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ABSTRACT

A Study on the Service Quality of a Wedding Consulting

Company and Consumer Satisfaction

YoungYun Hong
Dept. of wedding industry & cultural major
The graduate school of cultural industry

Sungshin Women's University

As wedding industry are growing and fragmented , wedding
service industry is required to provide excellent service to the
customer.

Because providing high quality service can increase customer
satisfaction, measuring service quality 1s one of the 1important
problems facing management wedding consulting company. And
the delivery of higher levels of service quality 1s the strategy
that service providers are positioned themselves more effectively
in the marketplace.

The main purpose of this study is to investigate measurement of

wedding consulting company service quality and relationships
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between service quality of wedding consulting company and
customer satisfaciton.

In this study, the service quality of wedding consulting company
has classified into human service and physical service.

And this study intended to analyze how factor could influence
customer satisfaction most.

The results of this study are summarized as follows:

First, the factor analysis about the quality of human service
shows that it consists of the five factors such as tangibles,
reliability, assurance, responsiveness, and sympathy.

And that of physical service shows that it consists of the three
factors such as facilities, intrinsic value, and awareness.

Second, human service quality has more positive influence on
customer satisfaction than physical service quality. This means
that an improvement in human service 1S more important than an
improvement in physical service. Recently, the importance of the
human service quality of the wedding consulting company 1is
emphasized to fulfill the various desire and demand of each
individual customer.

Third, the analysis shows that among human service quality
factors, sympathy has the most significant influence on customer
satisfaction and responsiveness, reliability follow in order. Only
intrinsic value of the physical service quality has significant
influence on customer satisfaction.

It 1s assumed that customers are satisfied with the service
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providing various and useful information, dealing with complaints,
providing personalized service, managing schedule, and so on.

In this study, it is aimed to provide the theoretical basis on
relations between wedding consulting company service evaluation
variables and customer satisfaction, also to offer the strategic
implication to wedding consulting company for competitive

superiority.
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