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Abstract

In recent years, heightened interest in health and exercise, driven by improved
living standards and increased leisure time, has led the leisure sports industry to
prioritize customer—centric services. For service—oriented companies in this
sector, identifying key customer value factors and understanding their impact on
customer satisfaction 1s crucial. This study focuses on a ski resort offering
winter leisure sports activities, analyzing data from 179 out of 499 worldwide
ski resorts with user ratings. The research extracts key customer value factors
and assesses their impact on customer satisfaction. Results indicate that factors
such as intermediate slope length, total lift capacity, night skiing, and snow parks
positively influence satisfaction, while low prices have a negative impact. This
study, applying customer value theory, contributes to the leisure sports industry
literature. It also proposes strategies for effectively establishing and maintaining

ski resorts based on the identified value factors.

Keywords . Service—oriented Company, Customer Value Theory, Ski Resorts,
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et 52.391 22.376 14 141
FHFEEIT o] 57.922 61.550 0 220
AA FZES 36.603 39.374 1 174
OF7k 27 0.453 0.499 0 1
w9313 0.777 0.418 0 1
7t 23 0.978 0.148 0 1
oz, WS Abol9] Pearson ¥AIFE AT, 4 Ad= <k 3>3
gom FEERX dolo} AA ZEFLte] AAAATE 082982 & som g9l
Atk ol E A= Z 34 (multicollinearity) =A4& —2"0&;}7] 2130

(e}
VIF(Variance Inflation Factor)E& &1ttt 1 Ay & W47F 10 olst=(H
gk 3.84) v o= s AL %GLHJD}(Vlttlnghoff et al., 2006).

V1 V2 V3 V4 V5 V6 V7

AT V1 -

wet4 V2 0.365 -

FHEREE Zo] V3 | 0.603 | 0.282 -

AA GTESF V4 0.562 | 0.088 | 0.829 -

isayd V5 0.281 | —0.103 | 0.295 | 0.337 -

290k V6 0.392 | 0.217 | 0.239 | 0.311 | 0.191 -

7t 21314 V7 | 0.143 | 0.045 | 0.131 | 0.115 | 0.062 | 0.100 —
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AFEA] & Stata 13(Statistical software for data science 13)Z o] &3}o] EA13)
ow 6719 HHWe AT FEHEWHS Fe TAE OLS(Ordinary Least
Squares: OLS)& EA38F A= <3 4>9F 2o}, Gortd FEAE22 o], AA|

GRESR, ofgt2y), 2wfaaE nAnEd A L vHoW, A% A3

fs

e fol% GG vAA g
<® 4> #4 Az

G =TT & ot
o714 0.007 0.002 3.830 s 0.000
FAEEE o] 0.003 0.001 2.590%x 0.010
A B ZES 0.004 0.002 1.980% 0.049
OF7FAT| 0.160 0.084 1.9201 0.057
ESR ] 0.305 0.100 3.040%x 0.003
71 WA 0.219 0.261 0.840 0.403
g53k 2.551 0.273 9.360x 0.000

k0,001, ** K001, ¥ K005, T 0.1

V. E9 g A

5.1 AT+ZA3 B9

B oTE §7 AARER Aulae] 24N 291 BE67] sk wATA ol
2 (Sheth et al., 1991; Sweeney & Soutar, 2002)< 7|4¥to =
Zotal, =39 e9E5e] 1A U JFE WA=AE EA ST nATEA] o2

(Sheth et al., 1991; Sweeney & Soutar, 2002)2%] 2

984 7bA, KA A, A
4 HE e Bl e Fo R0ES £Ee9n, B2 2959 J9e
dte] AEAow PAsh 53, ¥ AFelAE 4Al 27)eRE ol g4 oy
g olg% Aol SJ7k Yom, Aga dolHE o §d AF BHS Fte] FA
A2Ez Aul 2 ] s)elstad gk

]

