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Abstract

This study aims to develop online convention service quality and examine the effect of online
convention service quality on re-participation intention in the same convention and other types of
online conventions. Based on an extensive literature review, the study chose five main factors of
online convention service quality: human service, program service, platform service, platform
aesthetics, and interaction. A total of 284 data were collected from online convention participants
from July 26 to August 6, 2021. For the hypotheses test, multiple regression analysis was used. As
a result, interaction and program service quality had positive effects on re-participation intention in
the same convention, but except for platform aesthetic, all factors positively affected re-participation
intention in other types of online conventions. This study also found that online service quality
factors are more helpful in predicting the intention of re-participation in other types of online
conventions rather than re-participation in the same convention. Based on the results, theoretical and
practical implications were discussed
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Table 1. Online Convention Definition
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Researcher Definition

Cho Young-Chul and
Lee Byeong—Cheol (2021)

Lee Hye-Young et al.
(2021)

Professional Convention
Management Association
(PCMA)

Convention accessed via online platforms, non—-face-to—face rather
than offline attendance

Events in digital space, including virtual events, virtual exhibitions,
conferences, webinars, virtual learning environments, etc

Digital event, conference and learning technologies, including
webcasting (media streaming) and virtual environments (2D, 3D:
such as virtual events, virtual exhibitions, conference and learning
environments) and permanent (365 days) business environments

Live, custom—designed meetings for businesses and customers

Virtual Edge Institute(VEI)

using virtual platforms or in virtual spaces (virtual convention

centers and second life, etc.)

Source: Authoring based on prior research
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HAIA] ), ZHISkA B2 AlE (LA ), H
242 YEJAHGE7IA 2+ A=tA wdk 9 )
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Table 2. Component Factors of Convention Service Quality

Researcher

Component Factors

Choi Hey—-Min and
Yoon Yoo-Shik(2016)

Kim Byung-Gook and
Wang So-Woo(2015)

Lee Hye-Lyeon and
Kim Jeong—Man(2003)

Sung & Lee (2015)

Yun Eun-Joo and
Lee Dae-Hui(2016)

mutual human interaction, program quality, useful
information, transportation, convenient facility

Responsiveness, Tangibles, Reliability

physical environment, accessibility & communications, service
encounter, safety & security, conference programs, special
activities, convention management & networking

Value—added services, Facility services, Space services,
Employee services

human service, programs, promotional activities

Source: Authoring based on prior research
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Table 3. Component Factors of Online Service Quality

Context Researcher Component Factors

' B design, substantiality, interactivity, reliability,
Festival Mun Kyoung-Ju(2006) convenience, system capacity
Website

U Chan-Bog(2003)

Online Festival Park Jun-Hyeon(2021)

Online travel Cheon Deok-Hee and
agency Huh Yong-Duk(2011)
Shin Young-Kee(2017)
Mobile
application Wang Feng and
Choi Sang—-Su(2015)
Website Chiu, Hsieh and

Kao(2005)

online meeting
platforms in the
education sector

Demir, Maroof, Sabbah
Khan, and Ali(2021)

design, interface, contents, communication

design, adquacy of substance in contents,
responsiveness to customers, crediability,
convenience, system capability.

responsiveness, aesthetics, information, ease of
use, personalization, security, interactivity,
product

information quality, system quality, service
quality, entertainment quality

design, contents, convenience, responsiveness,
reliability, empathy

connectivity, information quality, interactivity,
playfulness, learning

efficiency, system availability, fulfillment, privacy

Source: Authoring based on prior research
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Table 4. Component Factors of Online Convention Service Quality

Component Factors Definition

Human Service

Degree of all services arising from service interfaces between platform

operators and participants and between planners and participants

Program

Platform Service

Platform Aesthetic e
participants

Interaction

The suitability of the online convention theme to be held and content
that can increase participants' concentration

Performance of platforms perceived by online convention participants

Design elements of virtual space that can induce use and interest of

Exchange and network formation among online convention participants
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Fig. 1. Research Model

