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1.  Introduction

Since Martilla and James1 proposed IPA (Importance-
Performance Analysis), it has been widely applied in variety 
of settings in parks suggest likelihood varies according 
to the migrants’ satisfaction with crucial attributes’ 
performance2. However, IPA has been criticized by recent 
research due to the limitation of self-rated importance 
which might cause a bias in assessing marketing 
efficiency of a company or an organization3. Therefore, 
many researchers suggested modified IPA methodologies 
in order to identify the critical features which should 
be improved to evaluate customer satisfaction and 
performance4. This studied goals to find the application 
of the revised IPA technique to assess the performance of 
the festival and to support the effectiveness of evaluation 
of local festivals. This study concludes with providing 
suggestions and empirical evidence for the application 
of the revised IPA methodology and management 
implications for the Sobaeksan Royal Azalea Festival in 
Danyang, South Korea. 

2.  Literature Review 

2.1 Importance-Performance Analysis (IPA)
IPA presents all importance and performance items in a two-
level grid1. In the four quadrant graph, performance is on the 
horizontal axis and importance is on the vertical axis. Based 
on IPA, researchers can point out the major weaknesses and 
provide a way to improve the targeted factors contributing to 
customer satisfaction shown in Figure 1.

Decision makers then allocation all replaced by the 
four quadrants of an IPA matrix: “Q1 Concentration”, “Q2 
Keep Up”, “Q3 Low priority”, “Q4 Overkill”.

2.2 Tourism Satisfaction
Customer satisfaction has been completely studied by 
researchers and marketing professionals for quality 
improvement and repurchase analysis. Hartman5 developed a 
customer satisfaction concept that consists of three constructs 
(e.g., the systemic, affective, and  cognitive). 

Hunt6 the cognitive level describes the service 
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experience, the affective level refers to customer’s 
psychological reaction toward the service performance 
and the systemic level discusses the gap between the 
expected and the received services. Customer satisfaction 
is later defined by customer’s post-purchase evaluation 
of service delivered and comparison of customer’s 
anticipations and the actual service experience6. This 
concept is further refined as the forecast-disconfirmation 
model by Oliver7 with four elements: Satisfaction, 
disconfirmation, perceived performance and pre-
purchase anticipations. If a customer’s anticipation is met 
or exceeded by the perceived service performance, the 
customer will be satisfied. But, if a customer’s anticipation 
is not met by the perceived performance, disconfirmation 
will occur. Quality service that matches or exceeds 
customer’s anticipation therefore drives satisfaction.

Foster8, Haber and Lerner9 and Oh10 have been 
interested in measuring the overall levels of tourism 
satisfaction with their experiences in particular 
destinations as well as satisfaction with specific attributes 
at service encounter level such as in a hotel or at an 
attraction8-10. Since every tourism destination is endowed 
with diversified physical and cultural attributes along 
with the overall destination’s attitude toward tourists and 
the refinement of service levels, the holistic impression 
made by the destination on tourists is a subject of 
research by tourism researchers. How satisfied are the 
tourists with the transportation, the attractions, and the 
hospitality of the local people, the food, the price and the 
service quality? It has been thus recognized that tourism 
satisfaction level can be attributed to different destination 
attributes including tangible products and prices to 
intangible service quality and the companionship of the 
natives11. Tourists’ satisfaction with their experiences in 
a particular destination therefore environed all activities 

tourists participates in while their perceptions of service 
quality and staying at a destination, and pricing12.

3.  Methodology

To identify the application of the revised IPA this study 
chose the Sobaeksan Royal Azalea Festival as the case. The 
Sobaeksan Royal Azalea Festival was held in Danyang, 
South Korea for five days; from May 29 to June 2 in 2013, 
and this festival is held annually. A self-administered 
questionnaire was used and an on-site survey technique 
was chosen in order to maximize engagement with the 
respondent and to obtain a random sample of people 
participating in the festival. Trained research assistants 
distributed a total of 350 questionnaires daily during 
the festival period. Visitors were asked to participate 
in the survey at the entrances/exit of the Sobaeksan 
Royal Azalea Festival site. A total of 328 surveys were 
completed and the response rate was 93.7%. The study 
used performance-only ratings that assess a festival’s 
satisfaction. All questions of festival attributes were 
scored a 5-point Likert-type scale [strongly disagree (1) - 
neutral (3) - strongly agree (5)]. 

