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Abstract: The aim of this study is to examine the most important service quality factors for
rural accommodations in rural tourism villages in South Korea by simultaneously utilizing
Importance-Performance analysis (IPA) and gap analysis. The tabulated results were presented
in a two-dimensional grid t showing the strengths and weaknesses of the tourism attributes being
studied. Among the 18 items measuring the service quality of rural accommodations, there are
no items identified for the concentrate quadrant. Ten items fall in the “Keep up the good work”
quadrant, which indicates high performance and importance values. It also includes “the attitude
of local residents”, “the attitude of the accommodation’s owner”, and “the expertise of the owner”.
Management of rural accommodations in South Korea must make special efforts to maintain and
improve service quality for these ten high performance and importance attributes. Gap analysis is
used to illustrate how tourism operators can improve their service quality.

Keywords: rural tourism; rural accommodations; service quality; IPA; gap analysis

1. Introduction

Service quality has been considered as a main factor to differentiate service products and build a
competitiveness in tourism. The issue of measuring service quality has received increasing attention in
the tourism and recreation literature [1-3]. Service quality in the rural tourism industry has received
increasing attention because the generation of income depends on how rural tourism operations
provide quality service [4-7]. The profile of rural tourism operators often lacks required tourism
service and management [4,5].

In South Korea, the demand for rural tourism has risen recently. According to the Rural Development
Administration [8], 19% of urban people are familiar with rural tourism, and 23.4% have experienced
rural tourism before. Furthermore, 70.4% are interested in having a rural tourism experience in the
near future. The number of hospitality accommodation units available as tourist accommodation,
according to the Rural Development Administration [8], was estimated to be about 13,000 rooms in
4400 farm-stay households. Rural tourism in South Korea is still at an introductory stage that most
rural tourists are excursionists with a low rate of overnight stay and short stay.

Rural accommodations uniquely differ from traditional hotels, motels, and boarding houses
located in the countryside. Rural accommodations have their own characteristics and harmonize with
their surroundings and local cultures. Rural accommodations can be an important source of income for
rural villages and destinations, especially if they provide more than just a bed for the night [5,7,9-11].
However, despite the vast amount of research done in the area of service quality, quality related
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issues in rural accommodations have received little research attention within the hospitality context.
Good service quality provides a competitive advantage for rural tourism.

The two main research instruments are Importance-Performance Analysis (IPA) and SERVQUAL
to investigate service quality of properties in the hospitality and tourism industry. Most of the previous
studies have used and also modified SERVQUAL as the main measurement to examine service quality
of various types of lodging properties [12-14]. However, these measurements are not appropriate for
evaluating the service quality of rural accommodations because these do not contain specific service
quality factors that represent rural accommodations [15].

Importance-Performance analysis (IPA) has been applied to different areas in the services
industries [16-21]. IPA is a simple but effective tool because it can analyses service quality attributes
on two dimensions: performance and importance [22]. It has been applied to the hotel industry [23,24],
tourism policy [25], and tourist destinations [18,21]. And the combination of IPA and gap analysis
helps maximize the validity of application [17,26-28]. Therefore, this research has utilized IPA and gap
analysis simultaneously in order to improve and maximize the precision and validity of the application.
It is because gap analysis helps provide more information on the differences between importance and
performance after conducting an IPA. In this study, utilizing the IPA and gap analysis can be a helpful
approach to find the key success service factors to provide better and more effective and efficient
references and recommendations to rural accommodation operators in South Korea.

Rural tourism in South Korea suffers from two major problems which are inconsistent service
quality and lack of appropriate service orientation. Product quality was traditionally linked to the
technical specifications of goods, with the most definition of quality arising from the manufacturing
sector. However, in the hospitality industry, many aspects of service quality do not lend themselves
to standards. Quality aspects such as “friendliness”, “helpfulness” and “politeness” are likely to
be interpreted differently by various tourists and assessed subjectively. Moreover, the environment
in rural accommodations makes it different to provide consistent service quality. The study aims
to investigate the differences between the importance (expectation) and performance (satisfaction)
of tourists who have stayed in rural accommodations using IPA and gap analysis. This study will
examine the importance and performance of tourists and analyze what lodging service qualities are
the most important in terms of importance and performance. Furthermore, this study will investigate
the differences between importance and performance among 18 items of service quality and divide
the importance and performance of service quality into two categories to study the importance level
and the performance level separately. Finally, this study will suggest effective strategies for improving
the service quality of rural accommodations through identifying the characteristics of importance
and performance of in service quality. The gap between importance and performance for tourism
service will be analyzed and the marketing management implications will be discussed. This kind of
information has practical implications for operators of rural tourism accommodation as they can direct
their resources to improving weak service dimensions and to refining their marketing efforts so that
customer expectations are met by the service delivered.