MubSo] FAHAQ FIFS v =
EoA HA8H A= Ve e BEA ATo2RE dojil X4y Edo=m 2
AFAE 27| RE AAQ FFEE2 Zo|g gIEY Frt Egyor FQ
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3k @9lo] & 4= Jth(Sheth et al., 1991). =714S 2 o 279 AR
= A g e EEXE d3siH 58 SEEEX] UL Mg Boerg &
TERX Zol7t 21 Zo] A wFe] FAHAQ JFE v oeR HRATH(FHH
S, 2005). Tg ARl F-A AFE FHFIE T 8U F OUE AIFASFTE
AHFEo] ghth(Berry & Parasuraman, 2004). o] AB|RFEo] AB|AE A Fut=1)
RolAl e ZivtEl= RS dokA FornE AUYREdA = HA YEZE F7 F
oW g7AZE Fo IATIAIE Frkeke AR B o gtk 53], AH]|asdo]
= AEz 7oA B A S e o R e vk gl Fruf R o]o] ]
= F93 938 sl (A4S %, 2011; Bitner, 1992). 2 dAFoAE= g AAE=
of Mu|zzAolZ2ZH EE A 3 S A FHEERX oyt i A TE
o] 7} Fof o] &AEoe] AGA 279t 2x=9HEE F4 F A dHFE Aow
59

o=, a7 o] &S] {34 7hx] FHAA opghA7] 9 ‘A g-9 37 a
o FAAOE FoJg FEFE A= FHoRE YERTH aATER o2 A A A
7kA o) {34 7= AFolv Au|~e] Aol A SE dovle o=

B QoM Ay zEA Ade A 7
A FEolA AR AvAEY #AI %

o,

) mlo

Ueldth(Sheth et al., 1991).
AAE o]l T83% 8Rlo=
).

oL

AAA g gu et s, 2005; Gao et al., 2009). ¥ AGo] A7|EFENM =
Aol 27|ERE MY Ft o o vdd E71%S =/ §h] fleke 5
b BRE ofy e} offle k= 2~ 1 4 2rgRes S F AT g vk 53] of
gl vl Ve 2718 uE BRIk AdEs = oM uAEe vt
& w40 3 ofE S SV AREA 275 E71UA S7we 2484 77
S7hete Ao M En. tgor 2Y|YXEqAE 7] B Ang-RE b o}
Yt w8 g 2 Ao wdlA 24 5 e uE &5 % s ATFeR
A ARAES Y ME lEolt‘r

ol
ol
>
=P
M
42
N
X
N
o,
r?ﬂl
o
>
>,
Sob g
Zi
N
X
A
1

ol A 7} 2EAe ANk {93k

= o= L‘rE} sq= ﬂ@”ﬂxM%ow A A 7HA = 5% AHS]

23] dojAE= (732 EAS e AoE B Aok

ﬁiz Au) 22 YeRlek(Sheth et al., 1991). 3pA gk =2

Myl =9 7hA = GRS JeFS m XA kT o]

T ol 20th Zwro| A 30t] ZWho] tiF-iEE A

Atk T AHFTS UFE vEd AgR ofolEe] #
2 Ao A" § k. g 27 EH 2.

AL

BE o7l ofolEu ¢ 2]

K=}
o
[ oo
i
lo
-, mlm
X
il
do
roi'
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N

W OREE 7 bEe wad BA 98 AoRE f48 &

R, AT o] A8A THA W] w2 ThAL aAntSe] Bl g
S PAE Ae® duwth Azl 2ol A8 THAE V154 3 =9A AT
= Yekd 5 e, e A 544 7S £ (Sweeney & Soutar
2001). ¥ A9 ATYRE Au|zo A LHAHEE 50| AEshs vEol Hls
o 2 885 7Idd Aew agsigith. aduR, LujAE0] AT EENA A&
b wAA Wgol wton I Mulzel g nksol § k& AolZtal Aztedit
=] gt

£ aolEEd Aol 5w nA WEel FAa A

g 4 SwelM gostel AT

J1%tol B AHAS RAA EeolH, T AA W FaFe
o

4 o

PS5 ololth(EA)Ql, 2015). AH] 29
7hAol oW 7)ol AAE THA F, Au) o] FH o Al Ei =& otk &
HZF YoM e 1E50] Algwhs Auj2o] 7HAe] o 11 AH| =9 F4o] ¢ £
S AoR e F U 7P RES} 2E HA e FHHoR oFEE A
HEo ZVe A9 Boerng JHAS F O ARy yE g F2 AlAA AH] A
5 Z7e Ad ®mE% F vk agEE, ue 7pAS A7 RE Al FYETL
g W Aoz B F orna ol uARF FAAQ 9IS v Ao § 4
g 4 Ut
5.2 A7 ¥4 2 FF AT B

