3te BFstd 7ol
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