H1

( Re-participation Intention

Online Convention |
Service Quality

v 2y Fox 7ke] IAS 28kl Ad
A AMu|=F ol Z83fo] ofe} o] VM-S
sk
H1, 22kl A Auj=~F2de AZ7te]
ol fogt JFS wE Aot
H1-1. 14 Aulas A7tz Fosh
JFS nE Aeolth
H1-2, Z2a3e Agdrteled o3 9
&g vl Flolh
H1-3. TYF AM¥|2=E A7t zd f9
sk JgS v Aot
Hi-4, ZRE Av|de A7t =e R
gt JgS v Aol
H1-5. Fsag4dL Artezd o
JFS nE Aol
H2, 22l Al Auj=Fde Ao]8-<f
ol fogt J&Fe nz Aotk
H2-1, 913 My Ao]goxo §o8h
JFS nE Aeolth
H2-2, Z2 W2 Ao]gozo folst
g vE Folth
H2-3. TYF AMH|2=E Aolgozd fo
s JgS v Aot
H2-4, Z0F An|Ade Aolgo=e #¢]
gt JgS v Aol

25, AEAgAe Aolgolwd folet
9L v Aol

H2

in the Same Convention

Re-participation Intention
in Other Types of Online
Convention

3. ZAHEA L 24U

B e a2 es) G AgH A
BYe A48 HEAes eeel 74
AN 2EA 1829, Ao ATFEALAE
4 2%, AR} Aol GoIw 7 38
H % nRgon s,

ASATE 913 AR 2021 7€ 2695
H 89 6U47kA] 2 1 ool ZHF € FrhA}
g el ekl AudS ke
M-S e A v Ee A
300%- & dlolel AARFE A AFAr
BE F 28452 SPSS 22,02 AR&a}]
WA B E AEE 1A, 81,

ARH, ShERARA S DAt

PER=

(Lot o
e AR =SR]

B

=
V., 452N
1. B0 QIEASY S
B ATFEE] QAFEA T EAY S-S
Ao, ZHE 13z Lkl AuAs Zre

=

3 23](39.4%), 13](28.5%), 33](15.1%),
43](2.8%), 53] o] (14.1%)& 02 YEbT
e o24(50.4%), AE-e W30~394(33.5%),
AEHHE 71EGLI%), HFstEe 4494 &<
(52.8%), YA 252 4007H ©]73(29.2%),
e FALA(64.8%)0] 2 FEE e O

Ay

], o}&] (Table 6)7} 2t}
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Table 5. Questionnaire
T No. of  Measurement
Classification items scale Sources
Human Service 4 Cheon Deok-Hee and Huh Yo
ng-Duk (2011),
Program 4 Choi Hey-Min and Yoon Yoo-
Online Shik(2016), Choi Joo—Ho(2002),
Convention Platform Service 4 Likert Lee Hye-Young(2021), Park Ju
Service 5-point scale  n—-Hyeon(2021),
Quality Platform Aesthetic 3 Shin Young-Kee(2017), Yun Eu
n-Joo and Lee Dae-Hui(2016),
. Wang Feng and Choi, Sang—-S
Interaction 3 u(2015)
Re-participation Intention 3 Likert Joo Hyun-Sik(2002)
in the Same Convention 5—point scale y
Re—participation Intention Likert
in Other Types of Online 3 - Mcdougall and Levesque(2000)
C . 5—point scale
onvention
Demographic Characteristics 7 nominal scale
Total 31

Table 6. Demographic Characteristics of the Sample

(n=284)
Characteristics n(%) Characteristics n(%)
Gen—der Male 141(49.6) Less than 1 million won 22(7.7)
Female 143(50.4) 100 to 199 million won 35(12.3)
20~29 79(27.8)  Income 200 to 299 million won 80(28.2)
30~39 95(33.5) 200 to 299 million won 64(22.5)
Age 40~49 60(21.1) Over 400 million won 83(29.2)
50~59 36(12.7) Public officer 12(4.2)
60~69 14(4.9) Professor 6(2.1)
Married 145(51.1) Company staff 184(64.8)
Marriage  Single 138(48.6) Owner—operator 20(7)
Etc 1(0.4) Job Housewife 9(3.2)
Below high school
graduate 14(4.9) Student 26(9.2)
Currently in Not employed 14(4.9)
university(include 2,3 32(11.3)
year college) Etc 13(4.6)
. 2,3 year college 1 time 81(28.5)
Education 30(10.6)
IL(Jave: grad“ate Number of 2 times 112(39.4)
year university online—con .
graduate 150(52.8) vention 3 fimes 43(15.1)
Currently in (participated .
graduate school 12(4.2) ~in the) 4 times 8(2.8)
past year
Graduate school 46(16.2) Over 5 times 40(14.1)

graduate
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Table 7. Validity and Reliability Analysis of Measure Factor — Online Convention Service Quality