2. Literature Review

Rural accommodations uniquely differ from traditional hotels, motels, and boarding houses
located in cities. Rural accommodations have their own characteristics and harmonize with their
surroundings and local cultures. Rural accommodations can be an important source of income for rural
villages and destinations, especially if they provide more than just a bed for the night [9]. By improving
the quality of services delivered to customers, the wealth and income generated in rural areas can be
increased and even bring greater satisfaction to tourists. Perceived service quality during a customer’s
stay can bring return visitors. Excellent service leads to the loyalty of current customers, generates
more income, and attracts new customers [29,30]. High quality services enable tourists to enjoy
participating in the natural surroundings or the activities, customs, and lifestyles of local residents.
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There are several issues in service quality in the previous literature. One of main issue is how the
factors or dimensions are established in small size of tourism business such as rural accommodations.
The initial study of service quality conducted by Gronroos [31] suggested three dimensions: technical
quality, functional quality, and image. Parasuraman, Zeithaml, and Berry [13] initially established
ten dimensions that were eventually combined into five [13] tangible elements, reliability, response
capability, assurance, and empathy. Many other researchers have attempted to examine the dimensions,
but no consensus exists. Babakus and Boller [32] found that the dimensions of service quality
may differ based on type of service. Carman [33] claimed that the 10 dimensions suggested by
Parasuraman et al. [13] were not applicable to every type of service and even discovered other
dimensions, such as cost and convenience.

It can be argued that even all technical quality aspects are identical at all sites (e.g., size of the
guest room or availability of toiletries in the quest bathroom), there could be major change in terms of
functional quality (e.g., service provider’s attitude). In rural tourism, the functional quality is usually
determined by only one or two individuals: the owners or operators [5].

There are other issues about instruments to measure service quality. The Importance-Performance
Analysis and SERVQUAL are the two main research instruments that have been developed over
the last several decades and those have been used to analyze the concepts of quality and consumer
satisfaction in the service industry. The most widely used instrument is SERVQUAL, developed by
Parasuraman et al. in 1988 and revised in 1991 [9]. In the tourism industry, SERVQUAL is the most
widely used and accepted service quality measurement model [12,34] such as LODFSERYV for service
quality in hotels [35], LOGQUAL [36-38], and HOTELQUAL [39], DINESERV for restaurants [34],
HISTOQUAL for historical houses [40] and ECOSERV for ecotourism [41], RURALQUAL [42-45].
In particular, RURALQUAL was introduced and designated by Loureiro [42] and was consisted of
22 items. RURALQUAL was made based on SERVQUAL model (Parasuraman et al. [13]). The different
items used for the scale are based on the SERVQUAL scale, which is one before using the lodging
(expectations) and another before leaving (perceptions).

IPA is a procedure that shows the relative importance of various attributes and the performance.
One of the major benefits of using IPA is to identify areas for service quality improvements.

According to Deng [46], Taiwanese hot springs tourism case is presented to demonstrate the
implementation of the proposed revised IPA. The effective and appropriate action direction for each
satisfaction attribute acquired by applying the revised IPA thus enables business managers to achieve
a competitive advantage. The revised IPA grid for dimension is only “empathy and assurance”
dimension was identified in the “concentrate here” quadrant. And responsibility dimension was
identified in the “low priority” quadrant.

According to Hudson and Shephard [18], by using the IPA technique, the study was to identify
the attributes of a ski resort with focus groups and in-depth interviews. Final tabulated results were
presented in a two-dimensional grid to show the strength and weaknesses of the tourism attributes
being studied. The attributes appearing in the “concentrate here” quadrant were the majority of
services on the slopes, comfortable beds, value for money in bars and restaurants and the prices in the
ski shops.

Wade and Eagles [21] presented an application of the IPA technique to a sample of visitors
to Tanzania’s National Parks. For Serengeti users, the concentrate here quadrant includes two
attributes which are security for theft and low level of crowdedness. For Kilimanjaro National Park,
the concentrate here quadrant includes five attributes which are low level of litter, security from theft,
knowledge of guide, low level of crowdedness and accommodation.

Service quality will be judged on not only technical quality (outcome), but also on the process by
which the service is functional quality (delivered). However, the intangible nature of most services
suggests that it may often be difficult to identify objective performance indicators and, consequently,
consumers may encounter difficulties in attempting to assess the quality of the service they receive.
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Several measurements were newly developed and designed based on SERVEQUAL that are
used in many previous researches since the original SERVQUAL is not proper to evaluate a small
size of facilities in rural tourism. And those are RURALQUAL for a rural house in Portugal [42-45]
and HISTOQUAL for historic house in U.K. [40,47]. Also, Reichel et al. [5] developed and utilized
the new measurement based on SERVQUAL for rural accommodations in Israel and the number
of items in the measurements has been decreased to better evaluate small size facilities in rural
tourism. These measurements that examine the differences between expectation and satisfaction
are all established on SERVQUAL. However, the limitation of the previous studies using the
SERVQUAL-based measurements is that none of the previous studies were able to provide solutions
on how to strategically improve each problematic item measuring service quality. On the other hand,
IPA is an effective method of analysis since it measures and provides with clear results of what aspects
of service quality of rural accommodations must be improved and/or maintained for service quality
improvement strategies.

