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Abstract

The purpose of this research isto analyze the perceived service quality
and satisfaction of Blue Lagoo Water Park visitors. The service attributes of
the Park were identified according to the PZB model. By way of convenience
sampling, atotal number of 314 valid samples were collected. The data was
analyzed by using descriptive statistics analysis, one-way ANOVA, factor
anaysis, Importance-Performance analysis, and multiple regression. The
results are as follows. Students aged 16 to 25 made up the major component
of the park’s visitors. Among all the visitors, 65% have a college/university
degree. Most of the visitors are from Kaohsiung city/county, around 40% of
visitors have been to a theme park three times or more, and for approximately
50% of visitors, it was their first timeto Blue Lagoo Water Park. Most of the
visitors learned about the Park through media advertisement. The
| mportance-Performance analysis suggests the Park should focus on for future
improvement these service attributes: ‘ cleanness of the Park’, ‘image of the
Caribbean Sea’, and ‘different service provided to meet the needs of different
customers’. The multiple regression analysis indicates that attraction of
recreational facilities significantly influences the overall satisfaction of
visitors, willingness to revisit and recommendation to others.

Keywords: theme park, service quality, customers satisfaction,

important-performace analysis
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