Factor  Eigen Variance Cronbach'

Factor Measurement Loading  Value (%) a

The size and layout of the transmission s
creen in the virtual convention platform ar 757
e well organized

(F)):ar: f It provided a sense of realism through th
Aesth  © production of the space on the main sc .736 4.271 26.69%4 .651
etic reen of the official site
The overall design (color, font, etc.) of th
e virtual convention platform is well const .555
ructed
Provided a service that allows you to re-
watch for a certain period of time after t 707
he meeting
The copyright of personal information and
presentation materials, such as personal 662
Plat-f  portrait rights and names, was protected ’
orm due to restrictions on capture/recording 1.564 9.772 661

Senvice  An alternative platform for the correspond
ing program platform has been prepared

(simultaneous transmission to multiple plat 609
forms, etc
Playful elements for continuing program c 599
ommitment and attendance were reflected )
The participants (e.g. speakers and partic
ipants) were able to communicate smooth .807
ly
There was a space where participants co
Int uld do individual networking (chat room, r 805
ti”O‘;raC ight to open individual meeting rooms et 1.427 8.921 710
c.)
Functions were provided to allow particip
ants to actively participate (communicate) 668
between meetings (presenting opinions, e )
xpressing emotions, chatting)
The staff treated me kindly 814
Staff had expertise in conventions and on
Hu- line(virtual) meetings ST
man ) ) 1.001 6.255 .549
Senice  Pre—preparation (rehearsal, online system
check) was appropriate for the smooth pr 532
ogress of the convention
The progress time for each program was 763
appropriate )
Pro- | was able to get the information | wante
gram d to find through the meeting 582 1115 7219 5%
The number of program sessions per day 474

is properly organized
Total Variance: 58.861% KMO: .807 Sphericity Barlett: 1018.417 (p-value: .000)
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Table 8. Validity and Reliability Analysis of Measure Factor — Behavior Intention
Factor Eigen  Variance Cronbach'
Factor Measurement Loading  Value (%) a
| would like to recommend people
Re-participat around me to participate in this onli .860
ion Intention M€ convention
in the Same | will rejoin this online convention .827 2.083 69.422 118
Convention | iy talk positively about this onlin 811
e convention )
Total Variance: 69.422% KMO: .694 Sphericity Barlett: 236.560 (p—value: .000)
i | want to recommend other online
Ii:({)en Fl)r?tglr?tli%?]t conventions to people around me 869
in Other WiIIin_g to actively par_ticipate in othe 787 1967 65.550 7%
Types of r online conventions in the future
Online ; . :
) | will talk positively about the onlin
Conventions & Gonvention itself 169
Total Variance: 65.550% KMO: .645 Sphericity Barlett: 1196.443 (p—value: .000)
0. EXLIIo| ME|E EfE AN 2 0.807% a9l {#*49] RO ] AT
ﬁﬂ'* Haoh &g pC0.0019] #FojgE
oalol AMA AHAZA 1879 B0 —rOﬂ/\i Barlett 2] —?iﬂ?\* AZE 2A} Fo) Al F7k
gk qol®MAn HE  gollold 7 2 1018.4170 2 YR} Ql8A w3 o] g}
(eigenvalue) 1 ool & 577} FEHJ "éol ASH AT,

™, Cronbach's Alpha A4+ 0.5 &2
Eith, ARSITHE QI RokE aole] WA
A#AAS Aehslr] 93 Cronbach's Alpha 7|
i 05 ooz YehtE AR FEos
Z+3H(Noh Hyung-Jin and Jeong Han-Yeol,
2007), &}13 E&e] Add7lEs Afrakol 1.0
ol w o3t A 7FF3lEE (Chae Seo-ll,
2010) A3 A EE 7FAA = Ao= U
it £2H 8912 747} 914 Aus, xg
Z Au)2x ZYPE AN s
wSeIc, et QF AEAE
FoAR S 9 ASE 0RE 2
1 2odEzad Y A
42 g FAo] FAek A
Ach 47 vl F2e 2ol AAel gol
0,475 sol AAHUL. oboldl % EIE
2 aoEe Fant EAE UvY EAE
Az, e, 223, 1F Au &
© 2 Yesk o KMO(Kaiser-Meyer-Olkin) gk