3. Methodology

3.1. Measurement

The majority of previous service quality studies have used SERVQUAL. However, SERVQUAL
is most appropriate for large-sized accommodations and is not effective for evaluating small-sized
accommodations like the rural accommodations. This is because SERVQUAL does not include
several factors that must be considered when examining the service quality of small-sized
accommodations [5,15].

In order to investigate the differences between the importance level and performance level
of rural accommodations in South Korea, a total of 18 items of importance and performance for
service quality were developed. Measurement for this study was developed based on Fleischer et al.’s
measurement [15]. Because the measurement of Fleischer et al. [15] was rooted in SERVQUAL,
the researchers modified the measurement in order to make them more suitable for rural
accommodations. Fourteen of the 15 items from Fleisher et al. [15] were used for this study. Four items
were added that addressed the specific characteristics of rural accommodations in South Korea.
The 4 added questionnaires were “programs for adults”, “the cleanliness of food”, “the variety of
excellent choices”, and “various opportunities in the village’s news and events”. The pilot study was
conducted with rural tourists, and finally, a total of 18 items were selected and used.

The measurement for performance and importance was developed to have the same set of attributes
(total 18 items) and the same scale (Likert 5-point scale), so that importance and performance can be
directly compared for the same attributes via the IPA grid [48]. Responses to importance/performance
were scored on a Likert five-point scale: 1 for “very low importance/performance”, 2 for “low
importance/performance”, 3 for “neutral”, 4 for “high importance/performance”, and 5 for “very high
importance/performance”.

3.2. Data Collection

The target population for this study was customers who visited rural villages and stayed at rural
accommodations in South Korea. A random sampling method was used for the survey, and customers,
who visited the villages and stayed at rural accommodations during the months of June to August 2014
were approached to participate in the survey.

This study investigated 54 rural tourism villages nation widely selected and promoted by
the South Korean government for rural tourism village development projects. The regions were
selected because they are distributed evenly nationwide across South Korea; Kangwon-do (15 villages),
Gyeonggi-do (5), Chungcheongnam-do (9), Chungcheongbuk-do (5), Jeollabuk-do (4), Jeollanam-do (4),
Gyeongsangbuk-do (5), Gyeongsangnam-do (4), and Jeju-do (3) (See Appendix A). The researchers
visited the villages to explain the purpose of the study and receive permission to conduct a survey.
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The survey respondents filled out the intercept survey. A total of 500 questionnaires obtained; of these,
58 were not filled out completely and were unusable, so 442 visitors were used for this study.

3.3. Data Analysis

Identifying critical service attributes to improve overall quality under resource-limiting conditions
has become absolutely necessary and IPA has been regarded as a simple and useful technique for
rendering service quality. For this study, data analysis in the study has three folders. First of all,
item reliability analysis was conducted to verify the reliability of the questionnaires used. Item analyses
were conducted on a total of 36 items: 18 items for importance and 18 items for performance.
Cronbach’s alpha (x) was used as the criterion. This scale performed well for both importance and
performance. Cronbach’s « for importance was 0.952, and Cronbach’s « for performance was 0.957.
The cut-off value of Cronbach’s o was 0.70 [49]. Therefore, the results indicate that both the importance
scale and the performance scale used for this study have high internal consistency and show good
reliability as scales.

Secondly, in order to obtain keen and detailed results and to assess the implications for
management, IPA was performed. The grand means of the importance and performance scale were
used as the crosshair point on the IPA grid. Then, the mean scores of the importance and performance
of each service quality attribute were calculated and plotted on the IPA figure.

According to Chu and Choi [26], importance and performance are graphically displayed on an
easily-interpreted, two-dimensional plot with importance on the vertical axis and performance on the
horizontal axis [28]. Vertical and horizontal lines divide this plot into four quadrants, each of which
represents different levels of importance and performance [50] and provide four different managerial
recommendations [51]. The labels of the four quadrants refer to marketing efforts [52].