The data was analyzed using PASW Statistics 18.0. 
Exploratory factor analysis was performed on the festival 
attributes in order to verify the construct validity and 
reliability. In order to obtain the implicit importance of 
the performance items, the following steps suggested by 
Kim et al.4 were conducted: 1. Transform all attributes’ 
performance into natural logarithmic form. 2. Compute 
partial correlation analysis for each festival attribute with 
overall performance satisfaction. 3. Plot all attributes on 
the IPA matrix with the mean of the performance rated by 
the festival visitors and the implicit importance derived 
from the performance.

Figure 1.    Structure of Importance-Performance Analysis. Source: Martilla JA and James JC1.



SangSoo Choi

Vol 8 (18) | August 2015 | www.indjst.org Indian Journal of Science and Technology 3

4.  Results

The demographic profile showed that males (43.6%) 
outnumbered females (56.4%). Only 6 % of visitors were 
19 and younger. Over half of the respondents fell into 
the 30-59 age range (63.2%) with 13.7% aged 20-29 and 
15.2% aged 60 and over. 57.9% of visitors were residents 
and people living close to Danyang, the city in which the 
festival took place (19.5). The KMO was larger than 0.6 
(KMO = 0.88) and the p-value of Bartlett’s sphericity test 
was almost zero13. The scree plot supported four factors, 
description 75.23% of the total variance shown in Table 1.

The mean scores of all 10 festival attributes ranged from 
2.99 to 4.16. The mean (3.59) and the standard deviation 
(1.18) of the overall performance was and, respectively. 
The attributes “Festival program content”, “Festival guide 
and services”, and “Festival site” had above the overall 
satisfaction mean scores. From performance items the 
implicit importance of each festival attribute was derived, 

ranging from .57 to .14. The overall mean of the implicit 
importance of the attributes was .34 shown in Table 2.

Figure 2 show all items placed in the four quadrants. 
Service facilities, layout of facilities, restaurant and food 
site, and lodging facilities and service were in the “Low 
priority” quadrant. Festival site, festival period, festival 
program content and Festival advertising/PR were located 
in the “Keep up the good work” quadrant. Festival guide 
and services were in the “Possible Overkill” quadrant. 
One attribute (Parking facilities) have been plotted in the 
“Concentrate here” quadrant.

This result indicates that festival organizers should 
focus more on management attention for parking 
facilities. Festival guide and services were located in the 
“Possible overkill” quadrant which is being delivered 
much more than their importance warrants. This 
attribute does not need excessive efforts and resources 
in order to satisfy visitors14.

Table 2.    The satisfaction performance with 10 festival attributes and the implicitly derived importance with 10 
festivals attribute
Item Satisfaction Performance The implicitly derived Importance

M SD Rank (Partial correlation) M Rank
Festival site 
Festival advertising/PR 
Festival period 
Festival program content 
Festival guide and services 
Service facilities 
Layout of facilities 
Parking facilities 
Restaurant and food site 
Lodging facilities and service

4.01 
3.88 
3.82 
4.16 
4.06 
3.51 
3.35 
2.99 
3.13 
3.02

1.21 
1.13 
1.11 
1.21 
1.25 
1.21 
1.24 
1.31 
1.01 
1.16

3 
4 
5 
1 
2 
6 
7 

10 
8 
9

0.57 
0.49 
0.44 
0.51 
0.25 
0.21 
0.22 
0.38 
0.18 
0.14

1 
3 
4 
2 
6 
8 
7 
5 
9 

10

Table 1.    Socio-demographic characteristics of respondents

Frequency (n) Percent (%)

