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Analysis and Comparison of
Customer Satisfaction Surveys for
Theme Parks in China and Japan

Hei Ryuu
Susumu Kouyama

Traditional customer satisfaction indices do
not take the excitement and emotions of cus-
tomers and the hospitality provided by staff
members into consideration. For this research
study, however, these criteria have been intro-
duced in creating a new customer satisfaction
model based on an existing Japanese model,
and empirical data obtained were analyzed to
quantify and index customer satisfaction. To
this end, 1,860 visitors to theme parks in China
and Japan were surveyed, and for each criterion
an overall average rating and differences in av-
erage ratings by gender, nationality, age and
frequency of use were examined. Then, factor
analysis was performed on all the data to iden-
tify the factors influencing the levels of
customer satisfaction and the impact of gender,
nationality and age on each of the customer
satisfaction factors was examined through the
analysis of variance. Furthermore, covariance
structure analysis revealed the structure of
overall customer satisfaction and that by cus-
tomer segments as well as differences among
them.
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