Interpretation of the IPA plot is straightforward [52]. Attributes that are important to customers,
but that have fairly low-performance levels are classified into Quadrant 1, “Concentrate here”.
Placement in this cell suggests that improvement efforts are necessary. Quadrant 2, “Keep up the good
work”, displays attributes that are perceived to be very important to customers, and simultaneously,
that the organization performs well. Some attributes may fall in Quadrant 3, “Low priority”,
because both importance and performance ratings of the attributes are lower than the average.
These items are likely to receive a low priority in resource allocation decisions. “Possible overkill” in
Quadrant 4 specifies that the attributes falling in this area are relatively less important, but that the
company performs well on these attributes.

Lastly, gap analysis provided simply in terms of a paired-sample t-test to test if significant gaps
existed between the importance and performance. Gap analysis helps provide more information on
the differences between importance and performance after conducting an IPA. Previous studies [53,54]
have proved that an understanding of the gap between the expected service and the perceived
service is necessary, and the combination of IPA and gap analysis helps maximize the validity of
application [26,28].

In Figure 1, a diagonal line is incorporated into the IPA grid. This line is called the iso-rating or
iso-priority line and indicates where importance equals performance [48,55,56]. This line separates the
graph into two areas. All negative gap points above the diagonal line indicate where management
attention is required because importance exceeds performance. Positive gap points plotted below
the line indicate that performance of an attribute exceeds the importance. This also means that there
is already a high performance with relatively low importance, so no extra management attention
is required. By plotting the importance-performance gap scores against the diagonal line, the gap
analysis provides an indication of whether the focus and resources are being utilized adequately,
insufficiently, or ineffectively [57].
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Figure 1. The gap-diagonal line on Importance-Performance Analysis (IPA) grid.

4. Results

4.1. Respondent Profile

Table 1 shows the demographic profile of rural accommodation visitors. Among the 442 respondents,
43.7% were male and 56.3% were female. In terms of age, 35.1% of the respondents were 30-39 years
old, 29.2% were 4049 years old, 19.8% were 21-29 years old, and 11.3% were 50-59 years old.
Only 3.1% were 20 years old or below, and 1.4% were above 60 years old. Regarding marital
status, 68.5% of the respondents were married and 29.6% were single. Relatedly, rural tourists most
likely to visit rural accommodation were those who visited with their families (52.2%), followed by
with business colleagues (26.7%), and with friends (18.4%). Only 2.7% were alone when they visit
rural accommodations. Also, 75.5% of families who visited had a child or children in their families.
(See Table 1).

4.2. Importance—Performance Analysis

4.2.1. Perceived Importance and Performance of Rural Accommodations

Table 2 shows the IPA results. The sample size of each attribute (N) is displayed, and the
importance means (I) performance means (P) of all the service quality attributes were analyzed and
ranked in descending order. All 18 service quality attributes had importance means between 3.13 and
3.68, meaning that all respondents ranked the selected service attributes between “neutral” and
“important”. The top five most important attributes for rural accommodations are “the attitude of the
accommodation’s owner (M = 3.68)”, “the attitudes of local residents (M = 3.67)”, “the cleanliness of
local food (M = 3.53)”. “The reservation system (M = 3.49)”, and “The room design and the surround
landscape (M = 3.48)”. Rural tourists in South Korea perceived the attitude of the accommodation’s
owners and local residents as the most important factor. This is understandable because a respect
for life is based on Confucian ideas and has been valued in Korean culture for a long time.
Also, “the cleanliness of local food” was considered as an important item. This may be due to
respondents expecting to have healthy and neat food in rural areas, and also due to an increasing
interest in the well-being and healthy lifestyles. People usually plan ahead before their trip or vacation,
so convenient and easy reservation systems were also considered an important attribute of rural
accommodations. Because location is always the number one factor for selecting lodging and the
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fact that room design is an important factor for choosing accommodations, “the room design and
surrounding landscape” was also ranked as high.

Table 1. Demographic profile of respondents.

