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The Effect of Service Quality Certification on the Consumer’s Value

in the Lodging Industry
Kim, Shang Moon
Water Industry Policy Team, Korea Water Resources Corporation, Daejeon, Korea

ABSTRACT

In this study, those previous research works are reviewed and summarized in various
contexts, and this paper also describes the results of an empirical study done for the
sample business workers in Korea, analyzing SQC and consumer’s value. The surveyed
data are statistically analysed to examine the relationship between SQC acquisition and
consumer’s value in the lodging industry, considering additional factors of business types
of companies as well as the consumer’s using purpose of service facilities. The important
findings of the study can be summarized as follows: First, the business types of
companies is an insignificant factor on the consumer’s value by the quality certificated
services, while the using purpose of service facilities(Hotel and Pension) is an significant
factor. Second, the descriptive result is shown that consumers are willing to pay
21.47~31.24 % more than the un-certificated services for quality-certificated services.

On the basis of these findings, some practical implications can be drawn for the
effective management of the lodging industry. When a firm decides to establish a
business plan, it should be considered the using purpose of service facilities.

Key words: service quality certification(SQC), consumer’s value
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(Blackiston 1988).
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Lovelock(1991)& AjH] A A|AHEE Av|A}o) A
Hole FEF Holz e FEOLE TEIN
th F AHiAE o] HolR] v FEo] B4l
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Table 1. The factors of Hotel Service and the environmental range

Service factor

Directive factor

Indirective factor

personality, expertness, technique, - guest room employee - management section employee
Personal kindness, rapidity, accuracy, manners, - dining room employee - cooking section employee
factors trust, responsibility, true heart, health, - subsidiary facilities employee - marketing section employee

knowledge and common sense etc. - selling promotion employee - services enterprise crew

- a part-time worker etc

Physical
factors

safety, comfort, convenience, pleasire,
cleanliness, standards, color, shape,
teste, mood, fascination, quality,
price, assurance etc

guest room’s fixtures, utensil,
expendable supplies, food menu,
facilities, subsidiary fixtures,
decorations etc

facilities(common management and
technical management), equipment
(fixtures and office supplies, computer
etc), garden, parking lot etc

System
factors

information, know-how, idea, plan,
design program, package, manual,
process, institution, organization,
education training plan, study,
investigation, PR event, campaign
etc

front system, guest room system,

all sort of guidance and offering
systemn, key - information, post system,
all sort of information data, R&D
process, POS system, CP management
system etc

management  system(labor, acoounting,
planing, materials, reservation, customer
etc), LAN system, F/B management,
parking system, allocation system of
cars, OA management, safety control
system, employee’s education and
training, human resource management,
welfare management system
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Figure 2. Research Model
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Table 2. Characteristics of Sample

@ Gender
Male Female Total
Frequency 57 28 85
Percentage(%) 67.1 329 100
@ Age

20th  30th 40th 50th  Total
Frequency 23 43 16 3 85
Percentage(%) 27.1 506 188 35 100
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Table 3. SQC’s Value by the Business Type
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I o mo I

Standard

E Variabl Busi T M -val
xam Variable usiness Type ean Deviation t p-value
Hotel 2953 1920
to the business . -121 904
- Pension 2988 .1893
Additional Payment Hotel 1706 1572
Ratio to the pleasure . -1.720 087
Pension 2147 1766
(%)
. Hotel .2965 1737
to the memorial journey . -573 .568
Pension 3124 1877
Table 4. SQC’s Value by the Using Purpose of Hotel
- wal
Using Business Pleasure Memoria F Duncan’s test
Purpase ®) ®) Joumey (Pvalie)  (a=0.05)
-value =U.
Value ™)
Additional
ditional . vice Quality 2953 1706 2965 14,542
Payment Ratio . TBM
Certificated Hotel (.1920) (.1572) (.1737) (.000)

(%)
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Table 5. SQC’s Value by the Using Purpose of Pension

P::;:i Business  Pleasure Memorial Journey F Duncan’s test
(B) ® ™) (P-value) (a=0.05)
Value
Additional Payment Service Quality 2988 2147 3124 6.981 TBM
Ratio (%) Certificated Pension  (.1893) (.1766) (.1877) (.001)
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