2 ATE ARl 7JoE2ZN A7EREE AR B dARX =04 FasH
Zgote 89S aATIAolE S V|Hte R Qi) AN, E ATE e 2
S FARES 7HA k. AA, B AT ARl 71ge] ¥R TR E FHAT]E
Mul = AEE AlFstr] 3 78 80S EEete dAREE A 27z
E A E A &sslt =, *ﬂfﬂz_‘é AREAE HlolHE Fal ARl AE vk b
g S ARSI AHl 2 b ofoll= A ~E= BRE ofY et 3, o7}
¥k Aul= 7IdEe] Slth EEEP A= AU 2d e Oge TR ~xx= &
TEC] JonE B AFdA AE&e 7Y FERT ofyel thE AH]2 7|99 b
olEl & Fall AMEAF A ApolE w3 AE 4 Q.

A, B AFos a0l S vWte R AT EE MH|R0A AR AHE]
A7 ek 7hA 8R1ES E=E8t] ARESEGITE SHAIRE, A7 EE AH[ A WESe] a1
A7 A o] & 9] thE 8EE aElste AN ¢ 9tk A F(2012)0] w2 Ud_ 2XE
ZAE ] BE Au2aFA abdo] aATS fogh S n= oR FlH
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AN©.(2016)°] AFlA e ZRZoFFA 7o Au|asAo|ze] Holy, Tl
4, A, Aol AR TEAel frelg dEs v AR YERo
(2018)¢] ATFolME 2aPIFITAY Au|AAFA o)7L X zZbd 7hx|o] K-
2 g Z(+)] AAAAE YRt ATFA AT Uskth oA F Bl A~
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T 8%E EEShL, BEE 8950 Auls el GEs wA=A sl 7
= AT FE LA gEe Fo gcer IAVA AAE Sute] MFE
EPUl AV (B2, 2023; ¥3bat, 2005 AAE HH &, 2021) aA7RA ] Al L
T v 8o TS FAMAAH A A, 2023; HeF, 2017) A &
g, 2 ATl s AT OlEE o84 VWeR sto] A8A THA, 34 A,
AB A 7EA SR R THA 5 EET el 997t gl nATRA e A
T ARlEE UE ATER EAEIE sAIRE ojE TR acls RES u
Bl A 28T mEbA B Ay ATl E St HdA Ve 4
T ApE s .

gsom, & dAgdXs A A 2712 E AAl o] 84 HolHE Ve 15
RS EAE Ao oog zteth g V€ ATES HERA 7] AFE
Moz A7t FAHAJATHNAEE F, 2013; 3, 2023 AALH HY}, 2021
oA gt AEY, 2019; A e, 2023; HeE, 2017). FH(R=) 2712
ZEE @

§ oF 1370 HEe]l ~7)1Fo] 9+ don, 7P ke dEo A%
547709 A7) FEV A8t m =& 4817, =28 777, fHolE & 349370¢
27|YZEZE S 2 A= Ul (st ol thE I 7HE9] dHolH

E 7 BAS Aol oozt o, o= wd £3 el 7oty oAl daA,
= ATe A AA A7 RE o84 HolHE VWt R FAMGO RN ME|A Ak
o2 YALEZ= Fopo] 7 Aol 7o g

AFA AR E AALEZ Al dield a7 USRS ol A% WY
= ArEET 53], B ATellA E=EE aA vk 8Qles VIRte® aEe] &
Y EES o8 u TastA Adshs 7HA 89S aHd 5 vk A, a9
A8 7HAE Eol7] e uARtSed g4 A @S VA= dAHEE= M)
AxF0| 27 Fastt ‘THERE dol'st A gZESTVF unkSe o3k
Fe v AHE VIREe R A LE= MB|AAA 0L NS FE aAEelA A
go] S Agetal AHaE Alewes F s MRS dEAE 5 dvk £
AR A B E T3 aAEo] By kdd Ao Mu|AE o8 d & A=
AE I AAE Aednd ud HSES g FIANE F dEs dEsn

=4, ae] 34 7pAE ®ol7] s oA e ‘Aweg-uAvE S
P& A=, o= LS L7FAAM EAR e F= Aol TEU=
As HErd. 27y =4 AEERE ofye} A7) Alwshs £97IW A=
A e S vt Aotk o g AyE VNter XAY|YREdME= &
71BN o} Ao wellA =4 F e vE mol 2 AAE T Aux e
a1y g o dE 5o, oMY ol AYAFES THE A AR =& T
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