Items N Valid % Items N Valid %

Gender 396 Annual income 420

Male 173 43.7 Less than $15,000 58 13.8

Female 223 56.3 $15,001-$30,000 119 28.3
Age 424 $30,001-$45,000 92 21.9

20 or below 13 3.1 $45,001-$60,000 71 16.9

21-29 84 19.8 $60,001-$75,000 39 9.3

30-39 149 35.1 More than $75,000 41 9.8

40-49 124 29.3 Educational level 423

50-59 48 11.3 Less than high school 13 3.1

Over 60 6 14 High school 129 30.5
Occupation 435 Bachelor’s degree 248 58.6

Professional work 80 18.4 Graduate degrees 33 7.8

Self-employed 47 10.8 Tourism companion 441

Housewives 79 18.2 Alone 12 2.7

Technical post 16 3.7 Family (spouse, parents, relatives or children) 230 522

Office jobs 112 25.7 Friends 81 18.4

Students 49 11.3 Business colleagues 118 26.7

Service work 20 4.6 Children in the family 436

Etc. 32 7.4 No child 107 24.5
Marital status 429 Children 329 755

Single 127 29.6

Married 294 68.5

Etc. 8 1.9

Comparatively, the five least important service attributes were “the various offers of the rural
village’s events and news (M = 3.13)”, “the programs with experience and convenience facilities
(M = 3.13)”, “experiential activities for adults (M = 3.18)”, “experiential activities for children
(M =3.22)”, and “the guidebook for the local area and attractions (M = 3.23)”. Rural tourism visitors
may not consider “the various offers of the rural village’s events and news” because the main reason
for visiting rural areas is relaxation and recharging, as noted by previous literature. Since most rural
tourism destinations in South Korea are small scale, tourists usually do not expect any experience or
convenience facilities, various programs, and guidebooks (See Table 2).

Table 2. Importance—performance analysis (IPA) for rural tourism accommodations.

Ranking Importance Attributes T(N) Performance Attributes P (N)
1 5. The attitude of the accommodation’s owner 3.68 (437) 5. The attitude of the accommodation’s owner 4.31 (439)
2 4. The attitudes of local residents (Kindness, etc.) 3.67 (433) 4. The attitudes of local residents (Kindness, etc.) 4.26 (434)
3 15. The cleanliness of local food 3.53 (423) 15. The cleanliness of local food 4.07 (421)
4 7. The reservation system 3.49 (431) 6. The expertise of the owner 4.03 (436)
5 13. The room design and the surround landscape 3.48 (437) 10. The cleanliness of the room 3.97 (437)
6 12. The price level 3.45 (429) 13. The room design and the surround landscape 3.97 (439)
7 6. The expertise of the owner 3.45 (434) 9. The size of the room in accommodation 3.96 (436)
8 10. The cleanliness of the room 3.45 (437) 14. The restroom and bathroom condition 3.94 (439)
9 14. The restroom and bathroom condition 3.43 (438) 7. The reservation system 3.92 (432)
10 11. The air-condition system 3.42 (431) 12. The price level 3.90 (430)
11 9. The size of the room in accommodation 3.41 (435) 11. The air-condition system 3.86 (429)
12 16. The furniture in the room 3.27 (437) 16. The furniture in the room 3.73 (439)
13 17. The variety of excellent choices 3.24 (427) 1. The experiential activities for children 3.72 (427)
14 8. The guide book of the local area and the local attractions ~ 3.23 (433) 2. The experiential activities for adults 3.65 (431)
15 1. The experiential activities for children 3.22(425) 8. The guide book of the local area and the local attractions ~ 3.63 (434)
16 2. The experiential activities for adults 3.18 (432) 17. The variety of excellent choices 3.55 (424)
17 3. The programs with e%Pe.rience and 3.13 (430) 3. The programs with ex'p‘e‘rience and 3.52 (428)
convenience facilities convenience facilities
18 18. The various offers of the rural village’s events 3.13 (431) 18. The various offers of the rural village’s events 3.49 (426)

and news

and news
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4.2.2. IPA

The IPA was applied to compare the importance and performance of rural accommodations in
South Korea and also to provide suggestions to the management for future strategies to improve the
service quality of rural accommodations. The IPA results are presented in Figure 2. The grand means
for the importance and performance of the 18 items were used as a central point of the IPA grid [26].
The mean values of importance and performance are plotted in Figure 3 as based on the IPA results.

Performance
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Figure 2. Importance—performance analysis for rural accommodations in South Korea.

Among 18 rural accommodations’ service attributes, eleven were identified in the “Keep up
the good work” area. These attributes were “4-the attitude of local residents”, “5-the attitude of the
accommodation’s owner”, “6-the expertise of the owner”, “7-the reservation system”, “9-the size of the
room in accommodation”, “10-the cleanliness of the room”, “12-the price level”, “13-the room design
and the surrounding landscape”, “14-the restroom and bathroom condition”, and “15-the cleanliness
of local food.” These ten attributes were perceived by customers as important and well performing.
These results display the fact that overall, rural accommodations in South Korea have performed well
in the above respects. However, only 4 attributes (4, 5, 6, and 15) have a high-performance value or a
score above 4.0. The performance values of the other six attributes (7, 9, 10, 12, 13, and 14) are all less
than 4.0, ranging from 3.90 to 3.97. Special efforts should be made to maintain and improve service
quality for these six attributes, so they can eventually have high-performance values.

Interestingly, the attributes 5, 4, and 15 are ranked as the top three attributes in both importance
and performance. These three attributes all fell into the “keep up the good work” quadrant and
indicate that people perceived these attributes to be the most important and also highest performing
in rural accommodations.

