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A Comparative Study on Service Quality, Customer Satisfaction and
Loyalty between Korean and Chinese Hotel's Website

Dong-Geon Lee, Lunjia Xie , Sang-Joon Lee
ABSTRACT

By investigating visitors of Shanghai Expo in 2010, Chinese and Japanese would be very popular to participate in Yeosu
Expo, 2012. In this paper, we aim at taking place Yeosu Expo successfully. So, we study the service quality of hotel
website for Korean and Chinese respectively. We build a research model for difference of recognition to service quality,
customer satisfaction and loyalty of hotel web service among the two nation people. We propose five service quality factors
(information, transaction, design, communication and security) affecting customer satisfaction and loyalty of hotel web service
with literature review. The research hypotheses are proved by actual analysis to the user of hotel website. The results of
this paper will provide strategic data successfully for management of hotel web site in Yeosu Expo and other convention
events.
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Table 1. Literature review on website service quality measurement
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Table 2. Operational definition of variables
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Table 3. Statistical characteristics of the sample
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Table 4. Web site usage analysis of Hotels
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Table 5. Service quality analysis of hotel web
site
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Table 6. Reliability analysis results
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Table 7. Regression analysis of Hypothesis 1
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Table 8. Regression analysis of Hypothesis 2
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Table 9. Regression analysis of Hypothesis 3
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Table 10. T-test results of service quality,
customer satisfaction and loyalty on Korea and

China hotel Web site
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