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Abstract

The purpose of this research is to find out how festival servicescape and human service
impact the participant’s emotional response and behavioral intention in terms of participants as
CONsumers.

The servicescape of festival indicated 4 common factors, named cleanliness, convenience,
suitability —and attravtiveness. As a result of analysis, it indicated that cleanliness and
convenience from among the servicescape of festival variables are positively on positive
emotion, negatively on negative emotion. And it was analyzed that all the variables of human
service influence significantly on emotional response. Especially, it showed that expertise of
human service variables influence on positive emotion the most, influence significantly on
negative emotion. The result of relationship on behavioral intention indicated that the
convenience factor of festival servicescape and expertise factor of human service influence
significantly. Therefore, to operate successful festival, festival organizer should plan and
manage the festival based on factors which comprises festival servicescape and human service.
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