One attribute, “11-the air-conditioning system” had the performance value (3.86), which is the
same as the grand mean of the performance value. This suggests that management made an effort



Sustainability 2018, 10, 443 9 of 15

with the air-conditioning system in order to move this attribute completely into the “Keep up the good
work” area.

Seven attributes fell in the “Low priority” quadrant. These attributes included “1- experiential
activities for children”, “2-experiential activities for adults”, “3-the programs with experience and
convenience facilities”, “8-the guidebook the local area and local attractions”, “16-the furniture in
the room”, “17-the variety of excellent choices”, and “18-the various offers of the rural village’s
events and news.” These seven attributes are not perceived as important and did not perform well,
so management is not likely to focus on these attributes as they should have low priority in resource
allocation decisions.

4.2.3. Gap Values do not Always Equal Performance-Importance Exactly Due to Rounding

No attribute fell into the “Concentrate here” area, which is a positive result. Attributes in this
area are considered as not important but performing well. This means that rural accommodations in
South Korea are not wasting their resources on unimportant attributes. Also, no attribute fell into the
“Possible overkill” area. Attributes in this quadrant are not perceived as important but perform well.
The lack of attributes in this area indicates that rural accommodations in South Korea are performing
well for the attributes considered salient.

4.2 4. Importance-Performance Gaps

Mapping the importance-performance values against the iso-rating line allows researchers to
acquire a simple indication of whether the accommodation’s resources and focus are positioned
properly or inadequately [9].

Table 3 contains the sample size (N), the mean performance (P), the mean importance (I), the mean
gap (G), the t-value, and the statistical significance (sig) for each attribute. A diagonal line of a 45-degree
angle where importance equals performance was added to the IPA grid. Rural accommodation visitors
consistently rated the performance of rural accommodations higher than the importance. All of
18 attributes have a statistically significant positive gap value (p < 0.001), falling to the right of
the diagonal line. Attributes plotted below the line indicate that performance exceeds importance,
and attributes in this section are also considered “satisfactory.” On the contrary, positive gap scores
might mean a possible waste of resources in areas where high performance already exists despite
relatively low importance (See Table 3).

Interestingly, the top and bottom three attributes in the gap analysis are closely related to
the results of IPA. The top three attributes that have the highest gap between Importance and
Performance are “The attitude of the accommodation’s owner (1st/1st)”, “The attitudes of local
residents (2nd/2nd)”, and “The expertise of the owner (7th/4th)”. The three attributes are in the upper
ranks of IPA results. Furthermore, these are plotted in Quadrant 1 which is “Keep up the good work”.
Meanwhile, the bottom three attributes are “The variety of excellent choices (13th/17th), “The various
offers of the rural village’s events and news (18th/18th), and “The programs with experience and
convenience facilities (17th/17th). The three attributes are in the lower ranks of IPA results. These are
plotted in Quadrant 3 which is “Low priority”.

Although gap analysis provides simple and easily understood (or analyzed or applied) results for
management action and resources allocation, it only provides a rough result and has one-dimensional
implications [48]. The results of the gap model only deliver limited implications for the management
of rural accommodations in South Korea since it only shows that all of the attributes were plotted
below the iso-rating line [55], meaning that performance on an attribute exceeds the importance and
also that there is already high performance with relatively low importance.
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Table 3. Gap analysis for rural tourism accommodations.

Rankings Attributes I P G t-Value Sig
1 17. The variety of excellent choices (Q3) 3.24 3.55 0.32 7.170 0.000 *
2 18. The various offers of the rural village’s events and news (Q3)  3.13 3.49 0.36 7.729 0.000 *
3 3. The programs with experience and convenience facilities (Q3)  3.13 3.52 0.38 6.963 0.000 *
4 8. The guide book of the local area and the local attractions (Q3) 3.23 3.63 0.40 8.037 0.000 *
5 7. The reservation system (Q1) 3.49 3.92 043 8.975 0.000 *
6 11. The air-condition system (Q1) 3.42 3.86 0.45 7.744 0.000 *
7 12. The price level (Q1) 3.45 3.90 0.45 9.092 0.000 *
8 16. The furniture in the room (Q3) 3.27 3.73 0.45 9.986 0.000 *
9 2. The experiential activities for adults (Q3) 3.18 3.65 0.47 9.542 0.000 *
10 13. The room design and the surround landscape (Q1) 3.48 3.97 0.48 9.150 0.000 *
11 1. The experiential activities for children (Q3) 3.22 3.72 0.49 9.230 0.000 *
12 14. The restroom and bathroom condition (Q1) 3.43 3.94 0.50 9.493 0.000 *
13 15. The cleanliness of local food (Q1) 3.53 4.07 0.52 11.293  0.000 *
14 16. The cleanliness of the room (Q1) 3.45 3.97 0.53 9.881 0.000 *
15 9. The size of the room in accommodation(Q1) 341 3.96 0.54 10.223 0.000 *
16 6. The expertise of the owner (Q1) 3.45 4.03 0.58 11.770 0.000 *
17 4. The attitudes of local residents (Kindness, etc.) (Q1) 3.67 4.26 0.59 11.394 0.000 *
18 5. The attitude of the accommodation’s owner (Q1) 3.68 4.31 0.63 13.162 0.000 *

* Significant at p < 0.001.