A7 e mot Aolg-2lmel ik Zzte] &
QR Aw} T g9l BE ol Az A
FEo] 0.701F 22 Yehgton, rkatel A
F7telw 2 Aol gojwe] ek QolEA A
T (Table 8) ¥ 2}, A3F7he] o] A48
2o (94220007 Alo]gojre] Ay
(65.550%) Xt} ¢ =& Aoz e}

= SkA] (Table 9)# o] B oI
of W te] dEAe] HreE votstr] e
Joj AHE  ATA S (Pearson's  product

moment correlation oefficient) #2418 23}

ATk, BHAT p0.01 FEN Foldt
WAE 73 Qe Ao vehgtor, ee

ol AWl Mu|2~FA 71, A7 E Ao
goxole] ABRAAASFE 0.2-0.6 Al = 4
ZAAAZE DAY G A= Az YERSTE
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Table 9. Correlation Analysis

Variable ©) @

Re—participation Intention 1
in the Same Convention

Re—participation Intention

in Other Types of Online 734 1
Conventions

Human ** Kk

Service 34 369

Online Program 544 491

Convention Platform - .
Service Aesthetic 306 214

Quality Platform

Service .286 312

Interaction 323 297

Mean 3.69 3.68

Standard Deviation 0.42 0.43

467 1
404 A2 1
362 272 432 1

260" 264" 213" 339" 1
3.70 3.72 3.62 3.43 3.44
0.52 0.52 0.61 0.52 0.62

Notes: 1. *p<0.05, **p<0.01, **p<0.001.

Table 10. Results of Multiple Regression — Online Convention Service Quality and
Re—participation Intention in the Same Convention

Unstandardized Standardized
Coefficient Coefficient
Independent icien icien D VIF
Variable Standard
B E B
rror
(Constant) .360 297 - 1.211 227 -
Re-particip  Human Service .075 .078 057 .969 333 1.439
ation Program 576 075 445 7.727 000" 1.405
Intention in .
the Same Platform Service .087 .061 .082 1.435 153 1.366
Convention  Platform Aesthetic .024 .064 022 .380 704 1.445
Interaction 144 .049 156 2.952 .00 1.188
Notes: 1. R’=.343 Modified R?=.331 F=8.964 p-value{0.001" Durbin-Watson=2.126
2. *pK0.05, **p£0.01, **p<0.001.
A7k sk Aol gelme] ghe] FRBAE  HFEY] Si5ke] AARHL AAFon] 2
0.7342 F2 49 F3dAZE vebsth A AR AHES Yehlle R @&

4, 7Kl A5

1) 2221 S MHIAZE
XHRIZ IO 7Ho| Sigka A=

- O

e
r o
-4
lls
Mo
)
fl
bt
tlo
fm
=
feu
ik
ol
o
N
e
tlo

0.343, Fat 28,9642 2 p(0.001

ool
3oz FekEnh tjEo] Durbin-Watson

Zrol 212602 71&E3kQ)d 2H38}7] wjo
A2E 749 FBAAT) Qe Aoz dvhE)

<okl Al Mu|aFdo] AT ol
"= ¢ JJrﬂloﬂ g A5ET, 1A An|

S %al% [, BAE AulsE 9T v
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Table 11. Results of Multiple Regression — Online Convention Service Quality and
Re-participation Intention in Other Types of Online Conventions

Unstandardized Standardized
Independent Coefficient Coefficient
. p VIF
Variable B Standard
Error B
(Constant) 566 298 - 1899  .059 -
Rf‘pa”icip Human Service 159 078 123 2046 042" 1.439
ation
Intention Program .469 .075 372 6.265  .000™"  1.405
in Oth
?YP%tsegf Platform Service 138 061 132 2260 025 1.366
Online Platform Aesthetic ~ —.023 064 -.021 -354 74 1445
Conventions
Interaction 114 049 127 2329 021 1.188

Notes: 1. R?=.301 Modified R*=.289 F=23.975 p-value0.001"
2. *pX0.05, **p<0.01, **pX0.001.

7] ke

Aoz yehgon,

IR

=0.445) 432H-84(f=0.156) T2 AH(+)

o 9L MAE Ao tehut

2) 2201 7N AHIAZT
HolgolE o] e

B2 A3 R°e] FhS 0.301, FEk 23.9750.2

p<0.001

Szol folat gHNoR Huy
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EEEREICHENE T RNE SERR
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