Gender
Male 143 43.6

Female 185 56.4

Total 328 100.00

Age

19 and younger 6 1.8

20 - 29 45 13.7

30 - 39 79 24.1

40 - 49 80 24.4

50 - 59 68 20.7

60 and over 50 15.2

Total 312 100.00
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5.   Conclusion and Further 
Studies

This study provides empirical evidence which demonstrates 
the necessity of implicit importance derived from festival 
performance, and provides a major priority improvement 
opportunity4. In the “Concentrate here” quadrant, one 
item is identified: “Parking facilities”. In the “Keep up the 
good work” quadrant, four items are identified: “Festival 
site”, “festival program content”, “festival advertising P/R” 
and “festival period”. The second important attribute was 
“festival advertising/PR”. It is suggested that the festival 
public relation department should inform people about 
the festival through various methods (e.g., use of internet 
website, magazines and radio announcements) in order 
to attract residents as well as non-residents. The first two 
most important attributes, “festival site” and “festival 
program content”, belong to the “Festival Service and 
Advertising/Public Relations” dimension. This means 
that it is critical to improve the two attributes in order to 
increase the quality of the festival.

Further study would be suggested in order to 
empirically test the revised IPA for other festival settings, 

so that festival organizers and policy makers can easily 
apply it in evaluations of festival performance.

6.  Acknowledgment

This research was supported by the Semyung University 
Research Grant of 2013.

7.  References 
1. Martilla JA, James JC. Importance-Performance Analysis. 

Journal of Marketing. 1977; 41:77–9.
2. Sheng X, Simpson PM, Siguaw JA. U. S. winter migrants’ 

park community attributes: An importance–performance 
analysis. Tourism Management. 2014; 43:55–67.

3. Chen K-Y. Improving importance–performance analy-
sis: The role of the zone of tolerance and competitor per-
formance. The case of Taiwan’s hot spring hotels. Tourism 
Management. 2014; 40:260–72.

4. Kim N, Choi SS, Schwartz Z. Importance minus perfor-
mance construct: A genuine contribution of the tourism 
literature or a mishap? Journal of Travel and Tourism Mar-
keting. 2012; 29:599-610.

5. Hartman RS. Manual of interpretation, research concepts. 
Muskegon: Southern Illinois Press; 1973.

Figure 2.    IPA Grid for festival attributes.



SangSoo Choi

Vol 8 (18) | August 2015 | www.indjst.org Indian Journal of Science and Technology 5

6. Hunt HK. Conceptualization and measurement of custom-
er satisfaction and dissatisfaction. Marketing Science Insti-
tute. 1977. p. 455–88.

7. Oliver RL. A cognitive model of the antecedents and con-
sequences of satisfaction decisions. Journal of Marketing 
Research. 1980; 17(4):460–9.

8. Foster D. Measuring customer satisfaction in the tour-
ism industry. Proceeding of 3rd International and 6th 
National Research Conference on Quality Measurement. 
The Center for Management Quality Research at RMIT 
University, Australia. 2000.

9. Haber S, Lerner M. Research notes: Correlates of tourism sat-
isfaction. Annals of Tourism Research. 1999; 26(1):197–200.

10. Oh H. Service quality, customer satisfaction and customer 

value: A holistic perspective. International Journal of Hos-
pitality Management. 1999; 18(1):67–82.

11. Crompton JL, Love LL. The predictive value of alternative 
approaches to evaluating quality of a festival. Journal of 
Travel Research. 1995; 34(1):11–24.

12. Hsu C. Mature motor coach travelers’ satisfaction: A pre-
liminary step toward measurement development. Journal 
of Hospitality and Tourism Research. 2003; 27(3):291–309.

13. Tabachnick BG, Fidell LS. Using Multivariate Statistics. 5th 
ed. USA: Allyn and Bacon; 2006.

14. Vavra TG. Improving your measurement of customer sat-
isfaction: A guide to creating, conducting, analyzing and 
reporting customer satisfaction measurement programs. 
USA: American Society for Quality; 1997.