To gain keen and detailed results, and to assess the implications for management, the 45-degree
diagonal line is added to the IPA grid. Figure 3 shows the combination of IPA and gap analysis.
All of the importance-performance gap scores of the 18 attributes were plotted against the dotted line,
which is the gap analysis’ iso-rating line [55]. By adding the IPA grid and the crosshair point that
uses the average mean values of importance and performance, the results provide multidimensional
information that helps to improve the precision of the resources distribution strategy [58] (See Figure 3).
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Figure 3. The combination of gap analysis and IPA analysis.
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5. Discussion and Conclusions

Rural accommodation operators may fail to understand market needs or fail to respond to the
service expectations of their customers. Even though the traditional IPA model has been regarded
as the most effective analytic technique for evaluating service quality and resources distribution,
related research showed that there are limitations in using the traditional IPA model to carry out
strategic analysis. These limitations cause a lower validity of practical application and lead to a
misunderstanding of results. Therefore, this article further introduced the concept of a service
quality gap model to correct the traditional IPA model. The combination of IPA and gap analysis
described in this article mainly used the index function to first understand the service gap of service
attributes supplied by current rural accommodations in South Korea, and to further respond to the
strategic matrix.

On the whole, respondents rated performance higher than importance for all items. In general,
service quality can be considered good when performance values exceed importance values. The result
indicates that in most areas, generally, the performance of rural accommodations in South Korea is
better than the customers’ perceptions of the selected service quality attributes as important factors.

Among the 18 service attributes, 11 service attributes are plotted in Quadrant 1, “Keep up the good
work.” Quadrant 1 is composed of high performance and high importance attributes and indicates
that the attributes located in the quadrant are the ones that are performing well and that tourists
are more likely to emphasize. The majority of IPA research indicated that most attributes would be
placed in this quadrant (keep up the good work) (e.g., [57]). In this research, most attributes were
placed in this quadrant 1. Operators with rural accommodations in South Korea must keep an eye
on those attributes and maintain the level of service that they are currently providing. We suggest
that operators with rural accommodations even try to enhance and improve performance on those
11 service attributes. Among the 11 attributes, only 4 attributes received a performance value of
higher than 4 (high performance). Operators should focus on higher levels of service with the other
7 attributes so they can receive higher performance. Since tourists focus more on these attributes,
management must continuously attempt to provide high levels of service.

The other 7 attributes are plotted in Quadrant 3, “Low priority”. The attributes located in
Quadrant 3 are the ones that tourists emphasize less and that had unsatisfactory performance levels.
All of the seven attributes received higher performance values than importance values. It is a good that
rural accommodations are doing a good job providing service attributes that tourists do not expect a
lot from; however, even though the seven attributes in this area have importance values below average,
management should not reduce their efforts for these services. Previous researchers have found that
customers are extremely satisfied when service exceeds expectations [27]. Providing service beyond
expectation can lead to customer loyalty behavior, such as re-visitation, positive word-of-mouth,
and recommendations to others [59,60]. Without wasting too many resources on those marginal
attributes, rural accommodations must maintain quality on that service attributes. Rural tourists do
not expect various activities or programs, furniture in the room, excellent choices, and guidebooks
from rural accommodations. There are two reasons. First, rural tourist understands that rural tourism
in South Korea is in the initial stage. Therefore, the tourists already guess that accommodations
in rural areas have backward facilities compared to other big scale facilities for the mass tourism.
Secondly, because one of the most important motivations to visit the rural tourism is for a refreshment
of relaxation [61], they do not care the factors what activities or programs could be provided from the
accommodation and furniture in the room.

While it is relatively easy to define and assess product quality, the quality of service concept often
constitutes a challenge in terms of definition and evaluation. The results of the gap analysis show that
all of the 18 service attributes evaluated of rural accommodation in South Korea have positive gaps,
indicating that most service attributes satisfy consumer expectations. Thus, from the viewpoint of a
service quality gap model, no extra management effort is required for the attributes below the diagonal
line. However, the researchers also recommend that operators of rural accommodations maintain their
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current performance level in order to attract more tourists and encourage tourists to have repeat visits.
Also, once again, resources must be adequately distributed, not insufficiently or ineffectively [57].

