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on Customer Satisfaction, Trust, and Intention to Re—attend Ballet Performances
: US Localization of K-ballet Content

O OF
0=

2 A7 WA Qv BARE, 44, B4 87)o0] B, A=, A Do) oue JFe
AEAE A5H0R BAStaA U U 9 AlEvt A weeleo] HA e S At

A diA2 F2 249(201949 ~ 20209) 2t HElE S SAFOIAM AR Ak FHol
b A (H=ee) wheha B AT 20209 8€ F, 129 2RY AR AE|HE B
AL AART, FET 2408 3 HEYY. £YE 88 BEORE SmartPLS B4 T2
of FRYAA BIEAE AL, AT E v o (DS ARlA FE F A
| EAHoZ ot F(+H)2 YFE AL Aoz Yetygrh I8y 74, B8 842 wE
HOoE ROt IFE A . (FES AlFo] SAHCE FoAt H(+)9] FFE U= A=
Uebdt. 28y 7H, 284 @42 AlFel] BAHCR foltt 9FE vAA ZRH. QS AFd &

By

03"
T

i

o™
op

B

P

ot rlo o rfo 39 K
o Mo T f[F 3L

)

o2 o5t AL nAA TA (HES A V)R] FAHCR folat F(1)9] FFE AL Ao
2 Uehth (A7 A BgelEd] BAH0R folt 19 GRS WAL Ao e,

o

=4 |

W SYO o LYSH | MHA FE S AR A AT | YA 2

Abstract

This study aims to conduct an empirical analysis on the impact of service quality (performance work,
price, physical environment) on customer satisfaction, trust and intention to re-attend ballet
performances. Another focus of the research is to examine the structural effect of satisfaction and trust
on customer's intention to re-attend. This study surveyed 240 adults (Americans) who have physically
attended ballet performances from 2019 to 2020. Applying the structural equation modeling analysis
using the software SmartPLS, this study investigates 240 valid responses obtained from a global research
institute in a mid-August 2020 survey. The findings of the analysis are as follows. (1) Performance work
is positively correlated with customer satisfaction, while price and physical environment do not affect
customer satisfaction. (2) Performance work is positively correlated with customer trust. However, price
and physical environment haven't been observed to affect customer trust. (3) Customer satisfaction is
positively correlated with customer trust. (4) Performance work, price and physical environment do not
affect customer's intention to re-attend ballet performances. (5) Customer satisfaction is positively
correlated with customer intention to re—attend performances. (6) Customer trust is positively correlated
with the intention to re—attend performances.
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