It should be noted that the operators need to increase the demand for rural accommodation
because most service attributes satisfy tourist expectation. By comparing tourists’ perception of
importance and performance, the operators of rural accommodation are able to determine whether
the service standard exceeds, meets, or falls below tourist perception of importance. In essence,
satisfaction occurs whenever the difference between importance and performance tends to be small.
Expected quality is determined by marketing communication, image, word-of-mouth and tourist
needs. Experienced service quality is determined by technical and functional quality. It should be
noted that technical gaps can be mitigated or even ignored if operators’ attitudes were perceived as
highly supportive and positive.

Furthermore, there is one result from the combination of IPA and Gap Analysis. Interestingly,
the top and bottom three attributes in the gap analysis are closely related to the results of IPA.
These results can show that visitors have more satisfaction when they satisfied with the attributes
that they perceive more important compared to the attributes that they perceive less important.
Therefore, operators of rural accommodations need to focus on the attributes which have the larger
differences between importance and performance.

There are several points that we must consider the results of this study. As the ranking of
importance values shows, tourists want to receive respect and be treated well by local residents and
the owners of rural accommodations. Once we understand that South Korea’s culture is based on
Confucian ideas, and thus respect, this is understandable. In the fast-moving, stressful, and heartless
society, tourists hope to receive respect from other people during their vacations. Tourists still want
to feel this connection to human nature that they cannot feel at all in today’s hard-hearted society.
The high-performance values related to the emotions and attitudes of accommodation owners and
local residents demonstrate that rural tourists can experience traditional human nature in rural
accommodations in South Korea. Rather than having various programs and activities, tourists visit
rural villages and rural accommodations to rest and enjoy the experience of a life of leisure.

There are some limitations to the study. First, even though quantitative research is the most widely
used and useful research tool, qualitative research might provide further information in order to better
understand the behavior of rural tourists from different angles of perspectives. The quantitative
research method can only provide limited information and results. Many researchers have strongly
recommended qualitative research and mixed method research [62]. By conducting qualitative studies,
researchers can gain detailed and deeper information on rural tourism, rural accommodations, and the
behavior of rural tourists. Focus groups, interviews, case studies, and observations might be good
ways to conduct future qualitative studies. Second, due to its simplicity, IPA as originally by Martilla
and James [52], is probably the most widely used tool for identifying improvement opportunities
in products and services. Despite its wide use, however, original IPA has limitations that must be
considered to avoid decision errors. It does not consider the existence of nonlinear relationships
between attributes performance and customer satisfaction [63]. And it does not know about the
performance of its competitors’ products and services [64]. In order to overcome original IPA, the future
study needs to hire the diagonal IPA.
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Appendix A
Table A1. The list of selected rural villages in South Korea.

Province City/District Villages Province City/District Villages
1. Kangwon Gangneung Haesari 28. Chungnam Taean Byutgari
2. Goseong Sottongryong 29. Taean Jogaeburi
3. Yanggu Omiri 30. Hongsung Turtle
4. Cheorwon Odaemi 31. Seocheon Eseckchaeheom
5. Inje Natgang 32. Seocheon Dalgogaemoshi
6. Pyeongchang Seolmaneowa 33. Seocheon Flower
7. Goseong Wangsangol 34. Dangjin Sumi
8. Inje Hwangtae 35. Boryeong Gajae
9. Goseong Haksanri 36. Asan Oeam
10. Pyeongchang Baram 37. Chungbuk  Cheongwon Beollat Hanji
11. Pyeongchang Surim 38. Yeongdong Keum River Mochi
12. Chuncheon Bugwiri 39. Boeun Gubyeong
13. Hwacheon Sansokhosu 40. Cheongwon Obacksa
14. Hwacheon Paroho Ecological 41. Danyang Handeumi
15. Hwacheon Paroho Nuereup 42. Jeonbuk Gunsan Tteurareum
16.  Gyeonggi Yangpyeong Sinronri 43. Jinan Neunggil
17. Pocheon Gyodong 44. Namwon Daroreum
18. Yeoju Sanghori 45. Muju J lnd(ngr;i‘;ﬁﬁr;f;emal
19. Yeoncheon Saedungji 46. Gyeongbuk Yeongdeok Naragol Borimal
20. Pocheon Sutkkol 47. Gyeongju Oksan Seasim
21. Jeju Seogwipo Aeomeongabang 48. Gimcheon Yetnal Somssi
22. Seogwipo Yongwangnandeureu  49. Andong Chamsari Gasong
23. Jeju Aopkkut 50. Cheongsong Chamsoseul
24.  Gyeongnam  Uiryeong Sancheollyeop 51.  Jeonnam Muan Baengnyeonheukong
25. Namhae Darangyi 52. Jangheung Dung beetle
26. Namhae Jijok 53. Gurye Damurak
27. Sancheong Yenamchon 54. Muan Sooryeon
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